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Housing for Women marks one
year of providing life saving
services in Merton
Housing for Women has marked its one year anniversary
for operating in the borough of Merton with a special
event to celebrate the achievements over the year.
The theme of the event was
centred on “Empowered Women,
Empowering Families”. Housing
for Women staff and Merton refuge
residents’ came together to reflect
on how Housing for Women’s work
has helped survivors of abuse;
“You have been my life line”, were
the words of one service user.
Director of children’s services,
schools and families, Yvette
Stanley, Councillor David Williams
and the MP for Mitcham and
Morden, Siobhain McDonagh

What’s inside?

Dress for Success - page 3
Backdating Benefits - page 4
Payment in Advance - page 8

attended the special event.
Since managing the service in
Merton, Housing for Women has
helped 39 women working closely
with Merton’s One Stop Shop and
local agencies to provide the best
support for women and children.
Merton’s cabinet member for
community safety, engagement
and equalities, Councillor Edith
Macauley, said: “The Council is
committed to helping any resident
in an abusive relationship and

by working in partnership with
Housing for Women, more people
can come forward in confidence
taking that important first step.”
The event demonstrated
how Housing for Women has
successfully managed the refuge
services in Merton for the past
year, giving women and their
children a place to start afresh
following experiences of violence.
Housing for Women also runs
domestic violence services in
Greenwich and Ealing.

Save the Date:
Party in the Park
(13th August 2016).

Housing for Women

Brighter

Spring 2016

Housing for Women

Dress for Success

Frequently asked questions

Do you ever struggle to get through to the maintenance team when you call us?
We receive a high volume of calls and sometimes find it difficult to respond to
everyone’s requests immediately. The maintenance team have put together some
frequently asked questions to help you to understand what you can do to speed
up repair processes. If you still have a problem then please call our maintenance
team on 020 7501 6161.
My electricity in my property is
not working: This is often caused
by a faulty electrical appliance
within the property. To find out which
appliance is causing the fault try
unplugging all of your appliances,
reset the trip switch, and then plug
in each appliance individually. It’s
usually something like a kettle or
toaster that has fused. If this doesn’t
work then give us a call and we will
organise for an electrician to attend.
My heating is broken: Please call
our maintenance team on 020 7501
6161 and explain as well as you can
what isn’t working. The team may
talk you through some basic checks
you can carry out and if these don’t
solve the problem they will arrange
for a contractor to attend.
The lift is not working: Please
call us and we will arrange for a
contractor to attend.
My light is not working: First it is
important for you to check that the
lightbulb is still working. Have a go
at changing the light bulb, and only
after this if you still have no light

working then please call us and
we will arrange for an electrician to
attend.
Faulty locks/problems with flat
entrance doors or windows:
So long as the door/windows are
secure, an appointment will be
booked for our Direct Operatives
Team (DOT) to attend. If DOT are
unable to attend or if door/windows
are not secure we will arrange for a
contractor to attend.
My smoke alarm is beeping: this
means that the battery in the alarm
is running low. Simply pull or twist
the top off the alarm and change the
battery. If you are elderly or have
mobility problems, then buy the new
battery and we can ask a member of
our Direct Operatives Team to come
round and fit it when they are next in
your area.
I have damp/mould in my
property: Please call our
maintenance team to request a
copy of our condensation brochure,
which gives you information on
different ways to tackle both mould
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and damp. It is important that
you read and follow the advice. If
the problem is persistent we may
undertake a mould wash and send a
surveyor to inspect the problem.
Rubbish has been dumped in the
communal areas: Due to fire safety
regulations tenants must not leave
personal items in communal areas.
Please let us know if anything has
been left in the communal areas and
we will ask our Direct Operatives
Team to remove it.
I have lost my keys: It is the
tenant’s responsibility to replace lost
keys.
My bathroom/kitchen units are
in poor condition: Please give
us a ring and we can arrange for
a surveyor to come to inspect the
property and arrange for repairs. We
will only consider the replacement of
kitchens when they are more than
20 years old and bathrooms at more
than 30 years old.

