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Historic England 
recognises art at  
Bolney Meadow
Two distinctive artworks on 
NHH properties in Lambeth 
have been listed by Historic 
England.

The sculptural reliefs are outside the 
stairwells of Wareham House and Horton 
House in Bolney Meadow, Vauxhall. 
Both were created by artist Peter Laszlo 
Peri in 1951–52 from coloured concrete. 
Wareham House has an image called 
“Boys Playing Football”, while Horton 
House has “Mother and Children Playing”. 
They have both been Grade II listed, 
described as “a rare example of London 
County Council post-war public art in the 
context of social housing.”

Peri was born in 1899, to a working-
class Jewish family in Hungary, and 
was a lawyer’s clerk before attending 
evening classes in art. He later settled 
in Berlin, working as a sculptor until 
moving to England during the rise of the 
Nazis. He pioneered the use of concrete 
for expressive sculptures and came to 
specialise in architectural reliefs.

Mark Vaughan, Group Director of 
Housing, said: “Both artworks are great 
additions to our properties in Bolney 
Meadows and we are pleased they have 
been recognised by Historic England.

“We hope this listing raises their profile 
and they will continue to be enjoyed by 
our residents and those living nearby.”

Gas issues

Hammersmith and Fulham: BSW 
0800 953 1229

Kensington and 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 
0344 411 1444

 Key contacts

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 Involvement team on  
020 3815 0010 or  
involvement@nhhg.org.uk 

Fancy writing  
for this paper?
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NHH proud to reach a milestone 
for ‘considerate’ sites

NHH has reached a milestone of 
registering 100 sites with the Considerate 
Constructors Scheme, reflecting our 
desire to be a good neighbour with safe, 
clean and green sites.

The development at Reynard Mills, 
Brentford, where Hill Partnership is 
working as contractor, has the honour of 
being the 100th site registered with the 
scheme.

A former BBC industrial yard, Reynard 
Mills is being replaced with 195 flats and 
houses, 40 per cent of which will be 
affordable homes. Work is expected to 
take three years.

Ed Badke, Director of Development 
for NHH, said: “Being part of the 
Considerate Constructors Scheme is 
important to us, our customers and 
those living around our development 
sites. We are proud to have reached this 
milestone and want to congratulate Hill 
at Reynard Mills for being our 100th site 
registered with the scheme.”

Cain Peters, Regional Director at Hill, 
added: “Every housebuilder should aspire 
to be a good neighbour, and that means 
engaging with local communities 
and ensuring their voices are heard. 

Alongside NHH, we’ve worked closely 
with local residents and neighbouring 
schools to minimise the impact of 
our work and to ensure a safe, tidy and 
respectful working environment. 

“The Considerate Constructors 
Scheme sets the standard for the 
industry and it is great to be recognised 
as a leader in delivering best practice.”  

The Considerate Constructors 
Scheme is a non-profit-making, 
independent organisation founded in 
1997 by the construction industry to 
improve its image. Construction sites, 
companies and suppliers voluntarily 
register with the scheme and agree 
to abide by the Code of Considerate 
Practice, designed to encourage best 
practice beyond statutory requirements.

Notting Hill 
Housing earns 
Investors in 
People’s Gold 
award 

NHH has been awarded the 
internationally-recognised Investors in 
People Gold standard, marking it out as a 
great employer and place to work.

Investors in People sets the standard 
for people management, defining what it 
takes to lead, support and manage people 
effectively, as well as explaining where 
improvements can be made.

The award was given after a 
comprehensive assessment that saw 
evidence submitted, staff interviewed 
and surveys carried out – all of which 
combined to earn NHH their highest 
Investors in People award to date.

Jill Cook, NHH’s HR Director, said: 
“Gaining Gold is a fantastic achievement. 
This is recognition of the way that 
everyone at NHH works together and 
supports one another to achieve our 
shared goals. Everyone at NHH played a 
part in helping us to achieve Gold, so we 
all deserve to feel very proud.”

Resident Denis Kevin celebrates his century 
Elgin Close resident Denis Kevin, a 

former shipbuilder, recently celebrated 
his 100th birthday surrounded by family 
and friends. A popular figure at the extra 
care scheme in Hammersmith, Denis 
was joined by 70 people, including 
his children Colin and Maureen, his 
grandchildren and great-grandchildren.

“Everybody had a great time,” said 
Denis. “There was cake for everyone 
and three tables of food. I was treated so 
well – I was really spoiled for the day. I 
also received my card from the Queen, 
which was very nice.” When asked what 
the secret was to his long life, he simply 
replied: “hard work”.

