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News 

2

We have a dedicated team of residents 
working with the editorial team to 
generate articles to inform, help 
and entertain our readers. We are 
particularly keen to hear from young 
people to ensure our paper is relevant 
and interesting for all of our residents.  
Working with us will enable you to gain 
new skills and build up your CV, as well 
as ensuring your views are heard. We are 
an official news publication and you will 
receive a certificate of work. 

Contact the Resident Involvement Team 
on 020 8357 5010 or  
residentinvolvementteam@nhhg.org.
uk to get involved.  

Fancy writing  
for this paper?

Contributors Hard-working volunteer is 
given Mayor of London award 
Community-spirited Charlene 
Hutsebaut had a “pleasant 
shock” when she was given 
a Mayor of London Award for 
volunteering.

Charlene has been chairperson of the 
residents’ association in Notting Hill 
Housing-run Oak Square in Lambeth for the 
past four years, spending much of her free 
time trying to unite her community.

Speaking after the award ceremony at 
City Hall, Charlene said: “I was honoured 
and humbled. I was among some amazing 
and dedicated company so was pleasantly 
shocked to win.

“The secret of success is communication. 
If we aren’t speaking to other associations, 
the police, housing associations, our 
residents won’t feel anything is being done. 
I fully believe that housing associations are 
not only managing the buildings, but also 
the people within them, and that is why 
communication is so important on both 
sides.

“Working with Notting Hill Housing for the 
past four years has been very valuable as I 
see them as part of our community and us 
as part of theirs. We want housing officers 
to enjoy their jobs. They don’t have to be 
your best friend, but if we have a working 
relationship it’s better for everyone.

 “When we launched the residents’ 
association we had a lot of people angry 

because of the snagging problems you get 
with any new buildings, but once we built a 
relationship with Notting Hill Housing a lot 
of that anger disappeared.”

While Charlene was already chairperson, 
it was the sudden and tragic death of 
her brother at just 52 that inspired her to 
increase her efforts.

“My father has always been a real 
community man, and so was my brother. 
Watching my brother and seeing how he 
made an impact on people always made an 
impression on me. Even when things were 
difficult I felt it was important I helped bring 
the community together.

“It was a tribute to my brother to show I’d 
always been watching and listening over 
the years.”

 Charlene is also urging other residents to 
get involved in their area.

“We are always looking for more residents 
from Oak Square to get involved with our 
association. Whether it is Oak Square or 
another area, you can make a difference by 
being on that type of committee.”

If you are interested in setting up a 
residents’ association in your area, call the 
resident involvement team on 020 8357 
5010 or email residentinvolvementteam@
nhhg.org.uk. Alternatively, you can find out 
more information and register your interest 
on the residents’ section of the Notting Hill 
Housing website. 

Charlene Hutsebaut receiving her 
award from Mayor of London 
Boris Johnson.

NHH Residents

Michael O’Connell 
Bolney Meadow

Robert Dyer 
South London

Emina Trozic 
West London

NHH Staff

Justin Pearce-Neudorf 
Designer

Wayne Tuckfield 
Editor
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24 Housing 
customer 
service award 

Our Altogether Better (A2B) model of 
personalised service to our residents was 
recognised at the national 24 Housing 
awards in October, when Notting Hill 
Housing (NHH) was named as customer 
service provider of the year. 

Since the introduction of A2B in 2007, 
resident satisfaction has risen by more 
than 20%, and in September 2015, 79% of 
residents were satisfied with our overall 
service. We will continue to improve 
our service to ensure greater resident 
satisfaction through a range of measures, 
including our membership of the Institute 
of Customer Services and the provision of 
accredited training for our staff.

Rededication 
of World War I  
memorial 
in new 
development

A moving ceremony on 19 September 
marked the rededication of a World War I 
memorial to a local regiment, which has 
been incorporated into NHH’s Queens 
Court development in Bermondsey. 

The memorial, constructed using 
contributions from the people of 
Bermondsey, was first unveiled in 1921, 
but was moved when the old military 
training centre was demolished to 
construct Queens Court. As it’s grade 
II listed with English Heritage, the 
memorial was dismantled and has been 
expertly incorporated into the new 
design of our building.  

“Incorporating the war memorial into the 
completed development was an important 
way for us to show our respect to the 
regiment and the wider local community,” 
said director of development Ed Badke.

Housing officers 
recognised for 
their food bank 
work 

An NHH housing team recently received 
an award from Food Box, a local food bank 
that helps people who are struggling 
financially in the community. Food Box 
provide emergency food, advice and work 
experience opportunities. The team of 
housing officers, who work in Hounslow, 
volunteered for the afternoon and 
managed to collect £1,112 worth of food for 
the charity. 

Trainee carpenter commended  
in national awards

 A trainee carpenter who became 
determined to build a career after 
seeing a friend tragically killed has been 
commended at a national awards event.

Jason Tuitt, 21, was given the honour in 
the Youth Build UK 2015 awards hosted at 
the House of Commons.

He has been training with Notting Hill 
Housing’s Construction Training Initiative 
(CTI) for three and a half years, working 
at a series of housing developments 
including Camberwell Fields, not far from 
his home in New Cross.

Speaking about the event, Jason said: “It 
felt great to be commended. It gives me a 
great opportunity to move forward in my 
career. 

“The event was wicked. It’s a once 
in a lifetime thing and I’m grateful to 
Caroline Walker (CTI co-ordinator) and 
the Construction Training Initiative for 
putting me forward.”

But this wasn’t Jason’s only reason for 
celebration – he has also just gained his 
NVQ in Carpentry and Joinery.

“It’s a great achievement and means 
I can go anywhere and apply for a job. I 
really enjoy what I do. It’s amazing what 
you can do with a piece of wood when you 
put your mind to it.”

While Jason is now building a career 
in construction, he knows it took real 
tragedy to help put him on the right path.

 “After my friend was killed I realised 
I had to get out and escape that world. 
Lots of things were going on in my area 
and I didn’t want to live my life like that. 
I wanted to get a good education and 
training so I could do something with my 
life.

