Winter 2017

Brighter
The newsletter from Housing for Women

to our Winter edition
of Brighter Futures

Fundraising for
Housing for Women

Housing for Women

Schoolchildren raise
money for domestic
violence refuges

As well as being a Housing Association, Housing for
Women is also a charity – and the money raised by our
generous supporters goes towards helping vulnerable
women in Housing for Women’s services.
‘Tis the season to be jolly! And we have seen some amazing festive fundraising events:

Choir sings for Housing for Women

Holy Trinity Primary School
(with Priory School and
South Park Gardens) raised
money for one of Housing for
Women’s domestic violence
refuges by organising carol
singing in South Park Gardens
on 2nd of December. The
singing was accompanied
by Putney and Wimbledon
Brass Band.
The Parent Teacher Association
at the school also sold mince
pies, hot drinks and mulled wine
to help raise money.

The Southwest Songbirds is an
all-female choir based in Earlsﬁeld,
South West London. The choir only
performs a few concerts a year, as
it is made up entirely of volunteers.
They also have Junior Songbirds – a
choir made up of girls and boys aged
7-13 years old.

What’s inside?
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On 11 December, the two choirs
performed a candlelit Concert of
Christmas carols and other wellknown favourite Christmas songs at
St Andrew’s Church in Earlsﬁeld.
The choir very generously decided
to give all the proceeds from their
Christmas concert to Housing
for Women.

We are always very grateful for
the time and effort that people
put into raising money for our
supported housing services and
the women and children that
we support.
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Supporting our tenants and service users

Tenants and Service
Users’ Day 2017

On 14 October, we held
a tenants and service
user’s day in central
London. This year’s event
was quite a change from
previous events, such
as the picnic in the park.
Mainly because in October
we decided it needed to
be held indoors!
The event was about learning new
skills and having fun whilst also making
sure that the Housing for Women team
was on hand to listen to our tenants
and service users, hear their concerns
and take on board both positive and
negative feedback.

We had a number of external
presenters who were on hand with
helpful and practical advice, tips and
training. These included:

the recovery position and addressing
choking with lifelike mannequins of
adults and children

Personal safety training
and street awareness

From ﬁtting a shelf to decorating tips,
a team from Practical Women were
equipped with tool belts and videos
to give women the conﬁdence and
knowledge to try everyday tasks for
themselves

Interactive and engaging session run
by Sev Necati helped women to be
more aware of risks or threats to their
personal safety, spot them early and
avoid them. There were also practical
tips on how to deal with risks or threats
when they arise

First aid
Practical demonstrations from Making
Medics on emergency ﬁrst aid including
Cardiopulmonary Resuscitation (CPR),

Practical DIY tips

Advice sessions
We had a number of people offering
help and advice to tenants and
service users including:


The NHS giving oral and dental
health & hygiene tips
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Metro Bank talking about
careers as well as bank
accounts and giving out lollies
and money boxes

Suggestion Wall and
Improvement Priorities



Your Credit Union giving
ﬁnancial advice, as well as
chocolates and piggy banks

Improvement Priorities were areas that
you identiﬁed as the most important in
the STAR Survey.

A children’s activity zone run by
‘Wonderwoman’ gave kids a fun ﬁlled
and amazing day. After dancing,
decorating pirate treasure chests, icing
biscuits and getting glitter tattoos, all
of the kids received a goodie bag of
toys! All adult attendees got a goodie
bag too!

Using a simple marker system,
guests had the opportunity to tick the
areas that they wanted us to focus on
out of the following:



Everyone who works at Housing
for Women had feedback forms
and they were all ready and willing
to listen to what our guests had
to say and make a commitment
to note down any issues and
take responsibility for dealing
with them.

