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Welcome
Improving
Customer Service

Housing for Women

At Housing for Women, we are rightly proud of
the work we do to provide homes and services for
women in London, and it is vitally important that
we extend our reach to help more women. It is
also essential that we make sure we are in the best
possible shape to provide the quality of homes and
services tenants want.
Following feedback received in our
annual customer survey, in January
of this year we commissioned an
independent customer service
review and since then we have been
planning on how we can improve our
services.
One of our main aims is to integrate
our services to tenants better –
providing you with more consistent,
high quality services in a way that
works well for you as a tenant. In
practice, this means combining our
housing and property services so
that you deal with one team. As well

What’s inside?

as an investment in people, this also
means us investing in technology and
systems to streamline services and
make them more efficient.
As part of this process we have
reorganised our senior leadership
team and reduced the number of
directors. This has meant saying
goodbye to some people who have
given great service to Housing for
Women for a number of years and
we thank both Judith Chambers and
Chris Lawal and wish them all the
very best in their future roles.

Money Matters - page 4
Older Tenants News - page 6
Who is who in poperty services - page 10

Stephen McNaughton is our interim
Director of Operations who leads the
new combined team of staff who you
deal with on a regular basis. Leonie
Chettle joins us permanently in this
role in October.
We have had feedback that residents
are appreciating the changes, and I
expect you to notice further positive
changes in the months ahead as the
new approach gets underway.
Jakki Moxham
Chief Executive

Tenants Annual Picnic
See page 2
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Event!
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Last year’s 80th
anniversary
picnic was such
a big success we
have decided to
do it again!
This year’s picnic will take place
on Saturday August 15th in
Battersea Park between 1pm
& 5pm. The picnic will be held
opposite Battersea Park Zoo
- enter via the Chelsea Bridge
Gate Entrance of the park. See
map below.

PICNIC

Includes:

FREE TRIP TO BATTERSEA PARK ZOO
PICNIC & REFRESHMENTS
TRAVEL EXPENSES REIMBURSED ON THE DAY
HOUSING FOR WOMEN PICNIC WILL BE HERE!
LOOK OUT FOR OUR RED & WHITE BALLOONS!

Your Views

Do you have something to say
about our services?
Is it a
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Your compliments and complaints
are important. Your feedback helps
us improve the way in which we
manage your home and services.

2. Telephone our office 0207
5016120

When you tell us something good
we will share it with all our staff so
that we can raise standards across
the whole organisation.

4. Using the feedback tab on our
website www.h4w.org.uk

When you tell us something is not
so good, and grumble at us, or
complain, we will record and act on
the information which will help us
get it right the next time.
You can tell us what you are thinking
in the following ways:
1. Speak to one of our staff
members when they are visiting
your area

3. Sending an email to info@hfw.
org.uk

5. By visiting our office at Blue Star
House in Brixton
6. By text message to your housing
officer
Complaints:
We will let you know we have
received your complaint and tell you
who is dealing with it. If we can, we
will seek to resolve your complaint
within 5 working days.

The picnic will include:

Entertainment & Games
Face painting
A trup to Battersea Park Zoo
Picnic and refreshments
Meet the teams

BOOK YOUR PLACE NOW BY CALLING 0207 5016143 OR
EMAIL: INFO@H4W.CO.UK
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If your complaint is more complex
we will seek to resolve it within 10
working days. Occasionally this may
take longer and we will let you know
if this is the case.
If you make a complaint, and you do
not hear from us within two working
days, you can go ‘straight to the top’
by asking to speak to one of our
Directors.
We know things go wrong from time
to time. In order to put it right we
really do need to hear from you!
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Money Matters

Your Credit Union
Join the credit union for free...
We are pleased to
announce that we have
come to an agreement
with Your Credit Union
(YourCU) that Housing
for Women residents can
become members.
Joining a credit union means that
your money is being put to good
use in your local community, helping
to support local households and
benefitting the local economy.
Credit Unions are “not-for-profit” cooperatives owned by their members.
The aim of credit unions is to:
l Create a “fair and reasonable”
source of loans for its members
l Encourage people to save on a
regular basis
l Promote the welfare of the local
community
Your individual savings at credit
unions are covered under the