 “That’s why I’m so glad I have my NVQ. I 
would recommend this training to others, 
but you have to go and fight for it. It’s hard 
work, but it’s a good thing to do and great 
to get your qualifications.”

You can find out about Food Box at 
www.hounslowfoodbox.org.uk and you 
can find your nearest food bank at www.
trusselltrust.org.  

Housing officer Daniel Davidson collecting the 
award from Councillor Nisar Malik, Mayor of the 
London Borough of Hounslow.

Jason Tuitt with his national award.
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Feature

Get involved
Resident involvement is a 
great opportunity for people 
living in Notting Hill Housing 
(NHH) properties to influence 
the decisions that affect them, 
their homes, and their local 
communities. Whether it’s 
joining a local scrutiny panel 
or writing an article about 
your neighbourhood, there are 
plenty of ways to get involved 
and to be recognised for your 
contributions. 

Local scrutiny  
panel update
Michael O’Connell – chair, 
Bolney Meadow LSP 

Your voice really does make a difference!  
Our panel has been up and running 

since October 2013, and we have had a 
strong year focusing on issues relevant to 
Bolney Meadow Estate in Lambeth.  Bolney 
Meadow was awarded some money by NHH 
last financial year to improve the estate, 
and our LSP spent some time discussing 
with NHH how best to use the money , 
concluding that adding more bicycle stores 
and colourful landscaping was  a fair way 
of enhancing conditions for the majority of 
residents . 

We have also looked in depth at the new 
anti-social behaviour regulations and how 
NHH will implement them, and scrutinised 
rent collection and made suggestions for 
improvements.  

In addition, we have been regularly 
involved in monitoring the new repairs 
contract to get an understanding of the 
issues and make sure they are being acted 
on , as well as ensuring our estate is cleaned 
and maintained to the best standards 

possible. We are really keen on having some 
new members to bring their experience and 
knowledge to making an impact locally and 
within NHH.   

Robert Dyer – chair, South 
London LSP

I have been the chair of the South London 
LSP for four years and am proud of the 
achievements we’ve made together. Over 
the last year, our panel has focused on 
issues specific to south London, particularly 
in learning about the difficulties that can 
arise in managing new build properties and 
large estates. We had a chance to visit one of 
NHH’s new developments in south London 
to gain a true understanding of some 
issues which have cropped up, and hope to 
visit more next year. So far we have made 
several suggestions to NHH to improve the 
management of these estates and increase 
customer satisfaction. 

We have been able to influence the 
introduction of a new parking policy 
specific to estates, and use our experience 
as residents to feed back on NHH’s new 
safeguarding procedure. I will soon be 
stepping down as chair to give someone 
else the opportunity to take the role on, but 
will remain on the panel, and look forward 
to continuing to work with my fellow panel 
members. 

Emina Trozic – chair, West 
London LSP

The West London LSP has focused on 
ensuring that the way we and NHH work is 
moving in the right direction. We have been 
keenly interested in keeping up to date with 
changes in government policy and housing 
legislation, and looking at how this will 
impact residents in west London. We have 
also been concerned with welfare reform 
and affordability issues for current and new 
residents and have been asking NHH hard 
questions about their plans to reduce this 
impact. Moving forward we are keen to keep 

these topics at the forefront of the agenda, 
and also recruit some more members to add 
to the experience of our panel.

West London LSP is eager to engage 
with residents at a grass-roots level, so we 
would encourage west London residents 
to volunteer to become resident monitors. 
This would allow us to receive first-hand 
accounts of issues they face on a day-
to-day basis and allow us to tailor our 
overview of specific developments, ensure 
accountability, address concerns as they 
arise and develop our focus areas for the 
coming year. 

Thank you to our 
involved residents

NHH’s resident involvement team held an 
event for more than 50 involved residents 
in November to thank them for their hard 
work in helping to improve our services over 
the last year. From resident monitors to local 
scrutiny panel members, everyone came 
together for an evening of good food and 
company at the London Canal Museum.

Residents and staff were able to enjoy a 
nice meal together, and chat with people they 
wouldn’t usually get the chance to meet.

Despite one technical 
hitch the evening 
was a success, with 
comments from staff 
and residents being 
overwhelmingly 
positive:

“Well done to the 
whole team! A good time was had by 
all!” – NHH resident.

If you’d like to know more about getting 
involved, or have ideas for how NHH can 
improve the services we offer, contact the 
resident involvement team on 020 8357 
5010 or email involvement@nhhg.org.uk. 
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(up from 76%)

Your feedback 
counts
Each month we ask you for your feedback on 
our services. We’ve included your scores from 
last year so you can see how we’re progressing.

How can we improve?

Housing officers can sometimes direct 
residents to useful services in their local 
area. If you need to access something in 
your local community then get in touch.

1
  
 How many residents are satisfied 
with their neighbourhood as a 
place to live?

How can we improve?

You will soon need only one phone number 
to contact your housing officer. Plus you 
can now use an app to report things like 
anti social behaviour – see page 12 for more 
information.

2
  
 How many residents find us 
easy to contact?

How can we improve?

Our housing officers need the right tools to 
do their job. Our IT systems and equipment 
are not as efficient as they could be so we 
are making changes to them in the next 12 
months.

3
  
 How many residents are satisfied 
that their query was dealt with 
quickly and efficiently?

* Results from surveys conducted with 200 residents per month from October 2014 to September 2015.
** Compared with results from monthly surveys for period October 2013 to September 2014.

74% 74% 78%

Good writer or blogger? 
Your chance to win a 
tablet 

Are you 18 or under and bursting to share 
some of your writing creativity? We’re 
looking to see the best of what our young 
residents have to offer, so we are offering a 
chance for any budding journalists to win 
a brand new tablet. You will also get to see 
your article published in the spring 2016 
edition of The Resident, and could even win 
a regular spot writing for The Resident for 
submitting your work. 

