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Welcome to the winter 2019 issue of 
Brighter Futures, the newsletter for 
Housing for Women residents. 

Further to our letter in October, after 
careful consideration, the Boards 
of both Housing for Women and 
Women’s Pioneer Housing have 
decided that the full benefits of merger 
cannot be realised at this time and 
have therefore agreed not to progress 
their plans to merge. This means that 
Housing for Women and Women’s 
Pioneer Housing are no longer in talks 
regarding a merger. 

Housing for Women will continue 
our work to improve service delivery 
for our customers together with the 
development of specialist support 
services for women across London. 
We have an ambitious agenda on both 
fronts and are now looking forward 
to delivering these in line with our 
Business Plan.

In addition to providing you with our 
latest news, for this issue, we have 
teamed up with the London Fire 
Brigade to offer you advice on fire 
safety in your home. We have plans 
and programmes in place to ensure we 
meet fire safety standards across all 
our properties. You can find out more 
about the steps we’ve taken in our Fire 
Focus section on pages 8–9. We hope 
you enjoy this special feature and find 
it useful. 

As ever, please contact us with any 
feedback or contributions for future 
issues. You can get in touch via your 
Neighbourhood Officer or by emailing 
communications@h4w.co.uk

Happy reading and  
Season’s Greetings

Zaiba Qureshi,  
Chief Executive

  
  Follow us on social media  

for latest updates from 
Housing for Women

@Housing4Women

Housing4Women 

@housing4women

Welcome from the Chief Executive

Special fire safety issue, see pages 
8–9.
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News

New Customer Service 
Standards 
Housing for Women is committed to putting customers at the heart of everything 
we do. With input from our customers, we have developed a new set of Customer 
Service Standards. Our new standards set out how we intend to deliver high-
quality services to meet our customers’ needs.

We will adhere to the following behaviours in line with our EPIC values:

 l Treat people fairly and with respect by considering their individual needs.

 l Actively listen to what is important to you and maintain confidentiality.

 l Be clear, consistent and transparent with all communications.

 l Be approachable and friendly.

 l Acknowledge the query and keep you regularly updated.

 l Set realistic expectations and keep our promises.

 l Obtain and act on feedback from our customers.

Specifically, we will: 

1. Always meet you at your scheduled appointment time or  
 keep you informed if there is a delay. 

2.  Acknowledge visitors to our offices on arrival. 

3.  Return your call within 2 working days.

4.   Acknowledge external emails within 1 working day and respond to all letters 
and emails fully within 10 working days.

5.   Respond to a request for a repair within 1 working day. Each type of repair 
has a maximum response time to complete the job:

 l Emergency – 4 hours (to attend 
and make safe)

 l Urgent – 5 working days

 l Routine – 20 working days

6.   We will acknowledge all complaints, 
compliments and comments within  
2 working days and will formally 
respond within 10 working days.
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Housing for 
Women categorises 
repairs into three 
categories:

Emergency repairs are those 
which affect your immediate health 
and safety or will severely damage 
the dwelling if they are not dealt 
with promptly. Housing for Women 
and our contractors will respond 
to emergency repairs within a 
maximum of 4 hours. If it is out of 
hours and depending on the nature 
of the repair, we may only make 
safe and return to complete the 
work on the next working day. 

Urgent Repairs are those which 
need to be carried out quickly but 
do not pose an immediate threat 
to your safety or the structure of 
the building. Housing for Women 
and our contractors will respond to 
urgent repairs within a  
maximum of 5 working days.

Routine Repairs are those 
of a minor nature with little 
inconvenience to you or damage  
to the dwelling. Housing for Women 
and our contractors will respond  
to routine repairs within 20 working 
days.
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Empowering 
We aim to empower 
our customers to make 
choices and have greater 
control of their lives.

Positive 
Our people have a ‘can 
do’ attitude. We are 
positive about change and 
see it as an opportunity to 
develop.

Acting with 
integrity  
We are fair, open and 
honest, and keep our 
promises.