Denis grew up in Ireland and was a keen 

hurling player before moving to London 
in 1939. He had a series of jobs including 
shipbuilding and working as an engineer 
in Brentford. He lived in Fulham before 
moving to Elgin Close 14 years ago with wife 
Frances, who sadly died two years later.

Denis keeps himself busy as a member 
of the art and craft group at the centre, 
with a speciality for mosaic pictures and 
small knitted houses. Some of his work 
has even been sold, as well as being 
included in NHH’s past resident art 
exhibitions.

Chris Nugent, support officer at Elgin 
Close, said: “When Denis got up on his 
100th birthday his first words were ‘I 
can’t believe it’. Well we all can, and were 
pleased to see so many people come to 
see him at his party, including staff who 
have known him over the years and 
moved on to other places, but wanted to 
come back to wish him a happy birthday.”
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London  
lidos

One of the best ways to have 
fun while staying cool during 
the summer is to make use 
of London’s wonderful lidos 
– outdoor pools open to 
the public offering hours 
of enjoyment for the whole 
family. Here’s a selection of 
the best London has to offer.

Brockwell Lido 
Brockwell Park SE24 0PA

This 50-metre pool costs £5.95 for 
adults, and less for concessions and visits 
before 10am. Under-fives go free and 
over-60s don’t pay for morning sessions 
between 6am and 10am on weekdays.

The pool is surrounded by art deco 
buildings, housing a cafe, exercise studios, 
dance classes and activities for pre-school 
children.

Hampstead Heath  
swimming ponds 
Hampstead Heath NW5 1QR

There are men’s, ladies’ and mixed ponds 
at Hampstead Heath, which are open all 
year round. However, to use the mixed pond 
during winter you must join the Hampstead 
Heath Winter Swimming Club. A single day 
ticket costs £2 or £1 for concessions.

The ponds were originally dammed-
off clay pits – and be warned the water is 
chilly even in summer.

Oasis Sports Centre 
32 Endell Street WC2H 9AG

Oasis is an open-air heated pool in 
Covent Garden, featuring a sun terrace 
and also an indoor pool. It’s so popular 
on hot summer weekends that actual 
swimming will prove challenging, but 
there are few venues as lovely for a splash 
about in London.

Serpentine Lido 
Hyde Park W2 3XA

One of the most famous lidos in London 
is the Serpentine at Hyde Park, where 
the resident swimming club hold their 
famous race every Christmas morning. It’s 
open to the public from 10am to 6pm daily 
from 1 June to 12 September.  

The lido also houses a cafe, children’s 
play area and paddling pool, and the 
water is tested weekly for quality and 
safety. Entry costs £4.80 for adults, £3.80 
for concessions and £1.80 for children. 
Under-16s must be accompanied by an 

London Fields Lido 
Peter Smith – flickr: purpaboo

Feature 

Conrad Court resident takes part 
in London Vitality 10k

In May, Paul Williams – Special 
Olympics medal winner and a resident 
at NHH’s Conrad Court extra care 
scheme – took part in the London 
Vitality 10k race supported by Housing 
Officer Oliver Omosini. Oliver tells us 
about the event and why Paul is such an 
inspiration to him.

“I had wanted to run a 10k for a while, 
and overheard a colleague talking about 
Paul. A Special Olympics athlete, he 
wanted to take part in the Vitality 10k to 
raise money for activities at Conrad Court, 
and he wanted someone to support him to 
run, so I signed up. 

“Paul is a real inspiration: he has more 
than 40 medals in his room, including 
gold medals from the Special Olympics, 
half marathons and a number of other 
sporting events. He is still going strong 
despite having arthritis in his knee and 
being born with his heart on the wrong 
side of his body. 

“The event was tough; I hadn’t run that 

far before but I got the time I was hoping 
for. Paul finished in just in just over two 
hours, so we were both really happy.

 “I’ve already signed up for more races 
and really hope I can compete the way he 
has throughout my life!”

The Special Olympics exists to provide 
access to year-round inclusive training 
and competition for all people in Great 
Britain with an intellectual disability 
through direct provision and partnerships.

You can sponsor Paul at: 
uk.virginmoneygiving.com/
ConradCourt10K

Dolly mixtures
Dolly Mixtures, our tenant art 

exhibition at Bow Arts, Nunnery Gallery 
came to a close in June, and was a great 
success. Highlights included a workshop 
for young people from the Aylesbury 
Estate and another for people living with 
dementia, attended by residents from 
our extra care schemes.  There was also 
a theatrical performance by The Gate 
for people with learning disabilities, and 
‘East meets West’, which brought together 
older artists from west London and local 
people in Bow.