So what’s the catch? 
We’d like you to submit an article on your 

neighbourhood – what you like about it, and 
what you think could make it even better. 
Your article could look a little like this:
• Start with your name, age and where 

you live
• Tell us a little about your neighbourhood
• Say what you love about living there 

– and, if you have them, give us some 
ideas for what would make it even 
better to live in

• Try to keep it at about 300 words, and 
get typing

Please email your article to the  
resident involvement team at  
involvement@nhhg.org.uk  
with your name, age  
and address by  
11 January 2016  
to enter. 

 



6 The Resident • December 2015 • winter issue 

Your city

Winter in the city
Many families find their budgets extra-stretched over the 
Christmas holidays, so here are a few things you can enjoy 
around the capital for free.

Winter Wonderland
The huge Christmas spectacular is 
open again in Hyde Park, running right 
through to the start of January. Entry 
to Winter Wonderland is free, with 
Christmas markets, decorations and 
places to eat and drink. Some, like the 
Bavarian Hall and the Fire Pit, where 
youngsters can toast marshmallows 
over an open fire, have free live music.
There are many other paid-for 
attractions too, including an ice rink, 
magical Ice Kingdom, a big wheel, 
fairground rides and Zippo’s Circus Show. 
It’s best to buy tickets online in advance.
For more information visit:  
www.hydeparkwinterwonderland.
com

Winterville
Families will also be flocking to east 
London’s Victoria Park for Winterville. 
Entry is free, and you can soak up the 
atmosphere with the Christmas markets, 
Bizarre Bazaar, Pop Shop, and the food 
hall featuring East London’s favourite 
street food vendors including Mother 
Clucker, Holy Cow and Crabbie Shack. In 
addition there is Plonk crazy golf, Backyard 
Cinema and the Spiegeltent which will 
host the Moscow State Circus, Snow White 
pantomime, Cirque du Cabaret, Bugged 
Out! club nights and more. Discounts 
available for people living in Tower 
Hamlets or the E9 Hackney postcode.
For more information visit:  
www.winterville.co.uk

Christmas tree and carols 
in Trafalgar Square
Each year since 1947, Norway has 
given a Christmas tree, decorated 
in Norwegian style, to the people of 
London as a thank you for Britain’s 
support during the Second World War.
The tree is selected months, even years, 
in advance from the forests around Oslo.
Visit the tree in the evening and you can 
enjoy a variety of groups performing 
Christmas carols in the square, raising 
funds for charities and voluntary 
groups.
For more information visit:  
www.london.gov.uk/city-hall/
trafalgar-square/christmas-in-
trafalgar-square

Christmas markets
The banks of the River Thames are a beautiful setting 
for some of the best Christmas markets in the capital. 
Take a stroll along the German-inspired Southbank 
Christmas Market, the Tate Modern Christmas Market, 
and further to the east, More London’s offering at The 
Scoop, with views across to Tower Bridge and the Tower 
of London.



Annual 
Standards 
Report
2014 – 2015

Welcome to the latest, new-look 
Annual Standards Report. This 
year we’ve changed the report 
style thanks to your feedback. 
You asked that the report be 
made shorter and presented in a 
way that is easier to understand. 

We have also produced one version of the report 
this time, giving all residents information about 
Notting Hill Housing (NHH) performance across 
General Needs (rented housing), Pathways 
(supported housing) and Leasehold services.   

This year has been busy for NHH and there 
are signs that the forthcoming year is going 
to be just as eventful. As an organisation we 
have continued to grow, staying true to our 
core purpose of providing quality homes for 
Londoners who could not otherwise afford 
them. In fact, we celebrated the delivery of our 
30,000th home, a long way from our small 
beginnings in 1963. Here are a few of our other 
achievements. 

Customer satisfaction improved throughout 
the year. By year-end this stood at 74% across 
the organisation and at 60% in Leasehold 
services, a significant improvement on the 
previous year.  

You told us that getting our repairs service 
right was a key priority for you. To make sure 
that this happens we have successfully taken 
on new repairs contractors, working across 
NHH services in five London regions. The new 
contractors will be managed by locally-based 
teams that will deal with both day-to-day repairs 
and planned (cyclical) works. 

We have been working hard to support 
residents affected by the Government’s benefit 
changes. Our welfare benefit advisers have 
helped to secure £423,000 additional income 
in extra Housing Benefit, Discretionary Housing 
Payments and other payments, helping those 
who were finding it increasingly difficult to 
keep up with their rent and stay in their homes. 

Last but not least, we are grateful to the 
residents who are always willing to get involved 
in helping us review and improve our services. 

The Local Scrutiny Panels continue to go 
from strength to strength, improving the 
quality of local services. Our Repairs Advisory 
Panel members gave up many hours of their 
time to help ensure that we got the design 
and procurement of our new repairs service 
right. In addition many of you contributed to 
our newsletters, became Resident Monitors, 
participated in focus groups, sat on one of our 
other resident service panels or commented 
on our services through our customer surveys. 

We would like to thank everyone who has 
taken the time to give us valuable feedback. 
You really have helped us make a difference. 
We hope that you enjoy reading this report and 
as always, we’d love to hear what you think.  

Mark Vaughan 
Group Director of Housing

Introduction

Feedback 
We would really like to get your feedback on this report.  
If you have any comments please contact us. 

Email us: 
residentinvolvementteam@nhhg.org.uk 

Phone us: 
020 8357 5010   

Write to:  
Business Improvement Team  
Notting Hill Housing  
Bruce Kenrick House  
2 Killick Street , London , N1 9FL 

Useful contacts
For more information or to get a copy of the regulatory framework  
and standards please contact the HCA using the following details: 

Write to: 
Homes and Communities Agency 
7th floor  
Maple House  
149 Tottenham Court Rd 
London W1T 7BN 

Phone: 0300 1234 500 (option2) 
Email: mail@homesandcommunities.co.uk 
Website: homesandcommunities.co.uk/ourwork/regulatory-framework
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Service standards

This report tells you how we are doing against the standards set by our 
regulator the Homes and Communities Agency (HCA). The standards 
cover tenant involvement and empowerment, home, tenancy, 
neighbourhood and community, rent, value for money and governance 
and financial viability. 

