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STAR SURVEY
We will be conducting a
STAR (Survey of Tenants and
Residents) Satisfaction Survey
during May and June 2017
with all returned entries
entered into a prize
draw for one of twenty
£100 vouchers.

New website launched
By the time you receive this newsletter our new website will have gone
‘live’. Please check it out at www.hfw.co.uk. The site is mobile friendly so
you can view it from your smart phone or tablet. We will also be going ‘live’
with a new Tenant Portal by the end of the year giving you access to on-line
services and improved ways of communicating with us.
If you would be interested in being part of a pilot group to trial the portal and
provide feedback please send an expression of interest with ‘Tenant Portal
Pilot’ as the subject to info@h4w.co.uk or call us on 020 7501 6120.

We will be asking some
new questions to get an
idea of your priorities for the future
years. Please watch out
for the opportunity to
complete the survey
on-line or in paper
copy for your chance
to win a prize and
share your views. We
will be publishing the
highlights and action plan in our
Winter Newsletter.

Summer Event
Please keep an eye out for our
summer event – to be on a Saturday
in August with the date and place to
be announced.
We are looking at venues and a theme
for this event and will be publicising this
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over the coming months. The
event will provide an opportunity
for residents to meet some of our
staff, eat, drink and have some fun.
We want to get some residents
involved in organising the event this

year so please let us
know if you are interested in being
part of a small working group by
calling us on 020 7501 6120 or e-mail
with ‘Summer Event’ in the subject
heading to info@h4w.co.uk.
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Customer Services

How we Deliver Services
We have been trialling a new way
of taking your calls through a
Customer Services Hub to give a
single point of contact for all callers.
We have had some very positive
feedback about this way of working
but have found that with the small
team there have been times when we
have not been able to answer calls
or get back to you as quickly as we
would want to.
We have therefore disbanded the
Hub and re-allocated the resources
into the front line in the respective
Housing and Property Services
Teams. This means there will now be
four front-line staff taking calls instead
of the two and without any increase
in staff costs. You will have to choose

which service you require when
contacting us:
 Press 1 to report or enquire
about a repair;
 Press 2 to make an enquiry
about your tenancy, housing
or estate management
 Press 3 to make a rent
payment.
Please continue to use the 020 7501
6120 number and info@h4w.co.uk.
Information will be posted on our
website and in our next newsletter. We
have received complimentary feedback
about some of the new members of
staff and are always keen to hear your
views whether positive or where we
could do better.

Resident Engagement
Housing for Women recognises the hard work and
involvement of our Tenants’ Panel for many years. We
also acknowledge that not everyone wants to attend
meetings to be involved and also that some form of
recognition for time and effort would be welcomed by
involved residents. We are therefore developing a new
Engagement Strategy to apply across all tenures and
services and offering a menu of engagement options.
One way you can be involved from the comfort of your
home or smart phone, tablet or computer is to become
an ‘Armchair Commentator’ through on-line, e-mail or
text messaging platforms (as well as postal means where
relevant). Feedback will be invited on e.g. our standard
letters, policies, newsletters etc. We are working to find
a way to thank participants who contribute and will let
you know what this is.
If you would be interested in being an ‘Armchair
Commentator’ please express your interest by calling
us on 020 7501 6120 or sending an e-mail with ‘Armchair
Commentator’ in the subject line to info@h4w.co.uk
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Domestic Abuse
Housing for Women has
a long and proud history
of providing support and
services to women who are
escaping domestic violence
and abuse.
Domestic abuse is physical, sexual,
emotional, psychological or financial
abuse that is perpetrated by a partner,
ex-partner, family member or carer. It
can include threatening and controlling
behaviour, stalking, harassment, online
abuse, forced marriage and so called
“honour crimes”. Domestic abuse is
common and can happen to anyone.