Information



Customer Service



Advice

Do more to support older and
vulnerable residents



Neighbourhood



Home

Increase opportunities for
tenant involvement and
representation



Repairs & Maintenance



Invest in local areas to
improve the environment



Extend referral services to
advice on debt and welfare
beneﬁts



Extend referral services
to advice on work and
employment opportunities



Listening to
our customers



Support training and
workshops for tenants to do
their own minor repairs

Overall the improvement priorities
were scored equally, with the lowest
ranking priority being to invest
in the local area to improve the
environment.
A Suggestions Wall enabled our
guests to give more detailed
comments and suggestions. We
wanted to know what we could do
better in the following areas and
how our guests felt about each of
the themes.

There was a wide range of comments
and suggestions including requests
to improve communications, giving
more information to new tenants on
being a good neighbour, comments
about the need to prioritise health
and safety and positive feedback on
our own trades operatives delivering
a punctual and excellent service.
We were really pleased to hear
the suggestions and ideas that our
guests wrote down on the wall. It is
important that we hear about your
experiences and learn about what we
can do better.
We also launched our new
Engagement Strategy at the event,
which is designed to give all our
residents and service users a
range of options about how they
want to engage with us and the
types of activities they want to get
involved with.
You can read more about this on
page 6 and 7 of this newsletter
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Moving Home

Working in
partnership –
The Felix Project
Thanks to the efforts
of our staff at one of
our Domestic Violence
refuges, residents who
live there now get free
fresh food deliveries
from another charity.
540,000 tonnes of edible food is thrown
away every year in London alone, with
around 10 million tonnes thrown away
across the whole of Great Britain.
Organisations such as supermarkets
and wholesalers let the Felix Project
know when they have surplus food.
Volunteer drivers then make collections
and redistribute the food to individuals
and groups that cannot always afford,
or access healthy and nutritious food.
The food collected is fresh and
nutritious, but it would go to waste
if someone couldn’t ﬁnd a use for it.
Now the residents of the refuge get

deliveries of fresh fruit and vegetables,
which isn’t normally available in
food banks.

Lights, Camera, Action!
The Felix Project was selected for this
year’s Evening Standard Christmas
Appeal. As part of the campaign, a
video was produced to show what
the Felix Project does every day and
the beneﬁts that their food deliveries
bring to people. Staff and residents at
one of our refuges were very brave
and went in front of the camera to be
ﬁlmed! It was certainly an experience!
Everyone was very nervous but they all
performed like stars on the day!
Filming for the Felix Project was also a
great opportunity to get the message
out about Housing for Women refuges
and how important it is for the women
and children that live there to get the
beneﬁt of fresh fruit and vegetables.

Improving
our domestic
violence
refuges
In early 2018, at some of our
refuges, we will be undertaking
a programme of work to make
sure that the furniture, ﬁxtures
and ﬁttings are ﬁt for purpose.
The communal areas are used
frequently by our residents to get
together with each other, meeting
with their support workers and
for children to play. The work will
be undertaken by approved H4W
suppliers and each refuge will
be notiﬁed of when the work will
take place.

Children’s design competition
At our tenants and service user’s day on 14
October, the children of our residents designed
greeting cards in a competition. There were
three categories: ‘Christmas’, ‘Welcome to your
New home’ and ‘Thank you’. Thank you very
much for all of the designs. It was a tough job
judging all the creative and colourful designs.
The winner in each category was sent a gift
voucher as a prize for their excellent artwork.
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Housing for
Women opening
hours over
Christmas and
New Year

Monday

Tuesday

Wednesday

Thursday

Friday

Saturday

Sunday

22 Dec

23 Dec

23 Dec

Housing
for Women
closes 4pm

Housing
for Women
closed

Housing
for Women
closed

25 Dec

26 Dec

27 Dec

28 Dec

29 Dec

30 Dec

31 Dec

Housing
for Women
closed

Housing
for Women
closed

Housing
for Women
reduced
service – calls
answered by
out-of-hours
service

Housing
for Women
reduced
service – calls
answered by
out-of-hours
service

Housing
for Women
reduced
service – calls
answered by
out-of-hours
service

Housing
for Women
closed

Housing
for Women
closed

1 Jan

2 Jan

Housing
for Women
closed

Housing for
Women open
as usual

Emergency numbers

Electricity

Housing for Women out of hours
contact number is 0207 501 6120.
Over the festive period, there are a
number of organisations you can call in
an emergency or for support:

In the event of an electrical emergency
or power outage please call 105 to
be put through to your local electricity
network operator. 105 is a free service,
available from most landlines and
mobile phones in England.