Dress for Success is a charity that helps
women transition back into paid employment.
They do this by firstly giving the women
a professional outfit and then one-to-one
interview training. With this preparation and
support women gain more confidence for
entering the world of work.
Residents in Housing for Women
properties have been invited to
apply to Dress for Success for
support with their job interviews:
The services offered include:
l Interview clothes - First
impressions count, and in order
to create a great first impression
you need to look the part. If you
have a low income and a limited
wardrobe it is very difficult to
dress smartly for an interview.
This is a massive stumbling point
for many women. This is where
Dress for Success can make a
difference, as they will lend you
smart clothing for your interview.
You will get to keep the clothing
so that you can wear them to
each interview you attend. If you
get a job, Dress for Success will
provide you with a selection of
clothing that you can wear to
your new job.

l Interview training- Dress
for Success offer one-toone interview training with
professional women with
a background in high-level
management or recruitment.
This will give you guidance on
how to present yourself to your
potential employer so that you
can impress them.
l Additional programmes Throughout the year, Dress for
Success run other programmes
to help women improve their
chances of gaining employment
and retaining it once they’ve got
the job.
l Professional Mentoring – There
is a mentoring scheme to assist
clients who need the on-going
support of another professional
woman to help them stay on
track with their job search and
progress with their career.

If you are interested in applying for
Dress for Success then please call
Housing for Women on 020 7501 6120
and we will refer you to them.
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Benefits Update

Changes to backdating of
benefits payments from April
From 1st April 2016 the time
limit for requesting a back
date of Housing Benefit is
reducing to just one month
for working age tenants.
This is being reduced from
previously being able to request
back dated housing benefit for up to
six months.
If you are not usually entitled
to housing benefit but due to
unforeseen circumstances you
encounter a loss of earnings,
through sickness for example, you
can apply to have housing benefit
back paid for the maximum one
month. This enables you to continue
to pay your rent so that you do not
fall into rent arrears.
You do not have to be entitled to
housing benefit at the time of your
request, but you must act quickly
because you can only claim up to
one month backdated as of the 1st
April 2016.
One example of how backdating
housing benefit helped one of our
services users is outlined below:
Alisha is a single parent aged 36.
She works full time and due to
her earnings and Tax Credits isn’t
normally entitled to any Housing

Tenants Panel

What is the
Tenants’ Panel?

Having a nice place to live is not just
about the quality of your home, but
also about the neighbourhood, the
surroundings and the services and
facilities available locally. You and
other tenants have an important role
to play, in providing and supporting
those services.

Benefit. However, over Christmas
she had several weeks off work
due to sickness and therefore only
received SSP (Statutory Sick Pay).
Her income was much reduced but
she didn’t know at the time how
long she was going to be off work
so didn’t bother claiming Housing
Benefit.
She ended up being off work for 4
weeks and got behind with her rent.
Although she is now back at work,
she could make a claim for housing
benefit for these 4 weeks now,
and if the Housing Benefit Office
accept her reason for not making
the claim at the time as ‘good cause’
they would work out whether she
was entitled to any HB and award
her what is due. They can do this
because the period Alisha is asking
housing benefit for is less than one
month ago.
To request a back-payment of
Housing Benefit contact your Local
Authority and request a back-dated
claim. Make sure you do this in
good time.
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What do you need to know about
the roll-out of universal credit?
Universal credit (UC) is a new
benefit which combines and
replaces six existing benefits
including housing benefit (HB), as
well as working and child tax credits
and three out of work benefits; job
seeker’s allowance, employment
support allowance and income
support. UC is being introduced
gradually over a period of several
years and is being introduced to
new claimants and for the simplest
cases first.

Membership of the Tenants’ Panel
means that you can influence the
way Housing for Women manage
your home and also enables you
to become involved in running
and supporting the association’s
activities.

Who are the
Tenants’ Panel?
The Panel consists of tenants who
have volunteered to serve to ensure
that tenants’ voices are heard

What they do

The Panel meets every three months
to discuss anything which they feel is
of importance to tenants.
This includes:
zz Service delivery
zz Consultation and review in the
policy making process

zz A specific work programme
including estate walkabouts
to talk to tenants about issues
of noise, refuse, nuisance and
general estate matters.

Why the Tenants’
Panel is important
zz They understand what is
important to tenants.
zz They establish that any
information sent to tenants is
clear and understandable.
zz They make suggestions and
criticisms that reflect tenant
views and needs.
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All travel costs for the meetings
will be reimbursed by Housing for
Women for those attending.