Recognising the signs
An abuser may use manipulation and
other tactics to control both you and
the relationship. This may make it hard
to recognise what is happening. Some
of these situations might be familiar
but are signs of an unhealthy and/or
abusive relationship:

 Forcing you to have sex
on demand
 Saying sorry, offering you hope
that things will change, and then
repeating the abuse again
 Talking about you negatively to
others or threatening to do so

 Threatening you with guns,
knives or fists without actually
touching you
 Shooting, stabbing or hitting a
wall or furniture near you
 Withholding food, care or
addictive substances

 Hitting, punching, kicking,
restraining, or strangling you

 Separating you from friends
and family
 Threatening to hurt the people
you care about
 Restricting your access to
money
 Undermining what you do
to make you feel stupid and
incapable of handling your
own life
 Moving things around so you
can’t find them and making you
believe that you’d done it and
are absent-minded
 Keeping you in the house with
no unaccompanied access to
the outside world

Domestic abuse is not OK and help is available. For help in finding
a support service, refuge accommodation, safety planning or
anything else, you can contact:
 Women’s Aid and Refuge (womensaid.org.uk / refuge.org.uk)
provide a national 24 hour free-phone helpline on 0808 2000 247
 Housing for Women’s Referral and Information line on
020 8317 8273 (Monday to Friday 9.30am to 8pm)
 Your Housing Officer, who will be able to refer you to an agency
that can help
 The Police on 999 in an emergency
You will find more information and useful contacts on our website.
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The Housing Team – meet the team

Abisola Ojo was appointed
as temporary Income Officer
in December 2016 and
manages all rent related
enquires, including legal
action, attending court and
applying for evictions.

Agnes Ogunsanwo was
appointed as permanent
Housing Officer in February
2017, having worked as a
temporary staff member
since October 2016.

Melvina Powell, Head of
Housing and Income since
August 2016.

Tenancy Audits an opportunity to
meet your Housing Officer

Charlette McKitty was
appointed as permanent
Housing Officer in February
2017, having worked as
Customer Services Team
Leader since August 2016.

Sub-Letting – Zero Tolerance

Your Housing Officer is currently visiting your home
to do an un-announced visit to verify that you are the
legal tenant living there. We will ask to see personal
identification and proof of address (recent bills etc.) and
wish to thank you in advance for your co-operation.

In March we recovered a 2-bedroom property that was
sub-let. We acted as soon as we found out and with
the holder of the legal tenancy choosing to give up their
tenancy rather than face legal action.
If you suspect someone is illegally sub-letting please let
us know. We will treat any information given in confidence.
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TEAM RESPONSIBILITIES AND BOROUGHS IN SUMMARY:
Name

Responsibilities

Local Authorities

Charlette McKitty

All general housing management:

Camden



Estates

Ealing



Neighbourhoods

Hounslow



ASB

RBK&C



Service Charges

Lambeth
Lewisham – Childers & Gosterwood only
Westminster

Agnes Ogunsanwo

Abisola Ojo

All general housing management:

Barnet



Estates

Greenwich



Neighbourhoods



ASB

Lewisham – except Childers
& Gosterwood



Service Charges

Southwark
All

Income management:


Rents



Arrears

We are currently recruiting for two Housing Assistants and an Older Tenants Officer.

Fly tipping – It’s illegal and anti-social
In our Winter Newsletter we asked for your help in reporting dumped items of
rubbish and furniture. A big thanks to all our tenants who have taken the time
to report this, we have been actively writing letters to tenants where dumping
has been identified.

We are spending your service charge money collecting dumped
items from your property; everyone pays the costs to remove it.
Year

Amount Spent

October 2014 – September 2015

£ 3,259

October 2015 – September 2016

£ 21,088

October 2016 – February 2017

£ 6,863 (in 5 months)

So far this year we have spent £6,863 on removing dumped items, if this continues
we are likely to spend over £20,000 of your service charge by the end of September.
Let us keep working together to stop this anti-social behaviour to keep the
environment around your home looking well kept.

5

H4W_Newsletter_Spring_2017_Repro.indd 5

05/04/2017 14:03

Brighter

Spring 2017

Money Matters
It is important to pay your rent so that Housing for Women has the
income to pay for the costs of running the business and providing
services. We do not receive any other funding to provide and
manage our General Needs housing.

Change in Rent
Arrears Procedures
In January 2017 our Board approved the use
of Ground 8, which is a Mandatory Ground for
Possession of your home. The Court has no
discretion at all and will have to grant possession
within a period of time. This article aims to ensure
our tenants are aware of the consequences of
non-payment of rent.
The changes to the arrears procedure are as follows:
 We will signpost all cases served with a
Notice of Seeking Possession to a debt
advice service.
 We will use Grounds 8 (Mandatory), 10
(Discretionary) and 11 (Discretionary) in
all cases in serving a Notice of Seeking
Possession and completing an Application
for a Court Hearing
 At the Court Hearing we must select which
one of the three Grounds (8, 10 or 11) we rely
on in Court. The use of Ground 8 is subject
to approval by the Head of Housing or
Director of Operations and where relied on
reported to the Board quarterly.
We will only use Ground 8 at Court:
 If we are taking Court action against a tenant
who has arrears of more than two months’
rent and Housing for Women has previously
taken Court action against the tenant and the
tenant has failed to keep to the terms of the
previous Court Order. We will return to Court
and seek Mandatory possession of your
home under Ground 8.