Committed to 
Excellence 
We are always striving 
to do better and are 
enthusiastic about learning 
from our experiences.
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Improving Customer Services 
We appreciate all feedback we receive from our customers because it enables us to improve our services.  
As a result of your feedback, we have made the following improvements this quarter:  

 l Phone system  
To help you get through to the right person, we’ve added 
a new ‘option 5’ to our phone system when you call us 
on 020 7501 6120. It goes through to admin support who 
can direct your call.

 l New Customer Service Standards  
This sets out how we intend to deliver high-quality 
services to meet our customers’ needs.

 l Customer service training 
All Housing for Women staff attended customer  
service training.

 l New Customer Engagement Strategy  
5 residents attended a co-creation workshop in August,  
and with their direct input we revised our Customer 
Engagement Strategy 

 l Satisfaction surveys  
A general customer satisfaction survey and repairs 
survey is being carried out by an independent company, 
Acuity.
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It’s time to get online! 
Struggling to find time to call us to book in your repair?

Want to check your account or 
make a payment online?  
The Customer Portal allows  
you to do all of this and much  
more 24 hours a day.

To register and access your online 
account visit my.hfw.org.uk

News
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Report a repair
Email: repairs@h4w.co.uk
Phone: 0207 501 6120  
(press 3 for repairs)
Customer Portal: my.hfw.org.uk
We are open Monday to Friday  
9 am–5.00 pm. 

For emergency repairs outside of 
these hours please call  
0207 501 6120, press 3 for repairs, 
and your call will be diverted to our 
out of hours service that will be able 
to assist you.

24Total 
complaints

6 Compliments 
received 

13Upheld

16Closed 
on time

1 Received 
for supported 
housing

13 Received  
for General  
needs Housing 

10 Received  
for repairs

 
July–September 2019

Complaints  
performance
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In September, Housing for Women’s 
Older Residents’ Officer, Nadine 
Hughes, ran a series of therapeutic art 
workshops for our older residents. 

The sessions, which attracted 10 
attendees, were held at Hilary  
Daniels House and Glenwood. 
Residents enjoyed light refreshments 
alongside painting, craft activities, 
mindfulness colouring, music and 
bingo. The events were a wonderful 
opportunity for residents to get to 
know their neighbours and enjoy the 
therapeutic and relaxing benefits of 
arts and crafts.  

Later in the month, Nadine 
accompanied a group of older 
residents from Thrale Almshouses  
to the St. Martin’s Theatre to see  
a performance of Agatha Christie’s 
Mousetrap. The trip, attended  
by 5 residents, was funded by  
Thrale Almshouses.

Nadine Hughes, Housing for Women’s 
Older Residents’ Officer, said:  

“It was a fantastic evening all round 
and everyone had a great time.

“Events like these are a great 
opportunity to bring people together, 
help residents build new friendships 
and celebrate older people in the 
community.

“We received positive feedback 
from residents who attended and 
look forward to organising similar 
activities for residents again  
in the future.”

Older residents enjoy an art-tea 
afternoon and theatre trip 
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News

Safeguarding Adults 
Awareness Month

This November marked Greenwich 
Council’s Safeguarding Adults 
Awareness Month, which saw staff 
from our Greenwich DVA service 
taking part in a timetable of activities  
to support the initiative.  

Throughout November, the team ran 
three domestic abuse awareness 
training sessions, aimed at front-line 
staff and professionals, highlighting 
best practice for working with survivors 
of abuse. 

Staff also ran information stalls around 
Greenwich to raise awareness of our 
direct services for survivors, which 
include refuges, a confidential Referral 
and Advice Line and floating support 
service. 

The final training session, which 
took place on 28th November, 
was incredibly timely, coinciding 
with 16 Days of Activism Against 
Gender-Based Violence, an 
international campaign to challenge 
violence against women and girls. 

Commenting on the event,  
Caron Stowe, Deputy DVA Services 
Manager at Housing for Women, 
said: 

“We were delighted to take part in 
the Greenwich Safeguarding Adults 
Awareness month again this year. 

“Safeguarding is everybody’s 
business. Improved safeguarding of 
adults at risk of abuse throughout 
London is crucial, and we were 
pleased to offer specialist training to 
support the continuous development 
and sharing of best practice with our 
partners.”