The next exhibition is scheduled for 
2019. If you’re interested in taking part, 
please contact mandy.worster@nhhg.
org.uk.
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As we look forward to the 
height of summer, it’s worth 
remembering that high 
temperatures can bring real 
danger if you don’t take care. 
Follow our top tips for keeping 
cool and staying safe so you can 
make the most of the summer 
and still stay safe.

• Avoid the heat when you can 
– stay out of the sun and don’t 
go out between 11am and 3pm 
(considered the hottest part of the 
day) if you’re vulnerable to the 
effects of heat.

• Drink cold drinks regularly, at least 
six to eight glasses a day, such as 
water and fruit juice. Avoid alcohol, 
tea and coffee.

• Avoid hot spicy foods and keep 
meals light. Foods (like proteins) 
that increase metabolic heat 
production also increase water loss 
(the body has to work harder and 

use more blood to digest heavy 
foods).

• Wear loose-fitting clothing, 
preferably of a light colour. Also, 
cotton clothing will keep you 
cooler than many synthetics.

• Use common sense. If the heat is 
intolerable, stay indoors when you 
can and avoid activities in direct 
sunlight.

• Check up on friends, relatives and 
neighbours who may be less able to 
look after themselves.

• Don’t let your skin redden or burn. 
If you’re outside for more than 10 
minutes, use sunscreen of at least 
sun protection factor (SPF) 15 with 
four or five stars.

• Don’t ignore symptoms of 
dehydration or overheating such 
as muscle cramps, headaches, 
dizziness, weakness or vomiting. 
Find a cool place to sit, loosen tight 
clothes, drink plenty of water or 

fruit juice and sponge yourself 
with cool water. If you’re having 
difficulty or your symptoms persist, 
call your GP or NHS 111 for advice.

• Never leave a barbecue unattended, 
only light them with recognised 
fuels – NOT petrol or white spirit 
– and make sure your barbecue is 
well away from sheds, fences, trees, 
shrubs or garden waste.

And finally, our Head of Health 
and Safety Beverley Williams 
gives her special tip for staying 
hydrated:

• If you are one of those folk who 
don’t much like drinking water, 
here’s a yummy tip: freeze two 
fresh lemons and keep them in the 
freezer ready for when you need 
them. Then finely grate the peel 
from the frozen lemon into ice 
cool water from the fridge before 
serving –  delicious and refreshing 
every time!

adult, and you must have two adults to 
every under-16 to use the lake.

Tooting Bec Lido 
Tooting Bec Road SW16 1RU

The largest outdoor freshwater pool in 
the country at 90m, Tooting Bec Lido first 
opened as a bathing lake in 1906 and is 
famous for its coloured changing huts. 
While the pool is only for use by the South 
London Swimming Club through winter, 
it is open to the public until September.

Entry for non-members costs £8.10 
for adults, and £5.40 for children and 
concessions.

Other London lidos
• Charlton Lido, Hornfair Park, 

Shooters Hill Road SE18 4LX
• Finchley Lido Leisure Centre, Great 

North Leisure Park, Chaplin Square 
N12 0GL

• Hampton Pool, High Street, 
Hampton TW12 2ST

• Hillingdon Outdoor Pool, Hillingdon 
Sport and Leisure Complex, Gatting 
Way, Uxbridge UB8 1ES

• King’s Cross Pond Club, 20 Canal 
reach (entrance via Tapper Walk) N1C 
4BE

• Kings Oak Lido, Kings Oak Hotel, 
Paul’s Nursery Road, High Beach 
IG10 4AE

• London Fields Lido, London Fields 
Westside E8 3EU

• Parliament Hill Lido, Parliament Hill 
Fields, Gordon House Road NW5 1LP

• Park Road Pools and Fitness, Park 
Road N8 8JN

• Pools on the Park Richmond, Old 
Deer Park TW9 2SF

Tooting Bec Lido 
Wandsworth Council

Feature 
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Anniversary video  
coming soon!

We are working on a film with residents and staff to celebrate 
five years of LSPs, which we hope will give an interesting insight 
into the many benefits of resident involvement. Residents 
Stephen Johnson and John Sullivan were both involved from 
the very beginning and are still involved today:

“Being on the scrutiny panel has given me the 
confidence and skills to reach out to other people 
who might need that bit of listening to, guidance or 
help, and I’m very grateful for that.”  
– Stephen Johnson, LSP Chair, Kensington & Chelsea and 
Westminster 

“I’ve learnt a lot and I’ve had an input in changing 
some of the things the LSPs do, or how they do them. 
And we do have an input into the way NHH works; 
NHH cares what their tenants think and want. They 
listen and act.” 
 – John Sullivan, LSP member, Hammersmith & Fulham 

Check out the video via our YouTube account and website 
from July.