To ensure that we are meeting these regulatory standards we have 
developed our own service standards which are based on customer 
satisfaction. We collect this information via customer surveys completed 
by residents throughout the year and we report on our performance every 
three months. This information is presented to our Local Scrutiny Panels, 
Altogether Better Committee and to the Notting Hill Housing Group 
Board. Our performance is also updated on our website four times a year.    

We are pleased that performance has improved overall, particularly within 
the Leasehold service. We have recently reviewed our Pathways service 
and have decided to merge the General Needs and Pathways housing 
management teams in order to ensure that all residents fully benefit from 
our Altogether Better approach. We are continuously working hard to 
address other areas where you have identified room for improvement. 

Service 
standard  General Needs Pathways Leasehold  

2014/15 2013/14 Target 2014/15 2013/14 Target 2014/15 2013/14 Target

We offer a 
good overall 
service 

77% 76% 75% 76% 79% 85% 60% 49% 60%

We offer a 
good repairs 
or property 
management 
service  

63% 65% 75% 97% 99% 85% 47% 48% 60%

We are 
easy to do 
business with 

75% 69% 75% 61% 61% 75% 55% 56% 60%

We resolve 
enquiries 
efficiently 

73% 69% 75% 78% 72% 75% 79% 50% 60%

We respond 
positively 
when you 
have a 
problem or 
complaint  

62% 61% 75% 70% 76% 75% 40% 39% 60%

We listen to 
your views 
and respond 
to them 

62% 64% 75% 75% 72% 75% 50% 45% 60%

Complaints 

Our complaints process now 
ensures that any of our residents 
who want to complain about 
services can do so quickly and 
easily. Our aim is to resolve 
complaints fully and as soon 
as possible and in most cases 
we are able to do this. If a 
resident remains dissatisfied after 
receiving our initial response, 
they can ask for it to be reviewed.

In 2014/15 the number of 
complaints that we received across 
all NHH services increased slightly. 
We are also dealing with these 
better and 92% of complaints were 
resolved quickly, meaning that 
only 8% of those who complained 
asked for their complaint outcome 
to be reviewed. In 2014/15 there 
were a few more referrals to the 
Housing Ombudsman than in 
the previous year. There were 
18 referrals in total. While we are 
still awaiting decisions on some 
of these, so far the Housing 

Ombudsman has found that 
there was a failure to provide an 
acceptable level of service in one 
case. The Ombudsman agreed 
with the approach being taken by 
NHH to address the complaint in 
another five cases. As at the end 
of March 2015 decisions were still 
awaited in 12 cases. No complaints 
about the Pathways service 
were escalated to the Housing 
Ombudsman in 2014/15. 

In 2014/15 General Needs residents 
complained most about contractor 
or third party performance (other 
contractors or organisations 
working on our behalf) and repairs.  

Pathways residents were most 
likely to complain about delays 
in carrying out the actions that 
had been promised or a failure to 
respond. 

Leasehold residents were most likely 
to complain about the property 
management service or defects.    

Complaints responded to in time

2014/15 2013/14 Target

General Needs 89% 78% 85%

Leasehold 92% 90% 85%

Pathways 36% 98% 85%

2014/15 
TOTAL 

2014/15 
complaints per 

1000 units

2013/14 
complaints per 

1000 units

General Needs 940 57 47

Leasehold (including sales) 208 30 26

Pathways 31 19 24

Notting Hill Housing group average 48 40

Value for money

Notting Hill Housing exists to provide good quality homes for those 
who could not otherwise afford them. For us, value for money (VFM) 
is about being effective in how we plan, manage and operate our 
organisation, so that we can re-invest in new homes. 

Our approach to VFM is based on ensuring that we balance the 
resources we use to build homes, to maintain them, and to provide a 
good quality landlord service. 

Each year, we set out our VFM strategy and publish our VFM self- 
assessment alongside our Financial Statements: www.nhhg.org.uk/
financial statements    

We regularly review our performance against other landlords 
and report on our performance to our Local Scrutiny Panels and 
Altogether Better Committee. We seek feedback from our staff 
about how we can cut waste and save costs through our staff Cost 
Effectiveness Group and residents advise us on what their VFM 
priorities are through the Residents’ Value for Money Group.

2014/15 complaints performance 
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Tenancy and estate management

Between them our General Needs, Pathways and Leasehold teams 
manage nearly 30,000 properties. Our Altogether Better model 
means that we get to know our residents as individuals and can 
provide a tailored service that best meets their needs. We are proud 
of our approach which helps us ensure that the needs of the most 
vulnerable are not overlooked.

In 2014/15 our three welfare benefit advisers helped our residents 
get additional income of £423,000 in backdated Housing Benefit, 
Discretionary Housing Payments and Grants.

Tenancy and estate 
management performance 2014/15 2013/14 Target

Have we met  
our target? 

Rent collected 100.5%* 100.3%* 100.5%

Percentage who agree that 
Notting Hill Housing has 
friendly and approachable staff 

87% 86% 85%

Percentage satisfied with the 
overall quality of their home 

77% 76% 75%

Percentage satisfied with 
their neighbourhood as a 
place to live 

83% 85% 75%

Percentage of estates where 
the standard for external 
cleaning was met

 91% 90% 90%

Percentage of estates where 
the standard for internal 
cleaning was met

 92% 91% 90%

Percentage of estates where 
the standard for gardening 
was met

95% 96% 90%

Percentage of Pathways 
residents with an up-to-date 
support plan in place  

97% 97% 100%

*This means that we collected all of the rent due plus something 
towards the outstanding arrears.

Repairs

We want all our residents to love where they live and for most people 
that means getting our repairs service right. With the help of a group of 
residents who sit on our Repairs Advisory Panel, this year we spent a lot 
of time planning how we could achieve the best repairs service at the 
right cost. 

We are pleased that we have appointed a number of new contractors 
to be responsible for the delivery of day-to-day repairs as well as 
planned (cyclical) repairs which are carried out as part of a scheduled 
programme. Residents will also be involved in monitoring contractors’ 
performance throughout the year.        

In 2014/15 General Needs residents who received a repair were contacted to 
give us feedback on how it went. These residents reported a significant increase 
in satisfaction with repairs, showing that we are on the right track.  In 2014/15 
the average time  to carry out a repair was five days compared to six days in the 
previous year.  