 When we served a Notice of Seeking
Possession and at the date of the Court
Hearing if rent is payable monthly, at least
two months rent is unpaid.
 Note, if when attending the Court Hearing the
arrears are less than two months (monthly
rent account) we cannot rely on Ground
8. In these cases we will rely on Ground 10
(Discretionary) or Ground 11 (Discretionary).
 If you are in breach of your Court Order,
meaning you are behind with your repayments it is essential that you bring your
payments back in line with the Court Order
immediately to avoid returning to Court and
Housing for Women seeking mandatory
possession of your home under Ground 8.
In all arrears cases we will apply to the court for:
 A Money Judgement - where the court
determines that the tenant must make
certain payments which will still be payable
even if the tenant leaves the property or is
evicted.
 Or an Attachment of Earnings Order - where
money is deducted directly from a tenant’s
salary, in those cases where we feel that this
would be an appropriate way to successfully
collect rent arrears.
 Housing for Women will ask for a judgement
for the tenant to pay our legal costs for
taking legal action
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RENT

Rent
Arrears –
FAQ’s
We want you to keep your
home and will work with you
to ensure that you understand
the risk of not paying your
rent, keeping to an agreement,
or breaching your Court
Order. We use legal action
and eviction as a last resort.
This article tells you what action you
can take if you have rent arrears. It
also tells you what action Housing for
Women will take to recover any rent
owed to us.

Why am I being chased for
small rent arrears when I know
other people owe much more?
We will contact anyone who is in
arrears, whatever the amount may be.
We are a non-profit organisation and
need the income from rent payments
to be able to continue providing our
services. If someone consistently fails
to make payments or ensure their rent
is paid, they can be subject to further
action including home visits, court
hearings and ultimately eviction as a
very last resort. Other people who have
rent arrears may well be subject to this
type of action and you would not be
aware of it. If you have rent arrears,
large or small, you must contact your
housing officer to make arrangements
to bring your account back up to date.
Continued over >
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What should I do if I have
rent arrears?
In our experience, there are six main
reasons why tenants fall into rent
arrears. These are:
1. Not contacting us as soon as
there is a problem
2. Ignoring any letters we send
3. Not telling Housing Benefit,
the DWP or Universal
Credit of any changes in
their circumstances and
not providing additional
information Housing Benefits
or Universal Credit have
asked for, on time
4. Not making regular payments
towards the arrears
5. In cases where a repayment
agreement has been agreed,
changing the amount without
agreeing a new agreement
with Housing for Women.
6. Not changing any Standing
Orders or Direct Debits to the
correct amount
If you have rent arrears you need
to pay them as quickly as possible,
ideally in one payment, to clear the
whole amount. If you cannot do this,
you should contact your Housing
Officer to make an agreement to repay
the money you owe.
If you know you are going to have
difficulty paying your rent or keeping
to your agreement, you should contact
us immediately as we may be able
to help. If you do have problems you
should keep us informed. Do not
ignore your arrears and do not ignore
any letters from us.

What should I do if I am
waiting for Housing Benefit or
Universal Credit to be paid?
If you are waiting for Housing Benefit
or Universal Credit to be paid, you
should tell us. Housing Benefit claims
should be assessed within four weeks
of the office receiving your form.
We may consider not taking legal
action against you if we know you are
waiting for a claim to be assessed
and you have provided all the relevant
information to support your claim – on
time, and you are making payments.
Remember that Housing Benefit
will not cover water rates or
heating charges. If these are
included in your rent you
will still have to pay them
yourself.

Why does my rent
statement show arrears when
I don’t pay my rent; I’m on full
or partial housing benefits?
The tenancy agreement you signed is
a contract between you and Housing
for Women, you are responsible for
paying the rent regardless of where
the payment is coming from. The
terms of your Tenancy Agreement is a
month’s rent in advance.
Housing Benefit is usually paid four
weeks in arrears. As your rent is
charged monthly, your account may
be in arrears between housing benefit
payments and you should therefore
make payments to ensure your rent
account is paid in advance at all times.
When we send the rent statements,
they will state the amount outstanding
at the time they are printed without
taking into account what payments
may yet be due.