New north and east LSP
Following previously unsuccessful attempts, we have now 
held two successful LSP meetings for NHH’s north and east 
regions, which we hope will become a permanent forum. 
We are looking for residents to join up, so if you live in north 
or east London boroughs and are interested in helping us 
improve services in your area, please get in touch.

Celebrating successes
Here are just a few examples of the many differences our 
involved residents have made:

• One LSP helped design a parking policy to  
better fit the residents in the area 

• The NHH lettings procedure was updated as a 
result of consultation with an LSP so that customers 
affected by the Bedroom Tax can be made a direct 
offer of smaller properties

• Consultation with extra care residents resulted in 
improved automatic door access to their scheme as 
well as new wheelchair access to main entrances

• Feedback from the value for money group resulted in 
NHH tendering for new pest control contractors

Can you believe it? It’s been five years 
since NHH’s first Local Scrutiny Panels 
(LSPs) started. They were set up to give you 
– our valued residents – the opportunity 
to assess, monitor and scrutinise our 
performance, and ultimately to offer you 
the chance to help us improve our services. 

So, have they worked? Emphatically, yes! In this 
issue, we’d like to celebrate this milestone, and 
thank everyone who has been involved in making 
LSPs a success.
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Other ways to be involved
Extra Care Scrutiny Panels

A recent development has been to 
involve residents from extra care schemes 
for the first time, and we now have regular 
meetings at Mildmays and Turnberry Court. 
We are also working to involve residents at 
other schemes.

Residents at Turnberry Court have made 
a real change to their catering and have also 
helped set up a fresh food tuck shop, where 
residents can buy a range of produce. 

At Mildmays in Islington, residents 
have been instrumental in bringing some 
accessibility issues to the top of the to-do 
list for NHH to rectify, and are responsible 
for making sure they are fixed. Residents 

on the scrutiny panel are also working hard 
to put together a welcome pack for new 
residents who move in, which will be full of 
useful tips and important information.

Resident repair representatives 
Following the successful recruitment 

of our new repair contractors (that 
residents helped us with!), we have now 
recruited resident repair representatives 
(two for each contract area, on one-year 
tenures) who attend regular performance 
meetings with the contractors and also 
with NHH managers to discuss how we 
can deliver the best possible service for 
residents. Representatives then update 

their LSP on how things are going. If 
you are interested in becoming a repair 
representative, please contact the team.

New resident involvement 
strategy

We have recently updated our strategy for 
involving residents, and would love to know 
your thoughts.  If you would like to read 
the strategy, it’s available on our website or 
please contact the team for a copy. 

Even more ways to get involved:
• Value for money panel
• Equality, diversity and inclusion forum
• Resident associations

Get in touch – 
we need you!

We are always encouraging 
residents to get involved, in whichever 
way suits you. We hope you’re 
inspired to get involved and if there is 
anything in this article that interests 
you or anything you’d like to give us 
feedback on, we’d love to hear from 
you. Please get in touch!

involvement@nhhg.org.uk 
0203 815 0010

Can’t attend an LSP but want 
to be involved? Here’s how

If you can’t make it to a meeting 
but still want to listen in or have your 
say, we have introduced remote 
conferencing, whereby residents can 
dial in to meetings via a phone line. 
There is also an option to ask questions 
through the Skype for Business app, 
which you can download for free.

Keep up-to-date with the 
latest involvement news 

In addition to The Resident, we 
circulate a regular e-newsletter to 
give updates on what our involved 
residents are working on. Please get in 
touch with the team if you’d like to be 
added to the mailing list.

What does involvement  
mean to you? 

“Being involved gives me a 
voice about what is happening 
in housing and in my life.” – 
Anthony Garner, south London 

“For me it’s about playing an 
active part in my community 
and having a voice for others.” 
– Toyin Ogundana, south 
London

Do you think your involvement 
makes a difference? 

“Yes – we learn from each 
other and work at ways of 
implementing change that 
is based on real experiences 
of real people living in NHH 

homes. In effect we take ownership of 
change.” – Elaine Arkell, Hammersmith 
& Fulham 

“I think we do have an 
impact and there is potential 
for a lot more – that keeps 
me interested.” – Michael 
O’Connell, Bolney Meadow 

What do you get out of it? 