To ensure that residents are safe in their homes we aim to make sure that 
every home receives an annual gas safety inspection. In 2014/15 we carried 
out 99.92% of the inspections that were due and applied for 92 injunctions to 
ensure that we could check those properties where the inspection was overdue 
and we had difficulty gaining access. 

2014/15  2013/14

Average time to  
re-let a void property 24 days 19 days

Target 24 days

Have we met  
our target?

General Needs Pathways Leasehold  
2014/15 2013/14 2014/15 2013/14 2014/15 2013/14

% of 28 day repairs 
completed within 

target time
96% 94% 91% 95% 77% 90%

Target 95% 95% 95%

Have we met our 
target?

Repairs performance

General Needs Pathways Leasehold  
2014/15 2013/14 2014/15 2013/14 2014/15 2013/14

Satisfaction with 
the repairs service 94%* 65% 100%* 99% 47% 48%

Target 75% 86% 60%

Have we met  
our target?

The number of fire risk 
assessments carried out

Fire risks assessments 
completed as a % of 

those due

Target

Have we met  
our target?

1107

100%

100%

* Those who have reported a repair in the last 
twelve months.

Anti-social behaviour

The term anti-social behaviour covers a wide range of actions and 
behaviours. We know that in many cases it can have a significant impact 
on the lives of our residents and where this is the case, we need to 
intervene as quickly as we can.  

Overwhelmingly, most complaints of anti-social behaviour that we receive 
are about noise. The action we can take will depend on how severe the 
problem is. Normal everyday noise such as walking and talking is not 
something that breaches the tenancy and we cannot take legal action in 
these cases. However, in most cases a gentle reminder asking residents to 
be considerate of each other is enough to resolve the issue.   

When this does not work, and if the noise is serious and persistent, then 
we will work with other agencies such as the police, Environmental Health 
and Safer Neighbourhood teams to carry out a thorough investigation and 
pursue legal action if warranted. In 2014/15 we reviewed our anti-social 
behaviour policy in consultation with residents and changed some of our 
procedures. We have also reviewed our guidance to staff on handling 
incidents such as hoarding, as well as our approach to safeguarding, to 
ensure that vulnerable people get the help that they need.

In 2014/15 

• We successfully applied for four injunctions to stop 
anti-social behaviour  

• There were 19 evictions due to anti-social behaviour
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Resident involvement

Our residents are uniquely placed to give us feedback about what we do, 
what works and the changes that could make a difference.  

Our Involvement Team works across Notting Hill Housing (NHH) to 
promote the benefits of seeking and responding to feedback. We try to 
ensure that residents are given the opportunity to influence local services 
which should hopefully  increase customer satisfaction. 

All of our services work hard to put residents at the heart of everything 
we do. Residents are involved at every stage of service improvement, 
from being Resident Monitors who regularly carry out estate inspections, 
through to sitting on the Notting Hill Housing Group Board (two board 
members are residents). The resident chairs of the Local Scrutiny Panels 
sit on the Altogether Better Committee and these directly link into our 
governance structure. 

Our five Local Scrutiny Panels have met regularly throughout the year. 
The panels cover west London (Ealing and Hounslow); Hammersmith 
and Fulham; south London (Lambeth and Southwark); Bolney Meadow 
(also in south London) and Kensington and Chelsea (including 
Westminster).   

The meetings have covered the full range of housing management 
issues and panel members have been able to talk directly to staff 
about local services and performance. Feedback from the panels is 
reported and discussed at the regular meetings of the Altogether Better 
Committee. 

Value for Money 
Group

Repairs Advisory 
Panel

Communications 
Panel

Leaseholder Forum

Equalities, Diversity 
& Inclusion Forum

Resident Associations

Local Scrutiny Panels 

A2B Committee

NHH Group Board

Resident Monitors 
(Estate Inspections)

Key highlights in 2014/15 include:

• A total of 59 resident 
events in 2014/15 
which were attended 
by 560 residents (some 
residents attended more 
than one activity). 

• We supported nine new 
resident associations 
with training and advice. 

• The Local Scrutiny 
Panels made 
suggestions about how 
customer satisfaction 
and complaints handling 
could be improved. They 
have also helped us to 
review our arrangements 
for managing mixed-
tenure schemes (where 
we have a mix of rented 
and leasehold homes).    

• The Residents’ 
Value for Money 
Group considered 
and influenced 
our complaints 
compensation policy.   

• Repairs Advisory Panel 
members participated in 
the appointment of our 
new repairs contractors. 

• We held focus groups 
to consider the new 
tenancy and anti-social 
behaviour policies.   

A big thank you to the residents who helped us review this report! 

Elaine Arkell 

Mary Burke 

Amin Gulhamhusein

Faika Hassan-Ali 

Stephen Johnson 

Gareth Jones 

Donna Lawton 

Michael O’Connell

Mahdi Pour Nezami 

Julie Quinn 

John Sullivan   

“Our work really came 
together at our most 
recent meeting when 
we considered all of the 
suggestions that we had 
made over the last year 
and staff told us how they 
had used this feedback to 
improve local services. We 
can really see that we are 
making a difference and are 
being listened to. As a panel 
we help staff to share best 
practice so that services are 
better for everyone.” 

Elaine Arkell, Acting Chair – 
Hammersmith and Fulham 
Panel 

“This year we have 
considered a range of 
service areas including 
repairs, the impact of 
benefit changes and 
the new anti-social 
behaviour policy. Our 
panel hasn’t stood still. 
Working closely with the 
NHH managers we have 
been constantly evolving 
our approach in order 
to improve our ability to 
scrutinise properly.”  

Stephen Johnson, Chair – 
Kensington and Chelsea (and 
Westminster) Panel
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Street and shop 
decorations
One way to get into the Christmas spirit 
is to take a trip into the West End to see 
the spectacular lights along Oxford 
Street and Regent Street. For something 
a little different, check out the Carnaby 
Street decorations which will have a 
party theme this year, with baubles 
being replaced by giant disco balls. In 
addition, the major London department 
stores like John Lewis, Selfridges, Liberty 
and Fortnum and Mason have their 
traditional spectacular window displays.