For more information on how to
apply to join the Tenants’ Panel
please contact Gloria Henry,
at Gloria.Henry@h4w.co.uk,
or 020 7501 6145
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Feedback

Complaints
Compliments
Suggestions!
What you can expect from
Housing for Women
Housing for Women operates
an easy to access complaints,
compliments and suggestions
procedure. We know this hasn’t
always felt accessible or responsive,
but we have taken steps to improve
how we manage and respond to
complaints from our residents.
Our procedure is designed to make
it straightforward for you to bring
matters to our attention about the
service you receive. We want to
encourage you to give feedback
when things go wrong, but also
when you are pleased with the
service you receive.
Your feedback is very important
to us. By listening to what you tell
us, we can learn and improve the
services that Housing for Women
provides to you.
We will share your feedback
with all our staff, so that we can
raise standards across the whole
organisation.
Informal Complaints
If possible, we will sort out the
complaint immediately. For example

You said, we did and
what we will do...

we will promptly make a phone call
to you to understand the complaint
and then try to resolve the matter
directly within 5 days.
Formal Complaints
If you are dissatisfied with the
outcome of your informal complaint,
you have the right to make a formal
complaint. Formal complaints
are dealt with by the appropriate
Manager. We will acknowledge your
complaint in writing within 2 days
and aim to resolve and respond in
writing to your complaint within 10
days.
Appeal Stage
If you remain dissatisfied with the
outcome of your formal complaint,
you have the right to Appeal. The
Appeal is a review of your complaint
by a member of the Board. You
will be invited to a hearing where
you can discuss why you remain
dissatisfied with the outcome. The
Director or Chief Executive will
inform you of the result within 10
days.
If you are not satisfied with the
outcome of the Appeals Panel, you
have the right to complain to an
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independent Designated Person, or
to the Housing Ombudsman.
How can I have confidence that
Housing for Women will act on
my feedback?
When you tell us something is good,
or not so good, we record it and
track the learning.
Tracking complaints helps us get
it right the next time and tracking
compliments and suggestions assist
us in making the good service even
better.
Changes we have made over the
last year
Over the last year we have
changed the way we manage
your complaints, compliments and
suggestions.
We have a new IT system to
manage complaints and feedback.
We have also invested in more
training for our staff to help them
better manage complaints and focus
on customer resolution. We hope
you can see the difference.

Here are two examples
of listening to and
learning from your
feedback from over the
last year...

You said: “It is frustrating that my calls
are sometimes not returned when I have
been promised a call back.”
What we did: Invested in Customer
Services Training for our officers to better
manage customer call backs. We also
introduced a new phone system that is
helping us to plan our resources better
and route calls more effectively.
What we will do: We are looking at
introducing technology in 2016 that will
assist our officers to manage your call
backs by reminding them when a call
back is due.
You said: “Housing for Women officers
should be more ready to acknowledge
when things go wrong and apologise for
mistakes.”
What we did: Through recruitment and
training, we are creating a more open
and constructive culture within our teams.
By listening to resident and staff opinions,

we merged our Housing & Property
services into one Operations Team during
2015, appointing a Director of Operations
to oversee both functions. This creates
a one team culture, promoting joined up
working and ownership for when things
go wrong in any part of the service.
What we will do: We will continue
to build on a culture of welcoming
complaints and learning from mistakes.

Ways to contact us

Your compliments and complaints help us improve the way in
which we manage your home and services.
You can report complaints, compliments and suggestions in the
following ways:
1. Contact us by telephone on 020 7501 6120 (please avoid
Mondays and mornings as these are our busiest times)
2. Send us an email at info@h4w.co.uk
3. Using the feedback tab on our website www.hfw.org.uk
4. By visiting our office at Blue Star House in Brixton
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Money Matters

Rent in advance

Illegal sub-letting is now a criminal offence; so we
at Housing for Women are calling on our honest
customers to blow the whistle on the housing
cheats. The Prevention of Social Housing Fraud Act
2013 created a new criminal offence for subletting or
parting with possession of a socially rented home.

We are writing a letter
to all tenants to remind
everyone that the
tenancy agreement you
have with Housing for
Women requires rent to
be paid in advance.
The payment of the rent is
due in advance from you
on the first day of every
month from the date of this
Tenancy. The first payment
to be made today/the date
of this Tenancy Agreement
is signed for the period
beginning today and ending
on the last day of the month
being a proportion of the
monthly rent (calculated on
a daily basis). [Extract from
Tenancy Agreement)]
We will be working with
all tenants who currently
are not paying in advance,
including those on Housing
Benefit, to start making
payments
to build up
your rent
account.