Every year, Housing for Women 
supports thousands of women in 
London experiencing domestic 
abuse. If you or someone you 
care about needs help, call our 
confidential Referral and Advice 
line: 020 8317 8273

Staff from our Greenwich DVA service 
took part in a range of activities 
to support Safeguarding Adults 
Awareness Month.
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A day in the life of a 
Direct Labour Operative

Mark Murphy, Direct Labour Operative

Please describe your job: 
What do you do? 
I work in the Repairs Team. My job 
involves visiting our properties in 
order to carry out or inspect repairs 
reported by residents or others, check 
communal areas and highlight any 
issues I find. 

What attracted you to work for 
Housing for Women?
I enjoy the scope of works, meeting with 
residents and the sense of achievement 
when you can resolve issues they have. 
To a certain extent, you can organise 
your own time too, which I enjoy. 

What sort of skills do  
you need to be effective  
in your role? 
You need a good general 
understanding of building works and 
repairs, knowledge of health and 
safety, understanding and patience. 
You also need a desire to resolve 
all issues you are presented with 
or, in some cases, referring a job to 
someone who can.

Tell us about a typical  
working day… 
No two days are the same! A typical 
day could involve travelling from home 
to appointments with residents or 
visiting communal areas of buildings 
to carry out or inspect a possible 
repair or issue affecting the safety and 
security of our buildings.

What do you love about  
your job?
I enjoy the fact no two days are the 
same, meeting people, travelling to 
different sites and hopefully solving the 
problems that they are encountering, 
or passing this on so they can be 
resolved. There’s a certain amount of 
satisfaction and residents are usually 
very grateful.

Is there anything else you 
want to tell us…? 
It’s a challenging and demanding job 
at times but also rewarding and in 
the majority of cases, residents are 
grateful for your efforts.
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News

With the tragic events at Grenfell Tower in the news 
again recently, fire safety has been high on the 
agenda at Housing for Women. Although we don’t 
have any tower blocks, we still want to make sure 
that we meet the highest standards in fire safety, and 
that our residents have all the information they need 
to stay safe in their homes. 

Housing for Women is up to date on completing Fire 
Risk Assessments which are currently carried out to 
all our blocks with communal areas every two years. 
We then follow up on any recommendations from 
these assessments to improve fire safety. 

One item which regularly comes up is the storage 
of personal belongings in the communal areas 
which can cause an obstruction in the event of a 
fire. Therefore, we are asking you to please keep all 
stairwells and escape routes clear of rubbish, bulky 
items and personal effects at all times, including 
doormats. 

Please also pay attention to fire notices on display 
that explain what to do in the event of a fire. The fire 
notice will explain whether your block is Stay Put or 
Full Evacuation. 

For this special feature, we’ve teamed up the 
London Fire Brigade to offer you advice on fire 
safety. Please read this carefully to help reduce 
the risk of fire in your home. 

If you have any queries or concerns please 
contact your Neighbourhood Officer.

Update on fire safety at Housing 
for Women

Fire safety special 
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Home fire safety guide

 Plan your escape
 
 

Think of how you would get out if your normal way out is

blocked.

Keep the escape routes clear of rubbish, or bulky items at

all times.

Tell everyone in your home where the door and window

keys are kept. 

Fires happen when you least expect them and you will only

have a short time to take action.

 

Switch off and unplug electrical appliances except those

that are meant to stay on, like the fridge. 

Check your cooker, heaters and candles are off. 

Keep door and window keys where everyone you live with

can find them.

Working smoke alarms save lives!

If you live in a Housing for Women property and do not

have a smoke alarm, please contact our Repairs team on

020 7501 6120 - Remember to test all of your alarms

monthly. 

 

Smoking

Use deep, heavy ashtrays that are less likely to

Never throw cigarette butts from a balcony, they

Never smoke in bed or anywhere else if you think

Don’t leave lit pipes or cigarettes unattended

Empty ashtrays carefully and never use a waste bin

 
It is safer to not to smoke but if you do always make sure your

cigarettes are put right out and disposed of properly.

tip over. 

could start a fire elsewhere. 

you might fall asleep. 

or sat on the edge of an ashtray. 

that could catch fire. Keep matches and lighters out of

children’s reach.