The Peter Pan Cup
Head down to the Serpentine in Hyde Park on Christmas Day morning to see hardy 
swimmers brave the winter chill to swim 100 yards in a race that dates back to 1864. The 
first Peter Pan Cup was donated by novelist JM Barrie in 1904, the year his play made its 
London stage debut. The race is only open to Serpentine Swimming Club members who 
have qualified during the year, but spectators are welcome to come along.
For more information visit:  
www.serpentineswimmingclub.com/our-special-races/

Christmas Past at the 
Geffrye Museum
Step back in time to see how Christmas 
has been celebrated in English homes 
over the past 400 years, discovering 
the origins and meanings of some of the 
most enduring festive traditions such 
as feasting, kissing under the mistletoe, 
hanging stockings and decorating a 
tree. The exhibition runs until Sunday 3 
January at the museum at 136 Kingsland 
Road, E2 8EA.
For more information visit:  
www.geffrye-museum.org.uk/
whatson/christmas-past

Tunes That Changed  
The World
Watch a performance of festive pop 
music by Voicelab singers in the Clore 
Ballroom at Royal Festival Hall, before 
joining in with a Big Sing, adding your 
voice to renditions of seasonal music. 
The Big Sing is led by Mike King, vocal 
coach on BBC’s The Voice. The event is 
part of The Southbank Centre’s Winter 
Festival and runs from 2.30-5.30pm on 
Saturday 19 December.
For more information visit:  
www.southbankcentre.co.uk/
whatson/tunes-that-changed-the-
world-94003

Alice in Wonderland 
exhibition
The British Library is celebrating Lewis 
Carroll’s much-loved tale of Alice, who 
falls through a rabbit hole and meets 
the White Rabbit, the Mad Hatter, the 
Cheshire Cat and Queen of Hearts. 
The exhibition, marking the 150th 
anniversary of the book being published, 
includes the original manuscript with 
hand-written illustrations, as well as 
stunning editions by Salvador Dali, 
Melvyn Peake and others. It runs until 
April 2016, with a pop-up shop open until 
the end of January.
For more information visit:  
www.bl.uk/events/alice-in-
wonderland-exhibition
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Feature

The big picture
Group director of housing Mark Vaughan answers residents’ 
questions about government plans to give housing association 
tenants the right to buy their home. 

Housing associations were 
given the chance to vote on a 
voluntary right to buy deal. 
How did Notting Hill Housing 
(NHH) vote, and why?

The National Housing Federation 
(NHF) negotiated with the government 
a voluntary right to buy deal, on behalf 
of housing associations. Our group board 
considered the options and voted in 
favour of the voluntary deal. The board 
feels this deal offers the best practical 
solution, giving tenants the opportunity to 
purchase their home if they can afford to, 
while maintaining our independence.

What were the terms of the 
NHF offer?

The agreement gives housing 
association tenants the right to buy a 
home – usually the one they live in – at 
a discount, with the landlord being 
compensated for that discount and that 
money being reinvested in new homes.

We will also have the flexibility to replace 
homes with other tenures, such as shared 
ownership, as well as having the discretion 
not to sell in “particular circumstances” – for 
example, we could refuse to sell adapted 
homes. In those cases, residents would 
be offered a portable discount to buy an 
alternative home.

Eligibility and administrative details, 
including when this new policy is to be 
introduced, are currently being discussed 
by the NHF and the government.

Could selling housing 
association properties lead 
to a shortage of social and 
affordable rent homes for 
people who need them?

Yes, that could be an outcome. At NHH, 
we will replace any of our homes sold on 
a one-for-one basis. Where we can, we 
will try to increase this replacement rate, 
hopefully reaching two for one.  

One of the other housing 
changes is “pay to stay”. What 
is that, and what does it mean 
for residents?

“Pay to stay” is a new policy that the 
government would like to introduce from 
April 2017.  This would see a London tenant 
household earning annual taxable income 
of more than £40,000, paying a  market rate 
rent for the home they currently live in. 

If the new policy is introduced, housing 
associations will need to ask their tenants 
for income and other financial information 
every year. That information will then 
be checked with the information held 
by the HMRC (the UK’s tax and customs 
authority).  

Every tenant household will be obliged to 
provide the information. If they don’t, they 
will be charged the market rent on their home. 

Formal consultation is currently taking 
place on the policy, and we expect some 
changes to be made. Look out for further 
updates in future issues of The Resident or 
from your housing officer.

Active minds
Residents at two of our extra care 

schemes are helping make life a little 
brighter for people living with dementia 
by testing out special jigsaws and a 
bingo game.

Active Minds, the company behind the 
products, has been visiting our schemes 
at Penfold Street and Turnberry Court 
with their latest prototypes, which are 
designed for people in different stages of 
dementia.

One of the new products is a 24-piece 
jigsaw which comes in a variety of 
images to keep minds active, maintain 
dexterity and stimulate conversation 
once complete. The other is an animal 
bingo game where players can identify 
the bingo animals with illustrations and 
sounds. 

Chloe Burrow, activities officer at 
Turnberry Court, heard about Active 
Minds via Facebook and invited them 

along, working with their head of 
design, Alice Osborne.

“Everyone seemed to enjoy the 
animal bingo,” said Chloe, “whether they 
suffered from dementia or not, and the 
jigsaw sessions were very accessible. 
Our residents found them more useful 
than regular jigsaws.”

Alice added: “We believe activity 
needs to be at the heart of care, not 
just an add-on. These products are 
designed to help activity co-ordinators 
and families to give people living with 
dementia stimulation and purpose, so 
that days don’t become long and boring.”

Active Minds is constantly looking 
for activity co-ordinators, or people 
who would be interested in testing out 
products. You can contact them on 020 
3488 2001 or at www.active-minds.
co.uk.
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Digital 
dangers: 
top tips
As a resident in a Notting Hill 
Housing (NHH) property, you 
can view your account, make 
payments and report repairs 
through My Notting Hill. But 
although the internet brings great 
benefits, there are dangers you 
have to be aware of.