Tenancy Fraud

Crackdown

Why are Housing for
Women Doing This?
This is due to an ever
changing environment
and the threat to our rental
income. Arrears have
increased and we need to
get these back on target.
What’s in it for Tenants?
Whilst recognising that
this would be a significant
change for you, we believe
that to have a ‘buffer’ of
credit in your rent account
in the event of a change
in circumstances that may
impact on paying the rent
will be very helpful. Being in
credit will avoid early formal
arrears action and make it
easier to get back on track.
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Rent payment methods
Tenants are currently able to pay their rent to
Housing for Women in a number of ways:
l Direct Debit or debit card payment - just call
our finance team on 020 7501 6123 with your
bank details to arrange this.
l Rent Payment Card - at the Post Office or
any Paypoint outlet.
l Telephone payment via allpay - Just call
0844 225 5729, you will need your rent
payment card to do this.
l Internet payment via Allpay - Logon to www.
allpayments.net and follow the instructions.
You will need your payment card to hand.
If you do not pay your rent, then you will fall into
arrears and face the risk of eviction. If you are
concerned about your ability to pay your rent
then please talk to your housing officer who
will be able to assist you with benefits advice in
addition to referrals to charities that specialise in
debt management. You can also obtain further
money saving advice by logging onto www.
moneyadviceservice.org.uk

Those who illegally sub-let
their homes deprive those in
genuine housing need of a place
to live. They also cost housing
associations, local authorities and
the government a lot of money,
which could otherwise be used to
enhance communities and build
more homes. But now a change in
the law could see housing cheats
prosecuted for their crimes.

The new crackdown on
housing fraud isn’t just
about illegal sub-letting;
it’s also about combatting
falsified housing
applications or the illegal
succession of a tenancy.
Here, we outline what you
can look out for to spot
cases of housing fraud...
What is unlawful subletting?
When someone lets out their
home without the landlord’s (i.e.
Housing for Women’s) knowledge or
permission. The fraudster will often
keep up with the rent payments
to the landlord, but will charge the
person they are subletting to at a
much higher rate.

What is wrongly claimed
succession?
When someone who is not entitled
takes over a tenancy following the
death of the previous resident. This
is a breach of very specific rules,
which dictate what happens to the
tenancy of someone who passes
away. In this instance, the housing
cheat might say they lived with the
tenant prior to their passing, when in
fact they were living elsewhere.
What is obtaining housing by
deception?
When a person falsifies the
information on their housing
application. For example, a housing
cheat may neglect to say that
they already rent a home from
another local authority or housing
association. 		
Non-residence
By choosing not to live at the home
provided by a housing association
or local authority, the fraudster may
lose his or her assured tenancy
status, along with their right to live
there.
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What you can do
We’re launching new initiatives to
chase down housing cheats and
ensure that our homes are given to
those who are next in line. Your help
in reporting housing fraud is vital –
because you can see what`s going
on in your neighbourhood far better
than we can. The simple things
to look out for include people with
more than one home; people who
collect rent from neighbours; and
homes where occupants change on
a regular basis.
Talk to us
To report suspected housing fraud
and make a real difference to your
community, as well as the UK’s
growing housing crisis, please
contact us directly: 0207 501 6145
or hmteam@h4w.co.uk or 6th
Floor Blue Star House, 234 – 244
Stockwell Road, London, SW9
9SP
All reports will be handled
confidentially and you can report
anonymously if you wish. Your
information will be investigated
thoroughly and, if necessary, action
will be taken to put a stop to any
fraud that is found.
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Recipe Suggestions

The confession
of a digital
octogenarian
Getting online offers a
whole host of benefits.
An older woman of 85
tells us why access
to the internet is so
important for her.
Moving house is always traumatic,
but my recent one has been the
worst ever. For two weeks I was
without my computer, and I felt
bereft. No emails, no Facebook,
no Guardian on line, no Skype
– my fingers were itching with
frustration.
How did I ever manage without the
internet?
Every day, one of the first things
I do in the morning is to switch
on my computer. I check my
emails and Facebook to see what
my friends and acquaintances
have been up to - often there is
something to make me laugh, or
cry. Sometimes I post an item that
I think might be of interest to them.
Or there may be a birthday or other
event to celebrate. Then I read
my Guardian, getting up to date
on the news, and perhaps offering
my own comments on articles
that concern me. Afterwards, at
breakfast, I can sit with my iPad, to
keep up with all my interests.