 Heating and electrics

Sit at least three feet away from heaters - sitting too close

could set light to your clothes or chair.

Never put a heater near clothes or furnishings.

Don't overload electrical sockets - keep to one plug per

socket.

 

 Take extra care in the kitchen

Stay safe when you go to bed
Close all the doors as this helps to prevent fire spreading. 

 

 

Escaping from fire in your home
If your smoke alarm goes off, never assume it is a false

alarm, follow your escape plan and get out.

Shout 'FIRE' to warn others and don't stop to pick up

valuables.

Check closed doors with the back of your hand. Do not

open the door if it feels warm - the fire may be on the

other side. 

Smoke can kill, get down as low as possible where the air

will be clearer.

If your escape is blocked by fire it may be safer to stay

put until the fire brigade arrives. 

Close the door and use soft materials to block any gaps

to stop the smoke. Go to a window, call for help, dial 999

and wait to be rescued. 

 

 If you live in a purpose built
maisonette or block of flats 

Get everyone out, close the door and walk as calmly as

possible out of the building.

Do not use the lift.

Call 999, give your address, the number of your flat and

state which floor the fire is on.

It may be safer to stay in your flat or maisonette until the

fire brigade arrives. Close the door and use soft materials

to block any gaps to stop the smoke. Go to a window, call

for help, call 999, give your address including the number

of your flat and state which floor the fire is on.

Purpose-built maisonettes or blocks of flats are built to

give you some protection from fire. You are usually safer

staying put and calling 999. Tell the fire brigade where

you are and the best way to reach you. 

If you are in the common part of the building, leave and

call 999.

 
If your flat or maisonette is being affected by fire or smoke

and your escape route is clear:

If there is fire or smoke inside your or maisonette and your

escape route is NOT clear:

If there is a fire in another part of the building:

 

Know what to do in a fire

Fit a heat alarm and test it monthly.

Don't cook if you are tired or have been drinking alcohol

Never leave cooking unattended.

Don't try to move it or throw water on to it - it will make it

worse. Turn off the heat if you can do so safely.

If any doubt, leave the room, close the door, shout to warn

others to get out and call 999.

 

If the pan does catch fire: 
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Latest news on benefits and budgeting with our top tips on saving  
money at home. Money matters 

 
 
 
Direct Debit or Standing Order 
 
Online via the Customer Portal 
visit my.hfw.org.uk 
 
Online using Allpay – Pay online  
at www.allpayments.net 
 
Telephone 
If you have an Allpay card you  
can call their 24-hour payment  
line on 0330 041 6497 
 
Cheques 
Please make cheques payable to Housing for Women. Please put 
your tenant number and address on the reverse. 
 
Shops 
You can pay at any shop displaying the  
PayPoint, Post Office or allpay.net signs 
 
Internet banking – If you bank online, you can set up either a 
standing order or a one-off payment. Please ensure you quote your 
tenant reference number as the reference. Please quote Sort Code: 
30-00-09 Quote bank Account: 00025164

Your rent is due each month in advance. It is due on 
the first day of each month. You can use any of the 
following methods to pay your rent or other charges: 

Top tips for Universal  
Credit Claimants
Universal Credit is a new type of 
benefit which replaces Child Tax Credit, 
Housing Benefit, Income Support, 
income-based Jobseeker’s Allowance 
(JSA), income-related Employment and 
Support Allowance (ESA) and Working 
Tax Credit. 

These are our top tips for being 
organised and making sure that your 
claim for Universal Credit goes as 
smoothly as possible.

Accept Your Claimant 
Commitment
When you make your claim for 
Universal Credit you must accept your 
claimant commitment online within 
7 days otherwise your claim with be 
closed and you will need to start your 
claim again. 