Gas

Samaritans 116 123 (UK) 24

If you smell gas, think you have a
gas leak, or are worried that fumes
containing carbon monoxide are
escaping from a gas appliance, please
call the free Gas Emergency Services
emergency line immediately.
0800 111 999

hours a day, 365 days a year. This
number is FREE to call. You don’t have
to be suicidal to call Samaritans.

24-hour National
Domestic Violence

Housing for Women will be
operating a reduced service on
27th, 28th and 29th December,
all calls will be answered by our
out-of-hours service
0207 501 6120. This service will
take messages and only deal
with repair emergencies, we will
aim to make properties safe, but
cannot guarantee a full repair
until after the New Year holiday.
If you need help, advice or information
about any modern slavery
issue 24 hours a day, 365 days a year
08000 121 700
Help for adults concerned about
a child: Call NSPCC on
0808 800 5000
Help for children and young people:
Call Childline on 0800 1111

National Debtline, Monday
- Friday 9am - 8pm, Saturday 9:30am 1pm, Call 0808 808 4000

Freephone 0808 2000 247
5
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Thank you for helping us!

We are always grateful when our residents and service
users take the time to get involved and help us to help
you. We had two major projects over the summer for
which we needed help and cooperation from you.

1. STAR
Our STAR (Survey of Tenants and
Residents) is a survey carried out
approximately every three years. It
is very important that we get your
feedback on the services you receive
from us and help us to prioritise any
improvements.
The name of each resident who
completed the survey was put into a
hat and we randomly picked 20 names
out, each of whom received a £100
Argos voucher.

2. Stock Condition
Survey
We are required to carry out stock
condition surveys to keep up to date
records about our properties and to
help us to plan for future maintenance
and investment. This helps us to
decide when properties require repair,

maintenance and improvement work.
The survey was carried out earlier in
2017 and we were able to present
four, randomly selected, residents with
tablet devices as a ‘thank you’ for their
help and support.

Engagement
Strategy
Housing for Women has launched
a new Engagement Strategy which
has been designed to give all of
our tenants and service users the
opportunity to engage with us through
a range of options.
We want to make it as easy as
possible to engage with us at a time
and level that suits you. Our aim is to
create the widest possible range of
choices that meet your requirements
and the level of interest that you may
have in the work of our organisation.

Our Engagement Strategy:




Feeds into service improvement



Obtains useful feedback on
speciﬁc messages and / or
services



Understands whether we are
doing things right or wrong



Supports best value as
customers often have useful
suggestions that can be costeffective



Increases the level of
engagement across our diverse
customer base

Improves how we communicate
with our customers

There are 4 levels of involvement
which are outlined in the chart

6
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Engaged

Commited

Armchair
Commentator

Observer

Housing for Women

















Having a say in targeted surveys to give feedback about services
Having a say in speciﬁc projects and events as well as targeted surveys
to give feedback about services
Training to become a recognised Estate Champion
Recognition as part of the tenant and service user engagement structure of
Housing for Women





Opportunities to give feedback about selected publications and policies
Support to form local networks to channel views and feedback on
addressing local issues
Consulted on all customer facing policies
Contribute articles and points of view to publications and tenant area of
the web-site
Get involved in inspection and setting standards for cleaning and grounds
maintenance




