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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?

Memories come flooding back 
as orchestra performs classics
Music-loving residents at Penfold Street, our extra care 
scheme near Edgware Road, had the chance to join an 
orchestral film recording in late January.

Albert’s Band, the resident ensemble for the 
Royal Albert Hall’s education and outreach 
programme, spent the afternoon performing 
their renowned Songbook for residents. During 
the one-hour performance, Albert’s Band took 
residents on a journey back in time with a set 
list featuring the music of Dame Vera Lynn, Sir 
Tom Jones, The Beatles and Frank Sinatra.

And, if the band themselves weren’t enough, 
they arrived with Karma film makers, a 
London-based production company, in tow. 
They filmed the session on behalf of the Royal 
Albert Hall. 

Speaking with Michael J Martin, Director of Creative for Karma, residents 
described what music meant to them, speaking of its power and ability to ignite 
memories. Patricia, a resident at Penfold Street since 2015, described the session as 
“a wonderful thing for NHH to do.” She explained, “We all know and recognise these 
songs, it makes us happy. I associate music with parts of my life, it helps bring back 
memories.” 

David, who shared his love of singing along to Frank Sinatra’s Blue Eyes described 
the musicians as “brilliant”. “Listening to music together makes you feel relaxed and 
brings staff and residents together”, added Jeanette.

Michael J Martin praised the staff at Penfold Street, describing them as 
“inspirational”. “As a professional film and television production company we shoot 
a lot a varied subjects and topics, from the Rio Olympics with the BBC to music 
videos for leading artists,” he said. “However, the day we filmed with NHH for the 
Royal Albert Hall was one of those occasions where my crew and I were genuinely 
moved. The wonderful work that the staff do was clear to see and the level of care 
and professionalism outstanding. It was our pleasure to capture the Songbook 
concert and work with such an inspirational bunch of people.”

Penfold Street, an NHH extra care scheme, provides round-the-clock care 
and support to older residents, including specialist provision for residents with 
dementia. All residents have access to a host of engaging activities, as well as having 
the opportunity to access a diverse programme of events delivered by Penfold 
Community Hub. 

For more information on our extra care schemes, visit www.nhhg.org.uk/rent-
with-us/care-and-support.
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“Outstanding” care scheme  
is ranked one of best in the country
Extra care services at Turnberry Court have been hailed as “outstanding” by inspectors – 
making it one of the first schemes in London to receive the accolade.

Living at the scheme, in Greenford, 
has improved residents’ quality of life 
and encouraged them to be citizens 
within their community, a Care Quality 
Commission (CQC) report said.

Inspectors spent two days at Turnberry 
Court during December, hearing from 
staff, residents and their families about the 
high levels of care provided.

Their report said: “People who used the 
service and their relatives spoke extremely 
positively about the quality of care and 
support provided. They repeatedly told us 
staff went the extra mile to help.

“Relatives told us they were confident that 
people who used the service were safe and 
supported by competent staff and praised 
the ways in which people’s quality of life 
had improved since their family members 
moved in.”

Residents also extolled the virtues of 
the activity schedule at Turnberry Court. 
Inspectors heard how staff spent time 

speaking to them about their hobbies 
and interests and used that information 
to create a full programme of fun and 
interesting activities.

Residents were enthusiastic and said 
there was plenty to do, while they are also 
encouraged to be citizens in their own 
community.

The report added: “There was an 
exceptionally inclusive atmosphere and 
people felt involved in how the service 
was run. We observed excellent examples 
of good caring interactions. Staff treated 
people with the upmost dignity and there 
was a respect between people and staff that 
created a warm and caring environment.”

Staff were also consistently positive 
about the way the service is managed and 
the support they receive. They described 
a positive working environment with 
high levels of job satisfaction and said 
good teamwork is contributing to positive 
outcomes for residents.

Linda Strong, Assistant Director of NHH 
Pathways, said: “To receive a rating of 
outstanding from the CQC is a massive 
achievement and real testament to the hard 
work and care put in by all of our staff at 
Turnberry Court.