Follow these rules and you should be 
able to keep yourself safe when using the 
internet.

1. Guard your identity and 
remain anonymous.  
Don’t give out any personal details 
that you wouldn’t give a stranger on 
the street.

2. Never transfer money to 
people you don’t know.  
If you do so, and the person turns 
out to be a fraud, you won’t have any 
protection.

3. Don’t use lazy passwords. 
The strongest passwords will be a 
combination of lower case and upper 
case letters, numbers and symbols. 

4. Be safe when internet 
banking.  
Before you type in any personal 
details, make sure the web address 
begins https:// rather than http:// 
 
Also, ensure that you don’t do any 
online banking on infected computers, 
and remember that your bank will 
never ask for your login details.

5. Beware phishing scams. 
These are fraudulent emails 
requesting information such as bank 
details, passwords or even asking for 
urgent cash transfers. If you are asked 
for details, check the sender’s email 
and the contents of the message – if 
you have any doubts whatsoever 
about the email, don’t respond. If the 
message claims to be from your bank, 
find their number online and contact 
them directly.

6. Even emails from friends 
can be suspicious.  
Some people have received messages 
from friends asking for money 
urgently – and it’s turned out that the 
friend has had their email account 
hacked. If you receive a strange 
message from a friend, try to contact 
them in another way rather than 
responding to the email.

7. Don’t trust strange links. 
If you receive an unexpected email 
asking you to click on a link, be wary. 
Links can install viruses or spyware on 
your computer.

8. If you fear any of your 
online accounts have been 
hacked, make sure you 
change your password 
immediately.

9. Install a firewall, anti-virus 
and anti-spyware software 
on your computer and 
ensure you scan the system 
regularly.

But remember, while this may seem 
scary, the internet is nothing to be afraid of. 
Just be prepared and sensible and you can 
enjoy all the online world has to offer.
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Your patch

New arrangements  
for sheltered housing residents 

In September 2015, Notting Hill Housing 
(NHH) made some small changes to how 
we run our sheltered housing management 
arrangements to help improve the service 
that residents in these properties receive. 

If you live in one of our sheltered 
schemes, you should contact your housing 
officer from now on for most issues 
to do with your property or tenancy. 
Scheme facilities officers have also been 
introduced to provide an on-site presence 
and to ensure that the communal parts 

of buildings are safe, secure and well 
maintained.

Housing officers and scheme facilities 
officers have been visiting sites to meet 
residents and explain the changes. If you 
live in sheltered housing, look out for the 

posters in your scheme or contact your 
housing officer to find out more.

What is sheltered housing?
NHH provides sheltered housing 

developments across London. They are 
specifically for over 55 year olds. Each has 
a range of property sizes and many have 
communal areas such as a lounge and 
gardens. Residents benefit from a regular 
on-site staff presence and emergency alarms 
in all properties, and some can be let as 
furnished accommodation.

If you want to move for any reason and 
think sheltered housing could be for you, 
please contact your housing officer to be put 
on a waiting list.

 Safe celebrations

Make sure you enjoy the festive period safely by following 
our tips for fire prevention at Christmas. 

Christmas trees
• Make sure these are not stored near 

to any heat sources. A burning tree 
can fill up a room very quickly with 
fire and smoke.

• Do not put a real tree up too early 
as it may get dry and become a 
fire hazard. Dispose of it after two 
weeks.

Christmas tree lights
• Check the fuses are the right type.
• Replace bulbs when they have 

blown.
• Don’t leave the lights on when you 

go out or overnight.
• Make sure there are no combustible 

items (such as decorations) near to 
the lights to avoid potential fires.

• Don’t overload sockets. 

Decorations
• Keep them away from heat sources 

such as lights, heaters, candles or 
fireplaces.

Drinking and cooking
• Do not cook when you’ve had a few 

drinks and do not leave your cooking 
unattended.

Smoke alarm
• Make sure your smoke alarm is 

working by checking it regularly.
• For more information on smoke 

alarms, please visit www.
fireservice.co.uk/safety/smoke-
alarms

Escape plan
• If you have friends and family over 

for Christmas make sure they are 
aware of the means of escape in the 
event of a fire.

If in doubt,  
keep them out!

Please remember to be extra vigilant when 
answering their doors to strangers.

If you have a caller at the door claiming to be 
from Notting Hill Housing, or any other body such 
as the police, water board or council, always make 
sure you ask for identification.

The visitor will not mind at all if you telephone 
the body they claim to work for to ensure their 
identification is genuine. Ensure you use numbers 
provided in your telephone directory or service 
provider – do not use numbers provided by the 
person calling at your door.

If you have any doubts at all about the stranger 
at your door, refuse to let them in. If you are 
worried or suspicious, call the police on 999.

Also, no Notting Hill Housing contractor or 
sub-contractor will ever ask you for money for 
the work they do, so do not hand over any cash if 
someone claiming to be a contractor asks you to. 
Instead, call the police.

If in doubt,  
keep them out!

Please remember 
to be extra 
vigilant when 
answering your 
door to strangers If 
someone comes to 
your door:

• Think before you open the door. 
Always use your chain. Remember 
STOP, CHAIN, CHECK.

• If you are not expecting the caller, 
ask for proof of identity.

• Check the caller’s identity by calling 
the company they say they are 
from — for example, gas, electricity, 
water, police. 

• Use the telephone numbers listed 
in your local directory or provided 
independently by your service 
provider. Do not use any telephone 
numbers provided by the caller — 
they may be bogus!

If you are in any doubt, do not 
let them in. If you are worried or 
suspicious, call the police on 999.

Never part with any money or 
possessions at the door.

Our contractors or sub 
contractors will never ask you for 
money directly.
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Mutual exchange of 
the quarter
This edition, we’re featuring a 
two-bedroom home in popular 
North Kensington. 

If you’re looking to move, mutual 
exchange is one of the easiest ways 
to do so. There are several websites 
that list homes available for mutual 
exchange, including homeswapper.
co.uk, locata.org.uk, home-finder.org.
uk and houseexchange.org.uk. Speak 
to your housing officer if you don’t have 
access to the internet.