Get involved in setting standards for repairs and customer services
Involvement in scrutinising and improving services through service reviews
Inﬂuence over business priorities
Recognition as part of the formal governance structure of Housing
for Women
Training and development opportunities: i.e. chairing meetings,
mentor support, e-learning modules







Recipient of information













Maximum Number of Members

N/A

100

20

12

< 1 hour

<2
hours

<2½
hours

< Up to
4 hours

Support for childcare and transport for qualifying members
Eligibility for gift vouchers for giving the most meaningful feedback in
your engagement level





Invitation to an annual social event e.g. lunch or afternoon tea

Estimated Time Investment per Month

For more information about how to get involved please contact us by email info@h4w.co.uk and put “engagement strategy” in the title.
7
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How to get moving with Mutual Exchange

Mutual Exchange is fast
becoming the quickest
way to ﬁnd alternative
accommodation. It can often
be a lot quicker than waiting
for a transfer. Homeswapper
is one of the services that
can signiﬁcantly increase
your opportunities to ﬁnd
your next home.

Agnes Ogunsanwo, Housing for
Women’s mutual exchange expert
said: “I recently bumped into a former
Housing for Women tenant who had
moved through mutual exchange. She
gave me such a big hug and thanked
me for helping her. She is so happy
in her new place. It’s great to see the
mutual exchange scheme working
and making a positive difference in
people’s lives.”
Here are some top tips from
Homeswapper to help you with the
process and give the best chance of
ﬁnding your next home. Don’t forget –
you need to get in touch with us ﬁrst to
check that you can apply for a mutual
exchange.

Homeswapper
Top 10 tips!
Moving home is one of the biggest
changes you can make, and it’s really
important to do it right. When swapping
it can be easy to get swept away in the
excitement and forget the practicalities.
Here are 10 tips for a successful swap:

1. Research the area
Is it close to public transport?
Close to a busy road?
Does it feel safe? Are there
playgrounds and good schools nearby
for the kids? Is it near a noisy pub
or club?

2. What’s included?
You need to ﬁnd out what
belongs to the tenant and what
belongs to the landlord. Even
if they say they’re leaving something
behind, there is no guarantee they will.
If in doubt, assume anything that isn’t
the landlords’ property will be going.
Ask speciﬁcally about white goods,
curtains etc.

3. Décor
It can often be necessary to
do a bit of decoration (with
permission of course!). It’s
worth jotting down what you’d like to
change and how important it is, so
you’ve got a realistic picture of any
costs before you move in.

8
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4. Tenancy type
Check the tenancy type of
the home you want to swap
into, and make sure you know
yours. If you’re not sure, ask your
landlord. When you swap homes, you
don’t take your tenancy with you, so
this can affect things like right to buy.

5. Rent and bills
Find out how much the rent is.
It’s also worth asking what the
usual bills are – gas, electricity,
internet, water, council tax.

8. Any eligibility issues
Some homes have eligibility
rules in place that you must
meet in order to move in.
Some of the things to check are:


Age restrictions



Mobility restrictions e.g. is it a
sheltered home?



The need for a local connection



It’s been adapted for disability
and this isn’t applicable for you



You have to work for the council
or in a speciﬁc job to move in



If you’re not sure, ask.

6. Neighbours
Visit at different times of day
to really get a feel for the area
and if it’s a block of ﬂats, make
sure you think about the neighbours
above and below too.

7. Condition
Inspect any white goods that
will be staying (fridge, freezer,
washing machine, cooker etc)
and check they’re in good working
order.
Is the property in good condition? Are
there signs of damp or ﬂaking paint?
Do repairs need to be carried out? Is
there central heating? Is there double
glazing? Is there any sign of loose
wires, faulty plugs or leaking taps?
Remember, you take a property
‘as seen’ so the landlord will have
expected you to do your research.

9. Occupancy requirements
If the home is too big or too
small for your needs, you
probably won’t be able to
move in. It is a valid reason for swaps
being declined and it’s one of the
most common.