Financial Services Compensation
Scheme. Your money is 100% safe if
anything were to go wrong.
YourCU’s goal is to provide safe,
sensible and socially minded financial
products and solutions to members,
to help them achieve their goals
independently and responsibly.
YourCU’s services to members are:
l Available to everyone – offering
financial services for everyone
l Simple and quick to join – you will
be able to join online or at any one
of the pop up locations or by post
- just request a paper application
form

l Flexible - loans to suit all budgets
- borrow between £50 and £7500
and repay on either a weekly, 2
weekly, 4 weekly or monthly basis.
l Good value –you have access to
loans at affordable rates.
l Local and ethical – becoming
a member helps your local
community as well as yourself.
YourCU is not a bank! You own and
control the credit union. Opposite
you can read Maria’s story.
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As a young girl
growing up in
rural Ireland
Sister Maria,
a nun with the
Society of the
Holy Child
Jesus, who now
lives in North Kensington,
saw first-hand the power of
credit unions.
She says: “For some people they
were, and still are, a lifeline in hard
times, for others, a safe place to put
their savings and support their local
community. A credit union is much
more personal than a bank. You get
to talk to a real person who listens to
you, who looks at your life and how
best they can help you.”

l Safe and secure – your deposit is
protected up to £85,000. YourCU
are members of the Financial
Services Compensation Scheme
l Convenient – you can deposit a
lump sum or save regularly and
will receive an annual return of the
profits known as a dividend.

Maria’s Story

We will pay y
our
joining fee a
nd start
your accoun
t with
£20. Terms a
nd
conditions a
pply.

She recently became a saver with
YourCU, helping the union to provide
affordable loans for local residents.
In common with the Archbishop of
Canterbury, Sister Maria believes

credit unions are essential
in the fight to ‘compete’ pay
day lenders out of existence.
Sister Maria, who lived in
Brent for 15 years before
moving to the Royal Borough
three years ago, says there
is a lot of hidden poverty in
the area.
As someone who has spent her life
working in the community she has
witnessed the tough choices faced by
people struggling to make ends meet.
From a young man too poor to travel
to Ireland to attend his mother’s
funeral, to elderly people forced to
stay in bed because they cannot
afford heating.
“Access to local, ethical and
affordable financial services is vital
for the well-being of the people who
live here. I would encourage anyone
who has some money to put by for a
rainy day to open up a credit union
account and help support their local
community.”
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Help with debts
StepChange – Debt Charity
www.stepchange.org
Tel: 0800 138 1111

UK Government website

www.gov.uk/options-for-payingoff-your-debts/overview

Debt Advice Foundation

www.debtadvicefoundation.org
Tel: 0800 643 4050

The Money Advice Service

www.moneyadviceservice.org.uk
Tel: 0300 500 5000
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Older Tenants News
Over 25% of Housing for Women’s tenants are aged 60 and over.
Our Older Tenant’s worker, Julia Linfoot, has been busy over the
past three months supporting our most vulnerable older tenants as
well as organising fun events.
The fun events have included:
l Trip to Leeds Castle in April
l A visit to a chocolate making session at the Chocolate Museum in Brixton
l Monthly lunch club at Glenwood in Blackheath

First
Tuesday
Group

This is a group of older Housing
for Women tenants living in
Kensington who meet on the First
Tuesday of every month 3.00pm
- 4.30pm in Hilary Daniels House
Meeting Room 113-115 Cromwell
Road, SW7.
We have speakers on a variety
of topics, share information, play
games, and have quizzes. We have
tea and biscuits and chat.
All older tenants living in the area
are welcome to join us – please call
Julia Linfoot on 020 7501 6172 if you
are interested and she will send you
details of forthcoming meetings.

Attendance Allowance
Could you be claiming Attendance
Allowance of up to £81.30 per week?