“We pride ourselves on providing a safe, 
warm and inclusive environment for all of 
our extra care residents and I am thrilled 
that those efforts have been reflected in the 
inspectors’ report.”

Turnberry Court provides 38 one and 
two-bedroom flats. NHH Pathways is 
the care and support arm of Notting Hill 
Housing.

‘Wherever I lay my head becomes home’ 
One of our housing officers, Igho Akpogheneta, has penned a poem about homelessness after finding out 
someone he knew for years had once been forced to live on the streets. They had eventually moved into sheltered 
accommodation, then student housing, before finally being housed by Notting Hill Housing.

HOMELESS.

A tramp, a beggar, call me what you may 
For me it didn’t always used to be this way 
I used to have a job a home and a car 
Now cardboard boxes I sleep on and gaze into the stars

Only in summer as winter is too wet for me 
And my thoughts are my only company 
With the winter comes wind rain and sometimes snow 
Soup kitchens and hostels is my shelter from the cold

I trudge the pavement daily with no shoes 
Constantly from ignorant people I receive abuse 
From Bond Street to Oxford Street I keep moving on 
Then to King’s Cross on train right up to Farringdon

Shop doors and arches are my home 
For my hair I have no brush I have no comb 
Trafalgar Square is where I sometimes have my bath 
Some people think I’m crazy others just laugh

Occasionally a smile, money for tea 
Is this from the heart or do you just feel guilty? 
Seeing me sleeping rugged on the street 
With torn clothes and unkempt hair looking like a freak

If I don’t scare you can we talk for awhile? 
I could do with some money but I’ll settle for a smile 
See my problem as a homeless, is not highlighted enough 
Too common is a conception is we’re all alcoholics on drugs

Right now I am tired so it’s sleep for me 
To recuperate and get ready for my next journey 
Towards north, south, east or west I don’t know 
But when I’m tired wherever I lay my head becomes home

(All rights reserved) Written by Igho Akpogheneta   ©
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Developments round-up
NHH has ambitious plans to build 1,400 much-needed homes for London every year., 
with projects ranging from large community regeneration schemes to supported housing 
properties. PR Officer Wayne Tuckfield shares the latest news.

Public square ‘will help 
Aylesbury thrive’

The regeneration of the Aylesbury 
Estate has taken another step forward with 
planning consent being granted for a new 
public square.

The 2.5 acre site along Thurlow Street, 
known as Plot 18, will feature a state-
of-the-art library as well as brand new 
medical and early years’ facilities for the 
local community. There will also be 122 
new homes, half of which will be for social 
rent or shared ownership.

NHH and the design team worked 
closely with residents of the Aylesbury and 
the surrounding area, as well as library 
and medical teams, to create public spaces 
and community facilities that meet their 
needs. 

This decision will allow a focal point for 
the community to be delivered early in the 
regeneration of the Aylesbury Estate so 
residents can start benefiting as soon as 
possible.

Eleanor Purser, Project Director for 
NHH, said: “These proposals build on 
the key landscape and design principles 
from the Masterplan designs that were 
approved last year, creating a high quality, 
useful and attractive public open space 
for everyone, surrounded by community 
facilities that will help this neighbourhood 
thrive both now and in the future.”

The design team for Plot 18 is led by HTA 
Design LLP and includes Duggan Morris 
Architects.

Deputy Mayor hails scheme 
providing hundreds of 
affordable homes

Work on 919 homes in Hounslow – half 
of which will be affordable – was launched 
in January by London’s Deputy Mayor for 
Housing.

James Murray, Deputy Mayor for 
Housing and Residential Development at 
City Hall, praised the landmark scheme 
during a ground-breaking ceremony to 
mark the beginning of work, as well as the 
efforts of the council and the new Mayor 
to raise the level of affordable housing it 
provides.

He said: “I was delighted to attend the 
ground-breaking event and I’m pleased 
that we have been able to work together 
to get this development up to 50 per cent 
affordable homes to rent and buy. I look 
forward to seeing this built as quickly as 
possible to provide much-needed homes 
for Londoners.”

The project falls in one of the first of 
the Mayor’s Housing Zones, which bring 
together councils, housing associations, 
developers and businesses to support plans 
to build more new and affordable homes in 
London.