10. Photos
90% of successful swaps in
2016 had at least one photo on
Homeswapper

Remember…
Don’t make any major changes to
your life until your swap has been
approved and you’ve signed the
paperwork. Swappers (including
you) have a legal right to pull out
of a mutual exchange at any point
before the paperwork is signed.
If you’re worried about not having
time to do everything, sign the
paperwork and set up a swap date
for a couple of weeks later to give
you the chance to make changes.
Remember that swaps can fall
through for lots of reasons, and
someone pulling out usually has a
valid reason – they’re not doing it
to be spiteful.

What to do next...
You can ﬁnd out more at
blog.homeswapper.co.uk.
If you have any questions or
need further advice on any
of the above, please contact
the Homeswapper Help Desk
team by emailing: tenants@
homeswapper.co.uk or contact
Agnes Ogunsanwo, Housing
Ofﬁcer at Housing for Women.

If you’re serious about swapping, add
photos. It shows you’re keen and it
helps screen out people who won’t be
interested. Try to show your home at its
best – nobody wants to see a close up
of dirty dishes in the sink!

9
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Winter Tips – Keeping warm and safe
It’s important over the
winter to look after
yourself and those
around you.

Cold Weather
Between November 2017 and March
2018, if the temperature falls to 0
Degrees Celsius or below for seven
days in a row, then you could be
eligible for £25 per each seven day
period. This will be awarded to you
automatically if you are in receipt
of Income Support, Pension Credit,
ESA, JSA or Universal Credit. Please
visit the Age UK website for further
information. www.ageuk.org.uk/
information-advice/money-legal/
beneﬁts-entitlements/cold-weatherpayment/
You may also be entitled to Winter
Fuel Support, which should be
automatic if you are in receipt of a
State Pension or Pension Credit.
Please call the below number to
ﬁnd out whether you qualify for this
support. Winter Fuel Support Helpline
0345 915 1515.

Your heating systems


If you have a domestic gas
boiler, ensure that you let H4W’s
gas engineers into your home
to complete the annual safety
check. As well as being a legal
requirement, it ensures the
boiler and heating system is
working at peak efﬁciency



Keep plenty of space between
heaters and household objects
to let the air warm up and
circulate



Radiators that feel cool at the
top probably have air trapped
inside them. You will need to

‘bleed’ them using a special key.
Let us know if you need one
and we will post one out to you.
This is a simple task you can
do yourself. Helpful guidance
is available on the U-Switch
website @ https://www.uswitch.
com/energy-saving/guides/howto-bleed-a-radiator/


Set your thermostat to between
18-21 degrees and use radiator
controls (if ﬁtted) to adjust
individual rooms as you
use them

10
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Preventing
frozen pipes
Know where your stop cock is, this is
important if you get a burst pipe – if
you do not know call H4W and we
will talk you through locating this in
your home. If you then cannot locate
the stopcock we can send someone
around to locate it and show you how
to turn off your water.
Much of your plumbing may be located
in the walls or loft space of your home.
Therefore even if your thermostat is
at a high temperature, pipes can still
freeze and burst – causing damage
to your home and possessions. The
following are preventative steps that
you can take to protect your pipes.


Properly insulate exposed pipes
in lesser heated areas of your
home such as under sinks,
cloakrooms and loft areas and
consider applying insulation to
any such pipes.



If your home is going to be
unoccupied for an extended
period of time (more than two
days) drain and shut off pipes
that ﬂow out of the house and
turn off any unused garden
water features.



If you turn on a tap and no water
comes out – don’t take chances
– call H4W’s repairs service
immediately and turn off the
water supply.



Be more vigilant to burst pipes
when the weather warms.
Look for damp patches on the
ceiling and walls. Bearing in
mind though, that the visible
damp may appear in a different
place to the leak as water will
travel down walls and along

ﬂoors. Inspect the loft and
isolated areas that may not be
adequately insulated. Don’t
leave something dripping.