Did you know Attendance Allowance is not means tested and will not
affect any of the other benefits you may receive.
You can make a claim if you are over 65 and have a health problem or
disability which affects your ability to manage everyday tasks.
People who have the following conditions can often make a claim:
arthritis, epilepsy, dementia, diabetes, hearing or sight impairment,
osteoporosis, heart disease, emphysema, incontinence, or if you have
had a stroke.
Julia Linfoot the Older Tenants Worker has helped many older tenants
to make successful claims for this money. If you think you would like to
make a claim or you would like to find out more please contact Julia at
Housing for Women on 020 7501 6172 or email her julia.linfoot@h4w.
co.uk
You can also ring 0800 88 22 00 to ask for a claim form. You will have to
complete and return the form within 6 weeks. If your claim is successful
the money will be backdated to the date you rang up for the form.
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Chocolate making
workshop
In May ten residents took part in a
chocolate making workshop at the
Chocolate Museum in Brixton.
This was a fun session where
residents learned to make their
own chocolate truffles with different
fillings and decorations under
the guidance of a professional
chocolatier. Here is what three
of the participants said: “I really
thought I knew what chocolate
tasted like. Not true. Never have I
tasted chocolate like it. I was going
to share it but after two chocolates...
sorry... I was in chocolate heaven.
(Don’t tell my grandchildren).”
“I would definitely like to visit again
as there is so much to learn about
chocolate and chocolate-making. It
was fun and I think we all got a little
messy rolling and dipping our own
chocolates - I certainly did. While
‘tempering’ our bowl of chocolate,
I’m ashamed to admit that I was
unable to resist eating some
pieces of the chocolate we were
supposed to be adding to reduce
the temperature. We also had the
opportunity to use our creative
talents when given a selection of
decorations to choose from in order
to decorate our chocolates in our
own unique way.”
Susan Tabb wrote: “Our trip

to The Chocolate Museum in
May was a delight. Through the
expert guidance of French artisan
chocolatier Isabelle Alaya, we
were shown how to construct
and decorate chocolate truffles
in various ways with materials
provided by the museum. For me,
the most enjoyable part of the
exercise was the decorating of the
truffles.
We added small chocolate buttons
to bowls of semi-prepared warmed
coverings (or couverture) of milk,
dark or white chocolate in order to
get them to the right temperature
to work with, for which special
thermometers were provided. This
process is called “tempering”.
Not easy - how many buttons to
add? Too many could make your
chocolate too cold and not enough
meant you had to keep on adding
buttons and quickly stirring - for
what seemed like ages.
I hope that what I learned at the
Chocolate Museum will help me to
present the home-made chocolates
that I give to people at Christmas in
a more decorative and professional
way in the future.”
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Fundraising

Tenants Panel
Communal
electricity
sockets

We would like to remind
tenants that you should not
use the community electricity
sockets for your own use. So
as to avoid confusion, these
sockets will be locked in all of
our blocks.

The Tenants Panel

The voice of

Texting Services

tenants!

The Housing for Women Tenants Panel has been a voice for
tenants for over 16 years. The Panel meets four times per
year and is an important part of how we receive feedback
from you, our customers.

In the next few months we will
be trying out a new texting
service. We hope this proves to
be a popular service for those
of you who have given us your
mobile phone number.

Some of the objectives of the Tenant’s Panel are:
l To discuss and influence how Housing for Women’s delivers services
l To meet with Housing for Women staff to discuss performance and
make suggestions for improvement
l To check Housing for Women publications to make sure they are easily
understood and jargon free
l To review customer complaints
The meetings take place on Saturday morning’s in Brixton and travel
expenses are paid. The next meeting will be on 5 September 2015.
If you are interested in attending, or would like to find out more about the
panel, please contact our Housing Manager, Gloria Henry.

Cooking smells

The Tenant Panel has asked
that people be considerate of
their neighbours when cooking
and to think of how smells
might travel to other homes.

£32k for 10k

On Sunday 7th June we held the 2nd London Estate Agents
10k race in Regents Park. This event was held for the first
time in 2014 when almost 100 London estate agency staff
ran 10km to raise much needed funds and awareness for
our work.
This year the property industry was out in force to support us and we had
130 participants, this also included 12 Housing for Women staff.
There were particpants from estate agencies including Kinleigh, Folkard
and Hayward, Winkworth, Stirling Ackroyd, Keating and My London
Home and collectively they raised over £32,000. In particular staff from
Kinliegh, Folkard and Hayward raised £12,000 which has been matched
by their senior management to provide £24,000, an incredible amount!
There was lots of friendly rivalry on the day and the fastest runners and
highest fundraisers have been awarded prizes which have been donated
from companies including Meat Porter, Virgin Trains, Fitness First, Five
Guys and Wahaca.
All of these funds will be used towards our work supporting the most
vulnerable of women and their children in London, this includes those
experiencing domestic violence, women that have been trafficked for
exploitation, mothers leaving prison and elderly women.
Please see the lower right hand photo for the Housing for Women staff
team who raised over £2,000!
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Donate A
Photo