NHH, working with Linkcity, will be 
providing the new homes at the current 
civic centre site in Lampton Road, with grant 
support from the Mayor of London funding 

an increased amount of affordable housing. 
There will be a mix of studios, one, two 

and three bedroom apartments across 10 
buildings varying between three and nine 
storeys.

Meanwhile, Bouygues UK will be 
building new civic offices, a library and café 
for Hounslow Council in nearby Bath Road. 

Cllr Steve Curran, Leader of Hounslow 
Council, Kate Davies, Chief Executive of 
NHH and Fabienne Viala, Chairman of 
Bouygues UK, were among the special 
guests at the event.

Kate said: “This scheme is one of the best 
things happening in London and we are 
really excited to have been chosen to work 
here. 

“It’s an audacious scheme, to knock 
down the council’s civic centre, build it 
somewhere completely different and put 
homes up, but to be building affordable 
housing on this scale is fabulous. There will 
be lots of housing that’s affordable for local 
people and I think the public in this area 
will be thrilled to bits.

“This vision of real genuine partnership 
over a sustained period, providing nearly 
1,000 homes, is a real testament to the hard 
work that’s already gone on here and we are 
pleased to be part of it.”
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New community a  
boost for low-income families

New high quality homes owned and 
managed by NHH are giving low-income 
families the chance to live in a brand new 
community in Colindale.

The 177 homes, at Beaufort Park, are in 
addition to 440 affordable homes already 
delivered in the development.

More than 2,000 homes have now 

been delivered at Beaufort Park by 
developers St George, which in little over 
a decade, has seen the transformation of 
a redundant RAF aerodrome to a vibrant 
new community with a thriving high 
street and commercial centre.

Mark Vaughan, Group Director of 
Commerical Services at NHH said: “We 
are excited to be managing these high 
quality new homes at Beaufort Park, 
which will provide great places to live for 
our residents. It is fantastic to be working 
with St George and Barnet Council to 
provide much needed affordable homes 
in the borough.”

When complete, Beaufort Park will 
comprise 3,231 homes, 687 of which will 
be affordable; 85,000 sq ft of commercial 
space; and eight acres of landscaped 
open space.

Last year, we upgraded our phone 
system to make it easier for you to 
contact us, and phone numbers 
have been forwarding from the old 
numbers to the new ones. 

Please note, call forwarding will be 
switched off soon so please remember 
to contact your housing officer on the 
new numbers we provided you with 
(starting with 0203). Your housing 
officer still has the same mobile number 
for text messages and WhatsApp if you 
prefer to get in touch this way. 

If you have any questions, please ask 
your housing officer when you next 
speak to them.

Living in North London?
Do you want to be involved in an exciting new project 
which will build your housing knowledge, give you some 
project experience and improve how NHH runs its estates? 

Call forwarding 

is being 
switched off

As a resident, you use our 
services and live in the homes 
and neighbourhoods we manage. 
This means no-one knows your 
community better than you. So 
why not share your knowledge and 
experience?

Our North London Local Scrutiny 
Panel will be examining one 
of NHH’s mixed-tenure estates 
throughout 2017, to learn about the 
various challenges that arise for 
residents and staff alike and work to 
find creative solutions together. 

The panel will focus on common 
problems that occur such as repairs 
and maintenance, anti-social 
behaviour and communicating 
with NHH. It will give members a 
chance to focus on what matters to 
them about a service and make clear 
recommendations for improvement. 

Do you:
• Have an interest in how we are 

doing and working with us to 
improve services to the benefit 
of all our residents?

• Want to get some experience 
working on a project?

• Like to share and discuss 
new ideas to improve service 
delivery?

• Want to meet new people and 
learn new skills?

If so, please email involvement@
nhhg.org.uk or ring 020 3815 0010 
today to get started or ask for more 
information. 

Community 
groups share 
£7,500 grant

Seven groups have shared £7,500 from 
NHH to improve lives on the Aylesbury 
Estate in Southwark.