I have received a letter
stating a Notice of Seeking
Possession is going to be
served; does this mean I am
going to lose my home?
A Notice of Seeking Possession
is not an eviction notice nor does
it mean you are going to lose your
home. A Notice is normally served
due to you having rent arrears. Once
the Notice has been served to you,
you have approximately 4 weeks
to make an arrangement to pay the
arrears (in full or in instalments) and
keep to the arrangement. If the
arrangement is broken, this
can result in an Application
to Court. Notices are served
regardless of the reasons
for arrears - whether they
are due to Housing Benefit,
Universal Credit or nonpayment.

What will Housing for Women
do if I do not clear my
arrears?
If the arrears continue to rise we
will start court proceedings four
weeks after the Notice of Seeking
Possession has been served. At court
we can apply for either a suspended
possession order or an outright order.
 A suspended order means the
Court will order you to pay
the rent plus a certain amount
off the arrears each week.
 Outright possession means
we can apply for a warrant
for possession to evict you
from your home. We only
evict tenants as a last resort
and it is not an action we
take lightly.
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RENT

Evictions
We have a duty to collect as
much rent as possible. We take all
reasonable steps to try to resolve
tenancy or rent arrears problems,
but if all else fails we will apply
to the courts to repossess
your home.
The most common ground for
eviction is non-payment of rent,
although it is possible for tenants
breaching any other aspect of their
tenancy agreement to be evicted.
Once a possession order is obtained
from the courts any application to
vary the terms of the order or to
obtain a stay of execution must
be made to the Court rather than
Housing for Women.
If tenants are facing a Possession
Order, it is advisable to seek
independent legal advice. Tenants
can contact a solicitor directly or the
local Citizens Advice Bureau may
offer free advice.

 speak to your Housing
Officer

What happens if I am to
be evicted?

 get advice, for example,
from a Citizens’ Advice
Bureau;

The court will tell you the date and
time that the bailiff will arrive. A
representative from Housing for
Women will also be there. The locks
of the property will be changed
and the Association accepts no
responsibility for anything left at
the Premises by the tenant at the
end of the tenancy. You will have
to find alternative accommodation
for yourself and anyone else who is
living with you.

 make regular payments to
reduce the debt, no matter
how small they are.
You may apply for the eviction
warrant to be suspended. The Court
will then reconsider your case but
may not agree to alter the decision.

Can you evict me even
though I have a family?
We start procedures for eviction due
to serious rent arrears. We will try
to help, offer advice and referrals to
appropriate agencies but ultimately,
if you persistently fail to pay the rent,
you could lose your home. This is
regardless of who lives with you or if
you have a family.

There is no guarantee that the
Courts will not evict households with
children. Housing for Women or
other Registered Social Landlords
generally do not have to re-house
those who are evicted for nonpayment of rent.

What should I do if I
am evicted?
If you are evicted you can apply to
the Council as homeless. However,
they may argue that you chose not
to pay your rent, so are “intentionally
homeless” and they may have no
obligation to rehouse you.
When a tenant ends their tenancy
they become a former tenant. If you
owe us money when your tenancy
ends we will contact you to make an
agreement to repay the debt. If this
fails we will employ a debt collection
agency to trace your whereabouts to
recover your debt.

Can I stop the eviction?
The earlier you take action or get
advice the better. It is more difficult
to make agreements at a late stage.
Please remember, if you are having
difficulties paying your rent:
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Universal Credit –
are you prepared?
The Government plans to move most working-age
benefits into one single payment. This is called
Universal Credit (UC). We know that at least
24 tenants have applied for Universal Credit, if
you’re already getting benefits, you may move
over to Universal Credit from 2018.
Housing for Women will be contacted by Universal
Credit to verify that you are the legal tenant and to
confirm the breakdown of your rent and service charges.

Financial Hardship

Please see the ‘Guide to Universal Credit’ insert with
this newsletter.

Turn2us is a national charity that helps people in
financial hardship gain access to welfare benefits,
charitable grants and support services. The good
news is Turn2us can help you check your entitlement.
To find out if you might be entitled to extra support,
you can visit their website at:www.turn2us.org.uk
or call them on 0808 802 2000.