“The landscape of social 
housing has changed rather 
dramatically, especially 
during the last six years. I get 

information that helps me understand 

the bigger picture and how it will translate 
into my life. If possible, I want to have my 
voice heard before changes are set in 
stone and cannot be undone.” – Elaine 
Arkell, Hammersmith & Fulham

“I get satisfaction and 
encouragement that my 
voice is being heard by NHH, 
and hopefully it makes a 

difference for all tenants.” – Julie Quinn, 
Hammersmith & Fulham

What are you most  
proud of achieving? 

“We pushed for progress on 
a longstanding water supply 
problem in one of our blocks. 
This is now happening – some 

improvements are already in place and 
progress is being made.” – Michael 
O’Connell, Bolney Meadow 

“We were able to work with 
NHH to devise a [fire safety] 
policy that would ensure we 
did not compromise on safety 

while enabling residents to keep their 
homes attractive with reasonable-sized 
plant pots.” – Katie Shaw, south London 

“We influenced change to the 
way reports data is captured and 
presented to LSP members. Staff 
listened and made changes, 

which now help us make decisions more 
quickly and easily.” – Martin Brown, 
Kensington & Chelsea and Westminster

Resident involvement hits the road
As NHH thinks about what kind of organisation we want to be and what is important for residents, we 
want to hear from you. The Resident Involvement team are taking a roadshow bus around some of our 
key estates later in the summer to find out what you think. Please contact the team for more details.
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Feature

Protect your garden  
from Japanese knotweed

Luis Rio – a landscaper for Ginkgo, 
contractors who look after NHH’s green 
spaces on estates and street properties 
– advises on how to protect your garden 
from the dreaded Japanese knotweed. 

Although rather attractive, Japanese 
knotweed (Fallopia japonica) is a real thug; it 
is an invasive garden weed which spreads 
rapidly and is most common during the 
summer. It has been known to grow up 
to 10 centimetres a day, suppressing other 
growth and causing severe damage to 
landscapes and properties.

What does Japanese knotweed 
look like? 

It has bamboo-like stems, which are 
usually green with purple speckles and 
arching branches. However, it can look 
different depending on the season.

Japanese knotweed grows the most in 
spring – look out for purple/red shoots and 
leaves that grow and uncurl with a zigzag 
pattern on the stem. 

In summer months, lots of green leaves 
and small white flowers are produced. 
Because of its quick growth rate, it’s likely 
to be the tallest plant in your garden. 

In the autumn, the leaves will begin to 
wilt, turning a green/yellow colour. 

In winter, the plant dies leaving behind a 
brown/red-coloured cane that will remain 
upright (and can do for up to three years). 

How can you treat it? 
It is difficult to treat because it doesn’t 

respond to common weed killers. The 
most effective chemical is Glyphosate, 
which can be found in weed killers you 
can purchase from most DIY stores. You 
will probably have to treat it more than 
once. Don’t forget any chemicals you 
use can be harmful to yourself and other 
plants in your garden so always follow the 
instructions. 

Get green fingered 
this summer!

Ever thought of starting your own 
kitchen garden?  You don’t need 
huge amounts of space, or even a 
garden, to grow your own plants; just 
a small planter, water and sunshine 
(fingers crossed!).  

Summer months are a great 
time of year to plant some tasty 
vegetables like beans, peas, 
courgettes and sweet peppers. You 
could also grow herbs such as basil, 
coriander, mint and thyme, which 
can help bring alive lots of different 
meals and can save you money. 

The summer months can often 
be dry so it’s really important that 
you water your plants regularly, and 
adding liquid plant food can also 
help produce healthy vegetables 
and herbs. 

Why not pop into your local garden 
centre for more inspiration?

New online  
Direct Debit service

We’ve introduced online direct debits 
to make it simpler for you to pay your 
rent and avoid arrears building up on 
your account. The initiative is part of our 
commitment to make things easier for 
you and give you greater choice.

Setting up a direct debit gives your 
bank or building society permission 
to collect a payment automatically and 
means that you don’t have to remember 
to make regular payments. 

Although it’s been possible to set 
up direct debits for a while, you’ve 
previously had to do this via your 

housing officer. So, enabling you to do 
it yourself online will free up housing 
officers to focus on other important 
issues and provide you with a better 
service. 

Setting up an online paperless 
direct debit is easy. Simply visit www.
nottinghillhousing.org.uk/ways-to-
pay and follow the instructions from 
there. On the My Notting Hill app (see 
page 12), you can find the website links 
by clicking on ‘news’. 

For the time being, you’ll need to 
register separately for online direct 

debits; it isn’t currently possible to 
register via your existing My Notting Hill 
account. We’re working to draw the two 
together as part of our project to update 
the website and hope to have a more 
streamlined process in place by autumn 
2016.