NHH is working with Southwark 
Council to provide 3,500 new homes 
on the Aylesbury, half of which will be 
affordable homes. Of that half, 75% will be 
let at social rents, with the rest for shared 
ownership or shared equity.

The range of projects supported through 
the Community Grant programme have 
benefitted 576 Southwark residents so far, 
432 of whom  are from the Aylesbury.

In the last round of grant bids, in 
autumn 2016, projects to receive funding 
included improvements to a resident-led 
community garden, an older people’s 
health and fitness group and a healthy 
packed lunch scheme for parents and 
children.

The next round of applications will open 
at the end of March.
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NHH has always had a Tenant 
Support Programme, which 
is accessible through housing 
officers and offers support 
to residents. Our volunteer 
programme and the activities 
officers in our extra care 
schemes are all part of this. 

In recent years, welfare 
reform and extensive cuts to 
local authority services have 
impacted on many tenants, so 
in response we have been busy 
developing a network called the 
Partnership Programme.

This involves building 
relationships with multiple 
service providers across the 
boroughs we work in, so housing 
officers can refer tenants directly 
to these services. These services 
can offer support to get a job, 
save money, learn skills or move 
home.

But sometimes we still need 
some extra help, and as a result 
our volunteer programme is 
expanding to include new roles 
in two of these services – Help 
to Move and Digital Champions.

Help to Move 
Volunteer 
Opportunity

Could you give two hours 
a fortnight to visit someone 
elderly who wishes to move 
home and help them find a 
smaller property? 

If so, the Volunteer Network needs you. 
We are currently recruiting Help to Move 
volunteers across parts of west London 
who have good IT and interpersonal 
skills. If you’re interested in this role please 
contact volunteering@nhhg.org.uk. 

NHH has more than 1,000 elderly people 
living in large properties and often they 
can find it hard to manage the cleaning, 
maintenance and generally getting 
around. The Help to Move volunteer role 
is an important one offering emotional 
support while working alongside staff 
to help people switch to a more suitable 
property, which in turn helps promote 
wellbeing. 

Residents who receive this support 
will get a fortnightly visit from their Help 
to Move volunteer, who will show them 
properties available in their area. They 
will also take residents to see sheltered 
schemes and meet people like them who 
have downsized.

NHH has many residents who lack basic digital skills, which means they can’t 
take advantage of cheap deals, they struggle to manage their benefits and job 
searches online and don’t enjoy the benefits of online banking.

More than this, our residents without digital skills miss out on the social contact 
being online can bring, such as Skyping family and friends or keeping up to date on 
social media. 

We have teamed up with Digital Unite to create a bespoke online platform for our 
Digital Champions to learn how to deliver training and new skills to people in their 
community. Our Digital Champions will be able to borrow technology from us to 
take out into the community and deliver group workshops or one-to-one sessions. 

The platform will support them to train themselves on how to show others online 
banking, job searches, price comparisons and much more.

Do you have the passion and time to teach yourself new skills and support 
others to learn new things? Could you give two hours a fortnight to support 
people in your local community develop digital skills? 

If so, the Volunteer Network needs you. The Digital Champion role not only 
provides digital skills, but these skills will in turn help residents manage their money 
better and improve their wellbeing. We are currently recruiting Digital Champions 
across all of London who have good IT and interpersonal skills. If you are interested 
in joining our digital team please email volunteering@nhhg.org.uk.

Tenancy Support  
Programme
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London Plus Credit Union  
‘Save as you borrow’

NHH has partnered with London Plus Credit Union to help 
our residents access savings loans. These loans are available for 
anyone earning more than £125 a week to cover any household 
item you might need. Not only is the interest a lot lower than 
other providers (see below), but you pay in a small amount extra 
each week or month which goes into a savings account for you.

These loans usually require a £35 admin fee, but if you let 
London Plus know you’re a NHH resident we will pay this fee for 
you. 

Either ask your housing officer for a referral or visit www.
londonpluscu.co.uk 

Feature 

We are working with SHINE London 
to help NHH residents in any London 
borough find the right services to 
improve their lives.

SHINE can help in a number of ways, 
including:

• Saving more than £300 on your 
energy and water bills: If you are on 
a low income you may qualify for 
discounts on your electricity and water 
bills. Together these save the average 
household in excess of £300 a year.