Johnson and Johnson are
continuing to support the
work of Housing for Women.
They have donated £4,000 raised
through their Donate A Photo
smartphone app. This is similar
to Instagram whereby you share
photos except Johnson and
Johnson donate money every time
somebody uploads a photo to the
app. Housing for Women continues
to benefit and can receive a further
donation of £2,000 if there are
another 3,000 photos uploaded.
Please search ‘Donate A Photo’ in
iTunes or the Google Play store.
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Property Services

News

Who is who in
property services
Housing
for Women
repairs
satisfaction
Howard McCleary – Interim
Property Services Manager
The role of the Property Services
Manager is to ensure that our
properties are well maintained and
quality repairs are carried out to our
properties to the satisfaction of our
customers.
Howard’s team are also responsible
for monitoring the performance of
contractors and ensuring the annual
gas safety checks are completed on
all homes with gas appliances.
Howard’s team are:
Rebecca Edmonds – Assistant
Property Surveyor
Vacancy – Property Surveyor
Jo Lebby – Maintenance
Administrator

David Richardson – Electrical

Services Engineer

The role of the Electrical Services
Engineer is to ensure that electrical
supplies to our properties are well
maintained and to rectify faults when
they occur. David also supervises
the work of the handyperson
team of Mark Murphy and Joanne
Braddick who carry out repairs to
our properties. These roles save the
association money by not using more
expensive contractors.
If you need to report a repair
or would like to give feedback
about Housing for Women’s
repairs service then please
call 02075016120 or email
info@h4w.co.uk
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If you have a repair carried
out in your home you will be
sent a satisfaction form to
complete.
For the three months between
April and June 2015 we received
127 completed surveys with a
satisfaction rate of 91.34%. “Very
helpful”, “excellent as usual” and
“difficult job – well done” were
some of the positive comments.
This is excellent performance by
our staff and contractors but not
everyone was pleased with the
service so we need to do better.
To help us improve please return
the satisfaction forms – it does
make a difference!

Money is tight and the
welfare system is changing
for people under 65
Now is the time to start preparing! Open a bank
account or an account with a credit union.
If you worried about your finances get in touch with your housing officer who will
be able to assist.
For free, confidential and independent advice on how to deal with your debts
call National Debtline free on 0808 808 4000 or visit www.nationaldebtline.org
or use the interactive online advice service www.mymoneysteps.org
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Just for fun! Can
Can you find the names of
you findflowers
the names
and shrubs?
of 10 flowers or
plants hidden in our
wordsearch?
Answers are on the back page...
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Staff Changes
Welcomes and farewells
We have seen a number of new faces arrive at Housing
for Women over recent months and we welcome them all.
We have also said farewell to some colleagues including two of our
long-serving directors, Judith Chambers and Christopher Lawal. We
wish them well in their new jobs.

Contacting us

Repair contacts

Housing for Women

If you suspect a gas leak call British Gas Transco on
0800 111 999.

Sixth Floor, Blue Star House

For other emergencies in working hours (9.00am to
5.00pm) call our normal maintenance number on
020 7501 6161.

234-244 Stockwell Road
London
SW9 9SP

If you have an emergency outside of these hours,
please call our contractor on 020 7501 6150.
Remember, if you call out the emergency contractor
for a non emergency, we will charge you the cost of
that call out.

Email: info@h4w.co.uk
Telephone: 020 7501 612
Our opening hours are Monday to Friday from
9.00am to 5.00pm.

WORDSEARCH ANSWERS:
Daffodil, Tulip, Crocus, Hellebore, Snowdrop, Anemone, Hyacinth, Primrose, Pansy, Lilac

Your voice

Head Office and Registered Office
Housing for Women

‘Brighter Futures’ is designed for you and so if you have anything you
would like us to cover in future issues or you have a comment to make,
please do let us know by writing to: The Editor, Housing for Women,
Sixth Floor, Blue Star House, 234 Stockwell Road, London SW9 9SP
or emailing officemanager@h4w.co.uk.

FS 74779
Maintenance
Services

Housing for Women
Sixth Floor Blue Star House
234-244 Stockwell Road London SW9 9SP
Tel: 020 7501 6120 Fax: 020 7924 0224
Email: info@h4w.co.uk www.hfw.org.uk
Company Registration No. 420651
Homes and Communities Agency Registration No. L0970
Registered Charity No. 211351