Help in paying
your rent
Abisola Ojo deals with the rent collection for all
Housing for Women’s general needs properties.
If you are experiencing difficulties or have any
queries regarding your rent, work or benefits then
please contact Abisola Ojo on 020 7501 6131 or
e-mail HMTeam@h4w.co.uk

10

H4W_Newsletter_Spring_2017_Repro.indd 10

05/04/2017 14:04

Housing for Women
Housing for Women

Looking after your home

The Property Services team
Karleen John came to us as temporary Property
Services Coordinator at around the same time as
Alex last year and manages two Property Services
Assistants and a volunteer. Among many other things
Karleen and her team makes sure that we respond
to your enquiries for maintenance, raise woks orders
and book in timeslots for contractors.

From left to right: Justin Perry, Jermaine Williams, Tanya Joseph,
Olusegun Adenuga, Michael Pughsley, Karleen John, Martin Todorov

Michael Pughsley, Head of Property Services, joined the
company last August to head up the team.
Olusegun Adenuga (also known to us as Alex) joined us
as temporary Property Surveyor last autumn. He currently
manages our directly employed maintenance operatives
(the DLO) as well as diagnosing some of our problematic
maintenance issues.

Jermaine Williams and Justin Perry are Property
Services Assistants working with Karleen. They joined
us recently and are working hard to process day to day
repairs. Some of you will already have spoken to them
when asking for repairs.

Tanya Joseph also joined us recently as a Volunteer.
Tanya works with the team to make sure all our data
is accurate and up to date. Her work is helping us to
understand more about our properties and pinpoint where
there may be repair patterns that we can investigate.
Mark Murphy has been with us for many years as one of
our DLO Operatives and was joined in January 2017 by
Martin Todorov who is our temporary Plumbing Operative.

Electrical Safety
Electricity is very safe when used properly
but installations can be dangerous if not
well maintained.

explain what is involved. RMA Stewart will arrange an
appointment time and it is very important that you give
them access at the time you have agreed.

We have recently signed a contract with RMA
Stewart Ltd to carry out electrical safety tests in
our properties.

The safety tests take on average an hour and a half
to two hours to complete and involve checking
the electrical sockets, switches, light fittings and
the fuse board. RMA Stewart will offer you an
appointment date for the morning or afternoon. If
the appointment is not suitable please advise them
directly and they will rearrange it with you. We will give
you their contact details when we write to you.

Your safety is our priority and these tests are
very important. They will be spread out over
5 years so not every property will be tested this year.
If your property is to be tested, we will write to you and

Continued over >
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Fire Safety
We want to make sure that all of our residents stay safe
in their homes. Fire spreads quickly and smoke kills.
In fact the fire service attended 88,500 accidental fires
last year. 7,644 people were injured and 303 people died
according to Home Office fire statistics between March
2015 and April 2016.

The main causes of fire
Most fires start within individual ﬂats. Electrical faults from
overloaded sockets are the main cause. Cigarettes are
another major problem. Fires can start when cigarettes are
not put out properly, or when someone smoking out of a
window throws the butt away. It may light rubbish on the
ground or fall through a neighbour’s open window below.

Chip and frying pans are particularly dangerous when
someone forgets to turn off the hob. So are candles when
they’re left unattended.
Wanted or unwanted items left in shared areas or corridors
can act as fuel for a fire and can be a fire hazard. These
items can also prevent people escaping in the event of a
fire. We regularly check shared areas and will ask residents
to remove items when there is a safety risk. If they are not
removed, we will tag items, and will remove and dispose
of them after seven days. Please contact us to report an
obstruction in a shared area.

However there are a few things you can do to do to help:


Keep fire doors shut





Don’t obstruct the communal areas, which often
form the fire escape route for the block

If you see anything in communal areas that don’t
belong there, please contact us



Don’t store ﬂammable materials in cupboards that
have electrical circuits



Make sure you put all rubbish in the bins provided –
don’t leave it lying around in the refuse area as they
can be easily set on fire



Don’t prop open fire doors in the communal areas



Don’t clutter the stairs, corridors and landings with
personal items or things that can set fire easily



Don’t store prams, bicycles or mobility scooters in
communal areas.

Your voice

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: Brighter Futures Editor, Housing for Women,
Sixth Floor, Blue Star House, 234 Stockwell Road, London SW9 9SP
or emailing Communications@h4w.co.uk.

Head Office and Registered Office
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
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