• The Energy Doctor: SHINE will visit 
you in your home for free. They can 

advise you on how to save money 
by using your heating efficiently and 
understanding your bills. They can fit 
small energy-saving measures such 
as draught-proofing.

• Advice on how to cut your energy 
bills: SHINE can advise you on 
practical things you can do to reduce 
your bills, such as how to check you 
are on the best tariff.

• Energy debt assistance: SHINE is a 
specialist in energy debt support and 
can help you speak 
with your supplier to 
set up payment plans 
and apply for help 
clearing debt.

They can also help 
you stay safe, warm and 

well by putting you in touch with other 
services that can help you, such as benefit 
checks, fire safety visits and air pollution 
alerts.

Please note that all services are subject 
to eligibility and may vary by borough. 
SHINE is targeted at vulnerable groups, 
older people, people with disabilities, and 
low-income families with dependent 
children, but does not operate strict 
eligibility testing. If you think you would 
benefit from a referral to SHINE, please 

contact your housing officer 
or visit www.shine-london.
org.uk to self-refer.

How it compares
If you needed to buy a household good and chose to use a high-

street rental store, such as Brighthouse, you can see how much 
more you would pay, over a longer period of time and end up with 
no savings. The cost of buying with Brighthouse is twice that of 
getting a loan with London Plus, takes twice as long to pay back 
and will leave you in debt for longer.

These prices were all checked at www.brighthouse.co.uk on 8 
Feb 2017.

Amount Weeks
Loan  
Repayment Interest

Savings  
at the end  
of the loan

£510.25 
(fridge)

156 £6.50 £503.75 0

£628.01 
(washing 
machine)

156 £8.00 £619.99 0

£785 
(sofa)

156 £10.00 £775 0

London Plus Credit Union  
Save as you borrow loan:

Amount Weeks
Loan  
Repayment Interest

Savings  
at the end  
of the loan

£500 52 £10.84 +£4 
savings

£63.32 £208.00

£600 52 £13.01 +£4 
savings

£74.98 £208.00

£700 52 £15.17 +£4 
savings

£88.69 £208.00

£800 52 £17.34 +£4 
savings

£101.35 £208.00

http://www.londonpluscu.co.uk
http://www.londonpluscu.co.uk
http://www.brighthouse.co.uk
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Ask the expert:

Complaints  
explained

Declan Feenan, Complaints Officer

I’m Declan Feenan, NHH’s only 
complaints officer. I ensure we 
learn as much as we can from the 
complaints we receive and support 
our staff with any complaint-related 
issue they might have. I also deal 
with any enquiries that come to us 
via the Housing Ombudsman. The 
views of our residents, both good 
and bad, are really important to us 
so we’d love to hear from you about 
the service you receive.

If a resident wants to make a 
complaint, how do they do it? 

You can make a complaint either 
directly to your housing officer by 

telephone, email or letter or by contacting 
the complaints team directly. To reach 
us you can email complaints@nhhg.
org.uk or head to the Contact Us form on 
our website www.nhhg.org.uk/contact-
us. When getting in touch, it’s really 
important you outline your complaint as 
best you can and include your full name 
and address, email or telephone so we can 
get back to you.  

What happens once a 
complaint has been made? 

We’ll acknowledge the complaint 
directly with you and pass it on to 

the relevant member of staff who is in the 
best position to resolve your complaint. All 
complaints we get are logged on a central 
IT system which allows us to keep track of 
cases to ensure we respond to you in time. 

My housing officer is doing a 
great job, how do I give them 
an official compliment?

Sending us compliments is a 
great way of ensuring staff get 

recognised for their good work, and 
ensures we know what it is we are doing 
right so we keep doing it. You can send 
your compliment to nhhtfeedback@
nhhg.org.uk making sure you include 
the name of the staff member you are 
complimenting and your address. You 
can also fill out the online form the 
Contact page of our website www.nhhg.
org.uk/contact-us.

What are the most 
common complaints and 
compliments?