Keep communal areas such as
bin stores locked and tidy, put
waste in the bins, do not dump
large items of old furniture
etc. These create a ﬁre hazard,
report anyone you see doing
this so we can speak with them.
It’s for everyone’s safety!



Keep all communal area
cupboard doors locked; if they
are broken please report it to
H4W. Do not store any items in
electricity meter cupboards



Do not prop open ﬁre doors



If using candles always keep
away from pets/children and
extinguish when you are not
around

Fire Safety
We have always taken ﬁre safety
very seriously. After the tragic events
of Grenfell and the Hampstead ﬁre
in November, which claimed one
woman’s life, everyone is more aware
of the need to think about ﬁre safety.
Here is a guide to what you can do to
help us to keep your homes safe.


Allow H4W’s electrical
contractor access so the
electrical installation in your
home can be checked. It is
recommended to be checked
every ﬁve years, or on a change
of tenancy



Unplug electrical items when
not in use such as hair dryers
and hair straighteners, mobile,
tablet or laptop chargers



If you use a portable electric
heater don’t leave it on
throughout the night when you
are asleep, or when you leave
your home. Do not leave it
near combustible materials at
any time



Keep escape routes free of
obstructions in the home and
communal hall ways



Test your smoke and heat
alarms, replace batteries
when required and report any
faults to H4W



Do not tamper with any ﬁre
safety equipment – it’s there for
a reason and in an emergency
could save your life

New Service
Standards
Housing for Women has a new
set of service standards. If you
have a printed copy of this
newsletter, it is included as an
insert. Alternatively you can
view it online on the Housing
for Women website.
The new set of standards was
agreed after consultation with
our tenants. Guests at the Tenant
and Service Users’ event on 14
October reviewed the standards
and gave their feedback.
Please do use these standards as
a reference point, as it is important
that we keep delivering on our
standards and commitments.

11

H4W_Newsletter_Winter_2017_REPRO.indd 11

19/12/2017 13:18

Brighter

Summer 2017

General News

Our Strategic Objectives 2017- 2022
Housing for Women operates
as both a housing association
and a charity, with around 900
accommodation units in London.
The majority of our properties
are general tenancies but we
also provide domestic violence
refuges and services for women
who have been trafﬁcked or
released from prison.
Our aim is to empower women to make
the most of the opportunities they have
by providing good quality homes and
services. We also work to challenge
the inequalities women face.
To do this, we need to plan ahead so
that we can keep delivering homes
and services in London. By having a
ﬁve-year business plan, we can look
ahead and set long term goals which
we will work to achieve. Here are the
key things that we will be working to
achieve over the next ﬁve years.

Contacting us
Housing for Women
Sixth Floor, Blue Star House
234-244 Stockwell Road
London SW9 9SP
Email: info@h4w.co.uk
Telephone: 020 7501 6120
Our opening hours are Monday to
Friday from 9.00am to 5.00pm.

Your voice

Develop and
promote community
involvement for women

Drive business
excellence

01

Ensure we continue to have the
ﬁnancial strength to achieve our
objectives

Develop opportunities for women
in our services to increase
their participation in the wider
community

01

02

Support women to develop
neighbour-hood networks

Ensure our systems and processes
support service improvement and
efﬁciency and compliance with
funder and regulatory requirements

03

03

02

Explore the opportunities for a
trainee/ apprenticeship programme

Invest in our people to achieve our
objectives

Deliver great homes
and services

Achieve growth in
size increasing our
inﬂuence

01
Be great at the basics: repairs,
lettings and income collection

01

02

02

Develop our understanding of how
our customers access and use
our services so that we can better
meet their diverse needs

03
Provide good quality homes – safe,
clean and well maintained

Develop and manage more homes
Grow and develop our specialist
support services for women and
their families

03
Develop existing and new
partnerships

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

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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