If your housing officer has previously 
set up a direct debit on your behalf, 
you don’t need to create a new online 
account – but registering for the service 
means you’ll be able to view your 
current payment schedule online.
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The big picture
It’s been a busy few months in housing. Group Corporate 
Services Director Andrew Muir provides a quick round-up of the 
significant changes for the sector.

New national laws

The new Housing and Planning Act is 
now law, although many of its provisions 
won’t come into force immediately. 

The act includes several issues that 
might be relevant for our residents. These 
include initiatives on Right to Buy, Pay 
to Stay and starter homes. It is likely that 
the starter home proposals will take up 
a good chunk of grants set aside for 
‘affordable’ homes and make it harder for 
us to build affordable homes to rent. We’ll 
need to think carefully about how to deal 
with that. 

Both Right to Buy and Pay to Stay are 
voluntary for housing associations. 
Although we’ve agreed that we will 
implement Right to Buy in certain 
circumstances, we need further 
information before we can take this 
further. We remain undecided about 
whether we’ll implement Pay to Stay. We’ll 
keep you informed on both topics.

Plans have also been announced for 
new national legislation on planning 
and infrastructure to support the 
government’s desire to provide a million 
new homes in England by 2020. The 
proposed new law could speed up locally-
driven housebuilding by strengthening 
neighbourhood planning, limiting the 
scope of conditions that can be imposed 
by local planning authorities and 
simplifying the process for compulsory 
purchase orders. 

New London mayor

Sadiq Khan was elected as the new 
Mayor of London on 5 May 2016. His 
election manifesto contained strong 
views on housing in the capital. These 
included targets for genuinely affordable 

new homes to rent or buy, prioritising 
development on brownfield sites, freeing 
up land for housebuilding and a new 
approach to estate regeneration. 

Given this focus on housing before the 
election, we expect it to be central when 
the Mayor announces how he plans to 
spend his budget of £17 billion. We’ll be 
keeping an eye on this so that we can 
assess the opportunities and challenges 
for us and our residents as plans become 
clearer. We’ll also be working alongside 
other London housing associations to 
ensure that our views are taken into 
account as policies are developed. As 
ever, our focus will remain on providing 
good quality homes for Londoners who 
could not otherwise afford them.

Consolidation of the housing 
association sector

Finally, several housing associations 
have recently announced their 
intention to merge. The most recent 
announcement between London and 
Quadrant (L&Q), Hyde and East Thames 
comes on top of those announced 
previously by Circle and Affinity Sutton, 
and Genesis and Thames Valley. These 
changes will clearly have a significant 
impact on our sector and we’ll need to 
keep them under review and develop 
plans to ensure that we make the most of 
the opportunities presented by the new 
landscape. 

If you have any questions you’d 
like the Executive Board to answer 
in future editions of The Resident, 
please send them to involvement@
nhhg.org.uk.

Feature

Right to Buy
This voluntary scheme allows 
eligible housing association 
tenants in England to buy 
their home with a discount. 
Notting Hill Housing plans 
to implement Right to Buy in 
certain circumstances, but we 
need more information before 
we finalise our proposals.

Pay to Stay
Under this initiative, residents 
who earn more than £40,000 
per household in London will 
have to pay market or near-
market rents to remain in their 
council or housing association 
home. The scheme is voluntary 
for housing associations, and 
we’ve yet to decide whether to 
implement it.

Starter homes
The Housing and Planning 
Act defines a starter home as 
a new dwelling only available 
for purchase by qualifying 
first-time buyers and which 
is made available at a price at 
least 20% less than its market 
value. In London, the discounted 
price must be no more than 
£450,000. 
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Your patch

Ask the expert
NHH’s Unacceptable and Abusive Customer 
Behaviour Policy explained

Tara Devine, Research and Policy Adviser

At Notting Hill Housing we aim to 
provide excellent customer service; 
all our customers have the right to be 
heard, understood and respected. In 
the same way, our staff should feel 
safe and secure at work, including 
when visiting residents. Our staff 
have thousands of conversations 
with customers each year and 
in a very small minority of these 
conversations behaviour might 
be classified as unacceptable. This 
policy aims to ensure the safety 
and wellbeing of our staff when 
unacceptable behaviour occurs, as 
Tara explains.

What is meant by 
‘unacceptable behaviour’?

It is any behaviour that causes 
distress, alarm or makes a member 

of staff feel harassed, or prevents NHH 
from being able to provide a service 
to our customers. We understand that 
individuals may act out of character 
in times of distress and this will not be 
automatically regarded as unacceptable 
behaviour. Incidents will be looked at on a 
case-by-case basis. 