Repair-related complaints account 
for almost half of the complaints 

we receive, with complaints about 
housing management coming next. 
The compliments we receive relate to the 
professionalism and customer service our 
staff provide.  

Have you had resident 
feedback on the complaints 
and compliments process? 

We recently carried out a resident 
survey via phone and email asking 

for feedback on how residents found our 
complaints procedure and if they had any 
suggestions for improvements. We were 
disappointed to hear that most of those 
responding felt it was too difficult to make 
a complaint. We’re hoping that by talking 
about complaints more openly it will be 
easier for residents to feel they can make a 
complaint. Also, we are always looking to 
see how we can make our processes better 
for our residents. 

If you have ideas about how we 
can improve our process email 
complaints@nhhg.org.uk.

Q

Q

Q

Q

Q

A

A

A

A

A

Feature 

Do you want a career in construction?
The Construction Training Initiative helps to 

support the unemployed, socially disadvantaged 
and under-represented groups in achieving 
industry-recognised qualifications and site 
experience, leading to sustainable long-term 
employment within the construction industry.

CTI are currently recruiting for trainees and 
apprentices, particularly residents in the boroughs 
of Hounslow, Barnet and Southwark. These 
vacancies are open to 18 year olds and above.

For further information please contact: 020 3815 2341 or cti@nhhg.org.uk
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The big picture
We are currently developing a new customer strategy which will 
provide great, simple and reliable online features for residents, 
improving how we provide our services. As part of that project, 
we’ve made a few changes to our Executive Board. One of these 
is to appoint a new Group Director of Housing – Annemarie 
Fenlon.

What is your background at 
NHH?

I’ve been working with NHH since 2010 
when I worked as a consultant.  One of 
the things I contributed to at the time was 
the development of our Local Scrutiny 
Panels (LSPs), including running the pilot. 
I’m delighted that they recently celebrated 
their fifth anniversary and are now an 
established part of our resident involvement 
activity. For the last two and a half years, 
I’ve been working in the Development 
and New Business department, where my 
remit included ensuring that the homes we 
build are of a good quality standard and are 
completed on time and within budget.  

What are you responsible for in 
your new role?

I oversee the teams who look after the 
homes which are part of, and the residents 
who live in, our permanent rented (PRH) 
and extra care housing. That means my 
senior managers and I are responsible for 
nearly 20,000 homes and more than 500 
colleagues. I also manage our Business 

Improvement Directorate, who make sure 
we remain ahead of the game in terms of 
policy and good practice, deal swiftly and 
effectively with complaints, address some 
of the challenges faced by our residents as a 
result of welfare reform, and that we comply 
with regulations and legislation – among 
many other things!   

How excited are you about  
the job?

I am really excited and delighted to have 
been given this opportunity to work with 
residents and colleagues to continue to 
provide good quality affordable homes 
and care and support services to an ever 
increasing number of Londoners.  I am 
looking forward to having the opportunity 
to meet residents across our homes in 
London in the coming weeks and months.  

What are the big challenges  
you face?

Although resident satisfaction is at an all-
time high for us at 75% for PRH and 87% for 
extra care residents, we know there is more 

we can do to improve our services, whether 
that’s a repair in your home or being able 
to get hold of your housing officer quickly. 
To address this, we’ve recently started work 
across NHH on a significant programme 
of work, which aims to add great, simple 
and reliable online services to our popular 
Altogether Better model – in which one 
colleague takes responsibility for each of 
our residents to provide a truly personal 
service when it’s needed. So, there’s lots to 
think about and plenty to get on with, but 
I’m looking forward to the challenges and 
opportunities ahead. 

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 

The easy way to move home
If you are looking to move home, one 

of the easiest ways is to swap properties 
with another resident through a mutual 
exchange. 

Our housing officers are always 
looking for ways to help people exchange 
properties. Stacey Hislop and Daniel 
Hibbs-Woodings recently ran a mutual 
exchange event for residents living in 
Lambeth. 

Speaking about the event, Stacey said: 
“Danny and I ran an event for residents 
on our patch as a lot of people ask about 

ways to swap their property for something 
more suitable. More than 60 people came 
in the end and we had helped residents 
to make estate agent-style adverts of their 
properties. 