Changes in Your 
Circumstances 
Once you are claiming Universal Credit 
you are required to maintain your 
claimant commitment to find work, 
increase your hours and/or engage in 
work related activities with your Work 
Coach. This is called conditionality and 
if you do not complete it you may face 
a reduction of your payments. 

If you are unable to carry out your 
claimant commitment due to a change 
in circumstances, please let your Work 
Coach know as soon as possible 
so they can temporarily amend your 
agreed duties.

Ways to pay your rent? 

Thought about paying 
your rent by Direct Debit?

Set up today to be 
automatically enrolled into 
a £50 gift card prize draw. A 
new winner will be selected 
each quarter! To set up visit 
www.hfw.org.uk/resident-
area/rent-charges to 
download the direct debit 
form and return it to us. 
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Pay Your Rent
Universal Credit includes money for all 
your daily living costs and your rent. 
You must pay your rent yourself from 
this payment each month otherwise 
your home will be at risk.

You might find it easiest to set up a 
Direct Debit so that your rent payment 
is automatically made. Contact us today 
to set this up.

If you need advice to claim Universal 
Credit and require some support, 
please get in touch with your 
Neighbourhood Officer.

Are you struggling to 
make ends meet?
Please contact us straight away 
if you have money worries. 
Once we know that there is 
an issue we can often help by 
checking that you are receiving 
all of the correct benefits, 
working out the best way of 
paying your rent and putting  
you in contact with our partners 
who are able to provide a range 
of help.

Direct 
Debit 
winner!
Thank you to everyone who 
signed up to Direct Debits in the 
last quarter. Well done to the lucky 
winner from Lewisham who has 
received a £50 voucher!

Take a break
Sudoku Rules: Each row, column and square (9 spaces 
each) needs to be filled out with the numbers 1-9, 
without repeating any numbers within the row, column 
or square. We will publish the answers this puzzle in the 
next issue. Good luck!

Rent First
Collecting the rent is important, as the rent payments we receive fund 
the core services we deliver to customers, including repairs, home 
improvements and support for your communities. This is why it’s so 
important that your rent is paid regularly and on time and that it is the first 
payment you make when budgeting your money and paying your bills.

£
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21 November–5 January 

Hyde Park Winter 
Wonderland
Hyde Park, London,  
W2 4RU

Christmas family fun aplenty with 
a huge ice rink, two circuses, an 
observation wheel and the Magical 
Ice Kingdom, plus themed bars for the 
grown-ups

21 & 22 December

Frost Fair Festival 
Museum of London Docklands, 
West India Quay, No.1 Warehouse, 
Hertsmere Rd, London E14 4AL

When the River Thames would 
freeze over, many years ago, huge 
celebrations called Frost Fairs were 
held on the ice. Join a weekend 
of festivities for the whole family 
recreating the festive magic, with 
interactive games and workshops, 
enchanting performances and arts  
and crafts. 

6 November–20 December  

The Winter Forest
Broadgate Circle, London,  
EC2M 2BL

Chill out in wood cabins, twinkling lights 
and a thicket of 300 snow-covered 
trees. This year’s highlights include 
seasonal events and live music, the 
brand new Everyman Cinema and 
culinary delights.  

November 12–5 January  

Covent Garden Christmas
Visit Covent Garden’s cobbled piazza 
and market buildings to see a huge 
hand-picked Christmas tree glowing 
with 30,000 festive lights; 115,000 
lights sparkling across the Piazza and 
its adjoining streets and the usual big 
reindeer sculpture.

14 November–5 January 

Regent Street Christmas 
Lights
The grand shopping sweep gets its 
usual festive makeover with garlands 
of lights down the length of the road. 
See those glorious golden angels make 
their comeback soaring high above 
Regent Street.

Your voice
‘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

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

What’s on

Free Winter Events  
in London

8 November–5 January 

Southbank Centre Winter 
Festival 
Southbank Centre, Belvedere Road, 
Waterloo, London, SE1 8XX

The Southbank Centre Winter Festival 
is back for 2019 with another sparkling 
programme of festive shows and 
performances, family fun and music. 
The riverside venue will celebrate the 
coldest season with a fistful of fun pop-
ups and activities.