Can you give me examples of 
unacceptable behaviour? 

Abusive behaviour – threats 
of violence or verbal abuse; use 

of offensive language, derogatory or 
personal remarks; sexually inappropriate 
behaviour; unsubstantiated allegations 
against staff; not controlling aggressive 
pets around staff members. 

Unacceptable demands – demanding 
to only deal with a particular member 
of staff (such as the Chief Executive); 
demanding responses to requests or 
complaints within an unreasonable 
timeframe; refusing to accept that some 
issues are not within NHH’s remit to 
investigate. Everything depends on 
the circumstances: for example, if your 
complaint has progressed, you can 
expect to deal with a manager rather than 
your housing officer. Your housing officer 
can help to explain what is possible and 
what is not. 

Unacceptable persistence – you should 
always contact your housing officer if you 
have an issue. In rare situations customers 
might be seen as unacceptably persistent 
if they make continuous phone calls, texts 
or emails to staff members; persistently 
refuse to accept the outcome of a decision, 
or seek an outcome which is not possible 
for policy or legal reasons; or persistently 
approach NHH through different routes 
about the same issue.

What action might be taken? 

Unacceptable behaviour is rare. 
When it does occur, the action 

taken will be in proportion to the 
behaviour. We take abusive behaviour 
very seriously and such action will often 
lead to the sanctions mentioned below. 
In the case of persistence, we are more 
likely to take action if customers contact 
their housing officer several times every 
day and in the case of demands, actions 
might be imposed if you refuse to accept 
a decision.   

Actions that may be taken include:

• Verbal or written warnings 
• Contact agreements
• Visiting rules 
• Injunctions
• Eviction 

What are the timeframes 
that I can expect my housing 
officer to get back to me in? 

Housing officers work 9am–5pm, 
Monday to Friday. If you call your 

housing officer within these times and 
leave a message, they will respond to you 
within 24 hours. If the contact that you 
make is written, your housing officer will 
respond to you within ten working days, 
though it will often be quicker than that. 

Q

Q

Q

Q

A

A

A

A
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Your patch

Mutual exchange 
of the quarter

Mrs Mirabile is offering a two-
bedroom property in the borough 
of Islington, near the Barbican, and 
is looking for a three-bed property, 
preferably in the local area but is happy 
to consider other locations. If you are 
interested or would like to find out 
more, please contact Housing Officer 
Juliet Gustave:

020 3815 0829
Juliet.Gustave@nhhg.org.uk

HomeSwapper app – a new 
way to move

HomeSwapper has launched a 
new app with great functionality 
to make it easier for you to find a 
mutual exchange. Available to all 
residents who have an existing 
HomeSwapper account, simply log 
in with Homeswapper or Facebook 
credentials and get swapping!

Download now via the App Store on 
Android or iOS mobile devices.

Don’t risk everything  
– get insured

The risk of fire, flood and burglary 
increases among lower income 
households. More than one in 25 social 
rented houses were burgled in 2010/11 
– nearly twice the national average. 
Despite this, take-up of home contents 

insurance is low among housing association tenants. 
Insuring your possessions against theft, vandalism, fire or burst pipes is your 

responsibility, and that includes all items in your home not just high-value possessions 
(such as your TV or phone). Could you afford to replace your contents if they were 
damaged or stolen?

NHH has agreed a low-cost insurance policy with Aviva. To find out more contact your 
housing officer. For more information on home insurance, visit:

www.moneyadviceservice.org.uk/en/articles/do-you-need-contents-insurance

Don’t get caught out  
by bogus callers

NHH has had reports of bogus caller 
scams in the last six months. Although 
most people who come to your door will 
be genuine, not all are. Police community 
support officer’s Denise Smyth and Dawn 
Baxter share their tips.

What is a bogus caller?
Bogus callers are people who pretend to 

be someone they are not, like a workman 
or someone from a utility company. 
In rare cases they could be looking to 
commit a distraction burglary by tricking 
their way into your home in order to steal. 

What can you do?
Use your door viewer or look through 

your front window to see who is there. 
Always be cautious about anyone 
unknown who comes to your door without 
arranging it with you first. NHH does carry 
out emergency out-of-hours repairs at the 
request of residents, but look out for the 
following to ensure visits are genuine:

• Employees should always carry 
identification – always ask to see it

• When anyone claiming to be from a 
service company comes to the door, 
always ask for their ID, then close the 
door and call the customer services 
department to confirm it (a genuine 
caller will not mind waiting)

• Employees would never under any 
circumstances ask you for money

If you are uncertain about someone 
who visits your property, please call 
your housing officer or the out-of-hours 
emergency repairs line on 0845 603 0714.