“There was lots of interest in swapping 
and so far we have finalised two 
exchanges – which is great. Quite a lot of 
residents had very specific requirements – 
even down to living on a particular road so 
I would advise anyone who wants to move 
to try to be as flexible as possible.”

You can find thousands of properties 

available for mutual exchanges on the 
national mutual exchange website – 
Homeswappper. It allows you to look at 
properties by price, area and number of 
bedrooms. You can register for free at 
www.homeswapper.co.uk.
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#onenottinghill 
NHH is committed to promoting equality, diversity 

and inclusion throughout our staff and residents alike. 
We do this in a number of ways – such as in the last 
edition when we shared our Annual Diversity Report 
with you. 

Building on that, we would like to invite residents to 
join a campaign we are already running with our staff to 
celebrate the diversity of all of the individuals who come 
together to form NHH. What makes you, you? What 
would you write on your board? 

Want to find out more or get involved? Get in touch 
with us on email at Residentinvolvement@nhhg.org.
uk or by calling 020 3815 0010.

Help shape the future of  
The Resident? 

We love The Resident and we hope you do too! We want to make sure 
it is meeting the needs of an increasingly diverse readership. Whether 
you read it over a cup of tea at the weekend, or on your phone while 
travelling to work, we want to learn more about the best ways to deliver 
the latest news from Notting Hill Housing.

We plan to move more of our content online and update it more 
often, so we want to know which bits of The Resident you like best! 
Let us know by emailing communications@nhhg.org.uk with your 
favourite features and most appreciated articles.

Feature 
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Benefit 
changes
The government have announced 
a series of benefit changes 
starting this month, affecting 
Child Tax Credits, Universal 
Credit and Employment and 
Support Allowance.

Changes affecting families with 
more than two children

Anyone making a new claim for Child 
Tax Credit or Universal Credit will only 
receive support for the first two children in 
the family.

Families with two or more children 
who are already receiving tax credits 
or Universal Credit will not have any 
additional children born after 6 April 
included in their claim.

There are some limited exceptions, 
such as when a family has more than two 
children due to a multiple birth.

Child Benefit payments are not affected 
by this change.

Changes affecting people who 
are assessed as not fit for work

New Employment and Support 
Allowance (ESA) claimants who are 
placed in the Work-Related Activity Group 
will receive £73.10 per week rather than 
£102.15 per week.

People who are already claiming ESA 
are not affected by this change. 

Changes affecting 18-21 year olds
A new Youth Obligation will apply to 

18-21 year olds who are claiming Universal 
Credit. This will involve an intensive 
job-seeking period and claimants will be 
expected to apply for an apprenticeship or 
traineeship, gain work-based skills, or go 
on a work placement six months after the 
start of their claim. 

There will be no automatic entitlement 
to the housing element of Universal Credit 
for 18-21 year olds who are unemployed. 
Some people will still be able to claim, 
including parents, vulnerable groups and 
people who could previously afford their 
rent without assistance.

If you think you may be affected by any 
of these changes and would like to speak 
to someone for advice, please contact your 
housing officer.

Universal 
credit
You may have heard a lot in the 
news over recent months about 
the introduction of Universal 
Credit – but what is it? And what 
might it mean for you?

Pippa Bell, Welfare Reform Project 
Manager at NHH, provides the low-down 
on the new system, currently being 
introduced in parts of London.

What do I need to know about 
Universal Credit?

• It’s a new benefit for working-age 
people which replaces Jobseeker’s 
Allowance, Housing Benefit, 
Working Tax Credit, Child Tax Credit, 
Employment and Support Allowance, 
and Income Support.

• It’s being introduced in stages and 
in some areas of London you may 
be asked to claim it instead of an 
existing benefit. 

• It’s paid monthly as one lump sum.
• You will have to wait between five 

and six weeks between making 
your claim and receiving your first 
payment.

• If you get help with your housing 
costs this will be included in your 
monthly payment. You will be 
responsible for paying your full rent 
to NHH.

What should I do if I claim 
Universal Credit?

• Tell your housing officer, they will be 
able to offer any advice and support 
you might need.