Of course, one of the delights of
the internet is the ease of getting
information. Entering a word or
phrase on a website like Google
produces lists of relevant items
that I can examine at my leisure.
In fact, it is all too easy to spend
hours researching subjects, delving
deeper.
As I am no technical wizard, I am
glad to have family and friends
who can come to my rescue
when disaster strikes. As it does,
occasionally. It is often something
quite simple that I will be able to
correct myself once I have been
shown how to do it.
Having the internet, the world is my
oyster, with everything available at
the touch of a button.

Mira’s* story of survival

In March 2016 Mira*, a Housing for Women Re-Place Project service
user, was interviewed by the musician Scroobius Pip for Comic
Relief. This interview was made into a podcast about the realities of
the experiences of a survivor of human trafficking. It is an incredibly
harrowing listen, but also eye opening and inspirational.

Eating well does not have to cost a lot
of money. Try these healthy recipes...
Fish pie

Italian Chicken

You can use any kind of white
fish, such as cod or haddock,
or even salmon to make this tasty and
filling fish pie. Salmon is a good source of
vitamins A and D.

This quick and healthy version
of an Italian favourite is a good
source of protein and carbs that’s also low
in salt and fat.
Serves: 2

Serves: 4

Time: 50 minutes

Time: 60 minutes

Ingredients
l
l
l
l
l
l
l
l
l
l

Ingredients

½ tbsp of olive oil
1 onion, chopped
2 skinless chicken breasts
10 mushrooms, sliced
2 x 400g cans of chopped tomatoes
2 tsp dried Italian herbs
2 tsp Worcestershire sauce
freshly ground black pepper
210g dry pasta
fresh basil to garnish

l
l
l
l
l
l
l

The recommended intake of an average adult is
8400kJ/2000kcal a day.

The reference intake of an average adult is
8400kJ/2000kcal a day.

Method

1. Preheat the oven to 200ºC or gas mark 6.

Method

2. Start by preparing the potatoes. Boil them for
about 10 to 15 minutes until they’re soft, then drain
them and mash with a little milk.

1. Preheat the oven to 180ºC or gas mark 4.
2. Gently fry the onions in a little olive oil for about five
minutes.

3. To make the sauce, mix the milk, low-fat spread
and flour in a small pan and warm over a medium
heat. Stir continuously until the sauce starts to
bubble and thicken.

3. Then put the mushrooms and all other ingredients
(apart from the pasta) into an ovenproof dish, mix
thoroughly and bake in the oven for 40 minutes, or
until the chicken is cooked through.

4. Pour the sauce over chunks of fish in an ovenproof
dish, then top with mashed potato and sprinkle the
cheese over the top.

4. Meanwhile, cook the pasta according to the packet
instructions.

5. Bake in the centre of the oven for 30 minutes, until
the top is golden brown. Serve with broccoli.

5. Serve the chicken with the pasta and garnish with
fresh basil.

Other options
Try peas or green
beans instead of
broccoli.

If you would like to listen to the podcast please access it online at the
link below:
https://goo.gl/WEu7fG
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700g potatoes, peeled and diced
4 fillets of haddock (or any kind of white fish or salmon)
425ml 1% fat milk
25g low-fat spread
25g flour
25g reduced-fat strong hard cheese
320g broccoli (to serve)

Food
Banks

If you need to use a food bank, then a doctor, health visitor, social worker, Citizens Advice Bureau, police or
community leader, etc. must refer you. Please contact one of these places, or call Housing for Women’s Housing
team on 020 7501 6145
11
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Staffing

Following our re-organisation, here is a chart showing our operations team structure.
Director of Operations
Léonie Chettle

Interim Service Manager
Michael Sparrow
Property Surveyor
Paul Grant
Assistant Property Surveyor
Rebecca Edmonds

Interim Direct Services
Team Leader
Christopher Lane
Direct Labour Team
Mark Murphy
Joanne Braddick
Chris Sault

Maintenance Administrator
Joanna Lebby

Housing Officers - Rents
Donna Annon: Southwark, Ealing,
Greenwich, Camden and Hounslow
Jackie Nurse: Lewisham,
Kensington and Chelsea,
Westminster and Lambeth.
Housing Officer - General
Yvette Holness

Starters and leavers

Estate Services Officer
Vacant

Our Services Engineer David Richardson left us in March. The
team was very sad to see him go but we welcome his interim
replacement, Christopher Lane.
Maintenance team manager Howard McLeary left us in January
with Michael Sparrow acting as an Interim Service Manager.

Your voice

Housing Manager
Gloria Henry

Older Tenants Worker
Jacqui Donaldson

Names in italics are temporary or on a
fixed term contract
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