For more information on avoiding 
bogus callers, visit: content.met.
police.uk/Article/Bogus-calle
rs/1400010701093/1400010701093 

If you believe a bogus caller has attempted 
to gain entry to your home, please report 
this to police and provide a description.

Case study – A group of men attended 
an elderly resident’s property, claiming 
they were carrying out “weekend out-of 
hours repairs” and that they had been
sent by the resident’s housing officer.
They gained access to the property,
convinced the resident that emergency
repair work was needed and demanded
a large sum of money, which the
resident paid. 

£29,000  
National average 
estimated cost 
to replace home 
contents
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Money matters

Have you downloaded the  
My Notting Hill app yet?

Last year, we launched a free resident 
app allowing you to self-serve anytime, 
anywhere. Simply search for ‘My 
Notting Hill’ in the Windows, Apple or 
Android App stores and start using it 
today to do all of these things:

• Update your contact details. 
• View your details including your 

address and tenancy – we’ve 
recently updated the app which 
means you can now make changes 
to your name or title automatically 
(eg if you get married).

• Request contact from your 
housing officer. We’ll then contact 
you, saving you a phone call. 

• Manage your account and make 
payments – you can use the app 
to view your rent statement and 
rent charge breakdown, or make a 
secure payment 24 hours a day. 

• Check the status of repairs – 
including raised, scheduled or 
completed repairs, making it easier 
for you to get updates at your 
fingertips.

If you‘re having problems logging 
in for the first time it’s most probably 

because we don’t have your date of 
birth on record. This isn’t an issue – 
just give your housing officer a call and 
they’ll add it to the system. 

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 (payment 
reference number, last name, date of 
birth and postcode) that matches our 
records. If you have any issues setting 
up an account, please contact your 
housing officer.

We’ll be adding more self service 
features over time too, so look out for 
updates.

Are you ready 
for Universal 
Credit?

Universal Credit, a new benefit for 
working age people, is being introduced in 
stages and whether or not you can claim 
depends on your personal circumstances. 
Even if you don’t need to claim it now, 
there are things you can do to make sure 
you’re ready for the change:

• Make sure you have a bank account 
which you can use to pay your rent and 
bills by direct debit or standing order

• If you currently manage your money 
on a weekly or fortnightly basis, think 
about how you’ll adjust to receiving 
one payment per month. Create a 
monthly budget by writing down 
how much your bills are and how 
much you spend each month. The 
Money Advice Service has online 
tools which will help you do this – 
www.moneyadviceservice.org.uk

If you start claiming Universal Credit, let 
your housing officer know straight away; 
they will be able to offer any advice or 
support you may need.

Free, impartial debt 
advice for residents

We’re teaming up with StepChange 
debt charity to make sure that residents 
have access to free and impartial advice. 
StepChange helps more than 500,000 
people a year across the UK to overcome 
debt problems and get their lives back on 
track. They can provide you with advice 
over the phone or online, and will work 
with you to understand your situation 
and find the solution that’s right for you. 

Call 0800 138 1111 (free from landlines 
and mobiles) or visit www.stepchange.
org to find out how they can help. 

Remember: if you’re worried about 
debt, don’t ignore it – no matter how big or 
small the problem seems, help is available. 

Tax credits renewals 
Between now and the end of June, HM Revenue and Customs (HMRC) are sending out 

more than six million renewal packs to residents receiving tax credits. The deadline for 
renewing your tax credit claim is 31 July. 

The quickest and easiest way to renew is online at www.gov.uk/managetaxcredits 
and you’ll get a confirmation text as soon as your claim is in.

The HMRC’s improved digital service also means you can:
• Notify HMRC of all changes in your circumstances
• View when your next payment is due and how much it will be
To use the online service you will need access to:
• Your National Insurance number
• Your renewals pack
• A mobile phone
• Information about your income (for example your P60). You can find a full list of 

suitable documents here: www.gov.uk/claim-tax-credits/what-counts-as-income
HMRC also has online advice and web chat facilities to help you with any queries you 

may have. Remember – don’t leave renewing to deadline day.  www.gov.uk/renewing-
your-tax-credits-claim.

In our last issue we mentioned that we will no longer post quarterly rent 

statements; instead you will receive an annual statement by post. Your 

June rent statement will be the last one you receive this year. However, 

you can still access your rent statement via our app (see below) or online 

portal (visit www.nottinghillhousing.org.uk and click on ‘resident login’).