• If you’re worried about how you’ll 
manage until you receive your first 
payment, ask for an advance. An 
advance payment is a loan, which 
you will have to pay back from your 
future Universal Credit payment.

• Make a separate claim for council tax 
support as this is not included in your 
Universal Credit payment. 

How can I prepare for Universal 
Credit?

• 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

2017 Rent Review
You will be receiving a 1% reduction in your rent from this month. Service 

charges and personal charges are not affected and may still increase. If your rent 
is reviewed at a different time in the year the 1% reduction will still apply but only 
from the date your rent is due for a rent change. If you are a secure tenant the 1% 
reduction will only be applied to your current rent if the registered fair rent set by 
the Valuation Office Agency (VOA) is above the target rent for your property.

Annual Rent Statement
Included in this mailing is your first Annual Rent Statement. It consists of a 

summary page with useful information and a more detailed page showing your 
transactions for the year.
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Since moving into Dorset 
Wharf in Hammersmith, 
families, singles and retired 
people have provided 
invaluable friendship and 
support to each other. As the 
estate approaches its fortieth 
birthday, resident Dee Semple 
speaks to some of the first 
residents to have passed 
through its doors, and takes a 
look at the archives.

Notting Hill Housing has worked with 
Hammersmith Council since the 1970s 
to rent and sell homes at Dorset Wharf, 
which offers a riverside living space in 
which people can relax and make long-
term friendships.

Resident stories
Lisa Johnson has been a Resident 

Monitor on the estate for 22 years. Her role 
is to feed back on cleaning and gardening 
services and attend quarterly meetings 
with contractors to make sure they call 
on the right days and do all the tasks they 
should be doing. Mrs Johnson believes 
that working together with neighbours to 
improve living spaces can go a long way 
in a cross-generational community like 
Dorset Wharf.   

“I think a Tenants’ Association would be 
a good idea, so as a group we could work 
together to improve our estate,” says Mrs 
Johnson. 

A lot of the conversation among 
residents is about using the leafy 
communal garden area more, organising 
a play area, neighbourhood picnics, and 

planning an away day. One idea is to join 
together and recreate events like this 1926 
picture of a riverside children’s outing 
from Dorset Wharf.

Mandy Longworth moved into her flat 
in September 1994. She shared the best 
things about living there, saying: “My good 
memories are having my nieces splashing 
around in the paddling pool when they 
were younger. My home has been a part of 
their lives and memories.” She added she 
enjoyed the area’s tranquillity, privacy and 
exclusiveness.

From the archive
The local archive at Hammersmith 

Library has records dating back to 1892. 
These show that Rainville Road, where 
Dorset Wharf is located, was part of the 
Rosebank Estate in Fulham.  The street 
was a mix of industrial and residential 
with major motor oil company Duckhams 
covering a few blocks.  

The 1970s saw a plan to develop the area. 
The council’s Urban Design and Research 
Group realised that this would mean the 
demise of the oil distribution industries 
and potentially affect employment 
opportunities for local people. This picture 
of a decorator’s shop on the corner of 

Rainville and Wingrave Road was taken in 
1974. There’s still a decorating shop on this 
site 42 years later.

The Dorset Wharf development – 
named by developers T Hoodless of 
Dorset Cottage, Crabtree Lane, Fulham 
– cost Hammersmith Council £1.5m 
and was completed on 6 August 1978. 
It opened amid controversy as the flats 
and maisonettes were left empty for two 
months due to industrial dispute in the 
council lettings department. Security 
guards patrolled the development to stop 
vandals smashing windows.  

It is unclear what the building now 
called Dorset Wharf had previously been 
used for.  Mrs Johnson said she’d heard 
the site had been a children’s home but 
on the back of this photo taken in 1981 the 
archivist thinks it might have been an old 
people’s home.  

Forty years ago the development of 
the Fulham Reach area proposed lots of 
open space, recreation, community and 
leisure activities for thousands of new 
residents housed in the area. Decades 
have passed and that vision has become 
reality with the riverside walk, coffee 
shop, local supermarket, rowing club, 
restaurant and pub.