Leah is currently living in Kensington 
and Chelsea, close to Ladbroke Grove, 
with her family of three. She lives in a 
two-bedroom property and is looking for 
a three-bed. 

Leah’s flat is on the first floor in a small 
block of around 20 homes. Her property 
is all on one level and has a large patio 
which is lovely during the summer. Close 
to public transport and local amenities, 
including schools and Westfield 
shopping centre, it’s the perfect location 
for a small family. 

Leah said, “I’ve been living in this area 
all my life and I’ve enjoyed raising my 
children here. With the sports centre and 
local parks, there is always something to 
keep the children entertained.” 

Leah would like to stay in the local 
area, but will consider other three-bed 
properties elsewhere. 

If you would like more information on 
the property, please get in touch with 
Leah’s housing officer Caroline James-
Ford on 020 8357 4956 or 07799 478 
623 or via email to caroline.jamesford@
nhhg.org.uk.

Ask the expert
Universal credit, a new 
benefit for working-age 
claimants

We’ve covered universal credit 
before in The Resident, but with so 
many government changes, you 
could be forgiven for forgetting about 
it. So, here’s a quick update. 

Universal credit – that rings a 
bell. Remind me what it is?

Back in 2010, the government 
announced they would be replacing 

six existing working age benefits with 
a new benefit called universal credit. 
Universal credit is a single monthly 
payment for people in or out of work.

Universal credit will replace:
• Income-based jobseeker’s allowance
• Income-related employment and 

support allowance
• Income support
• Child tax credit
• Working tax credit
• Housing benefit

When will this affect me?

Universal credit is being rolled out 
very slowly, and is currently only 
available to new claimants in some 

areas of London. If you need to apply for 
any of the benefits listed above for the 
first time, then you might be told to claim 
universal credit instead. At some point, 
all current working-age benefit claimants 
(those under pension age) will have to apply 
for universal credit, but we don’t yet know 
when this will be.

What are the main differences?

Universal credit is very different to 
existing benefits:

• It’s paid monthly

• It’s paid to a household (so a couple will 
get just one payment between them)

• The housing element (which is 
replacing housing benefit) will be paid 
directly to you, and you will then need 
to pay Notting Hill Housing your rent

• It must be claimed online
• It takes six weeks after you make 

your first claim to receive your first 
payment

I heard universal credit will 
make things much easier if I 

have a job where my hours can change 
– for example, if I’m on a zero-hours 
contract. Is that true?

Yes. If you have a job where your 
hours fluctuate, your universal 

credit will automatically adjust each month 
depending on how much you’ve earned. 
This is much better than the current system 
where your benefits often stop if you 
change your working hours, and you often 
have to reapply which can cause delays.

What should I do if I am told to 
make a claim for universal credit?

If you start claiming universal credit, 
it’s really important to tell your 

housing officer straight away. They can 
help you set up a direct debit to pay your 
rent each month and give you advice about 
what to expect when you receive universal 
credit.

You can keep up to date with the latest 
information on universal credit by visiting 
www.gov.uk/universal-credit.

Kellie Helbrough, research and policy manager
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Better resident 
communications

We want to make it as easy as possible for 
you to communicate with us and are working 
on several initiatives to help us with this.

New email addresses
Our email addresses now follow the most 

commonly used email format of firstname.
lastname@nhhg.org.uk to help you 
remember them more easily. 

New phone numbers 
We’re also upgrading our phone system 

and introducing new numbers for housing 
officers. In future, you’ll have just one 
landline number instead of a landline and 
a mobile – but your housing officer will still 
get your call, even when they’re out and 
about. Look out for the card from us with 
your housing officer’s new number, which 
we’ll be sending out shortly.

New My Notting Hill app
Our new resident app for smartphones 

and tablets is now available to download 
for free – search for ‘My Notting Hill’ in the 
Windows, Apple or Android app stores.

The new app allows you to do many 
things including:

• View your details, including your 
address and tenancy

• Request housing officer contact 
to make a complaint, register a 
compliment or report anti-social 
behaviour, for example

• Update your contact details
• Manage your account, including 

making payments or viewing your 
rent statement

• Check the status of any repairs, such 
as repairs raised, scheduled and 
completed repairs

Keeping your data safe is very important 
to us. So, when you set up an account on 
the app, you will need to provide household 
data that matches our records. If you have 
any issues setting up an account please 
contact your housing officer.

Gas issues: 
Hammersmith & Fulham: BSW - 0800 953 1229 
Kensington & Chelsea: BSW - 0800 953 1229
All other areas: K&T - 020 8357 4595

Smell gas? 0800 111 999

Repairs:
NHH repairs (out of hours) - 0845 603 0714
Advice:
London Plus Credit Union - 020 7471 2620
Money Advice Service - 0300 500 5000
Citizens Advice Bureau - 0344 411 1444

 Key contacts

Your patch 

Direct debit is a hassle-free way 
to pay your rent. 

What is direct debit?
Setting up a direct debit gives your bank 
or building society permission to collect 
a payment automatically from your 
account. You might already pay for your 
mobile phone or utility bills this way.  

What’s great about direct debit?
When you’ve got a direct debit set up, 
it means that your rent will come out 
of your bank automatically so you don’t 
have remember to pay each time. This 
can help avoid any arrears building up on 
your account. 
You can also pick a payment date that 
suits you. So if you pay your rent weekly, 
this can be a day of the week that suits 
you.

How do I set up a direct debit?
You will need a bank or building society 
account to set up a direct debit. 
Your housing officer can help you set up 
a direct debit over the phone – you could 
give them a call today!

What happens if I have any queries 
or problems with my direct debit?
You’re protected by the direct debit 
guarantee, so if there are any changes to 
your direct debit, we will let you know in 
advance.
If you don’t have enough money in your 
account on the date when the direct 
debit is due, then your bank may charge 
you. You should always let your housing 
officer know if you’re worried about 
paying your rent on time.

 Paying by Direct Debit 

Old system

New system


