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Audio, Braille, large print and translation services 
We can provide any section of this document to you on audio CD, in Braille or in large print. Sometimes, we can also help 
with translations into other languages. If you require these services please contact Customer Services on 0300 373 3000.

 Hello!
Delivering a value 
for money service

Recently I’ve been getting out and 
about spending time with some 
of our front line customer service 
teams. It’s given me an important 
insight into how our services are 
delivered from your perspective.

It also reinforced to me the many 
changes affecting our residents and 
the work of housing associations. 

Universal Credit, stagnant living 
standards, more vulnerable people 
living in our homes and more 
stringent value for money standards 
from the Government’s social 
housing regulator - these are just 
some of the pressures we are facing.

The traditional ways of managing 
a housing association are no longer 
enough. So we’ve decided the time 
is right to re-examine our customer 
service offer for you.

One area we’re really keen to 
develop is our online services to 
make sure they live up to your 
expectations in the digital age. We 
want to make it easier for you to 
access more of our services online 
to help you quickly resolve simple 
day to day issues. 

We’ve already introduced 
improvements to our contact centre 
to make it easier for you to get 
through to the right people, and 

this includes a more efficient email 
handling system which has brought 
down our response times (read 
more on page 18).

As well as making it easier for you, 
all this will enable us to deliver 
a more value for money service, 
making the best use of time and 
money. This will include freeing up 
our neighbourhood officers and 
other specialist staff to manage the 
more complex issues.

You can find out more about the 
work we are doing to improve our 
services to you on page 5. And of 
course if you want to have your 
own influence on this journey, 
remember there are many ways 
for you to get involved from joining 
Residents Panels and Focus Groups 
to becoming a Resident Quality 
Inspector – (read more on pg 19).

Our ambition is to achieve at least 
90% customer satisfaction. We 
know we need to keep evolving our 
service and meeting your needs to 
get there. We believe we can keep 
on improving year on year.  

 

Helen Evans 
Chief Executive

Office opening hours 
and service over the 
Easter period and 
Spring
As always, we aim to provide you 
with a first class customer service 
at all times including over the 
Easter period.  

Our offices will be closed on:
 Friday 30 March (Good Friday)

 Monday 2 April (Easter Monday)

 Monday 7 May  
(Spring Bank holiday)

 Monday 28 May  
(Spring Bank holiday)

Our offices are open to visitors from 
Monday to Friday, 9am to 5pm. 

Remember, you can use the self 
service portal to report a repair, 
view your rent account and pay 
your rent, 24 hours a day, 7 days 
a week, online via our website at 
www.networkhomes.org.uk. 

If you have an emergency repair 
while our offices are closed, please 
contact us on 0300 373 3000 and 
you’ll be directed to our out of 
hours repairs service.

Don’t miss
Keeping safe in 
the kitchen
Page 13



Gold again 
for Best 
Starter 
Home 
Scheme

Looking 
forward  
to a third 
year with  
St Mungo’s!

In November we scooped Gold for 
the Best Starter Home Scheme at 
the WhatHouse? Awards for the 
second year running! 
The award is one of the biggest 
awards in the housing industry and 
is presented to the organisation 
the judges feel has offered quality, 
value for money and given first time 
buyers the opportunity to get onto 
the property ladder.

We’ve been working with 
homelessness charity St Mungo’s 
for the last two years as our 
Charity of the Year partner. 
St Mungo’s works to end 
homelessness and improve the lives 
of those in housing need in London 
and the South East – as a social 
housing provider, we share their 
goals of ending homelessness. 

The highlight of this work has been 
20 of our staff cycling over 300 

Our development – The Crescent – 
in Hertford won the award and is 
a new development featuring 11 
three bedroom townhouses all for 
shared ownership.

miles from London to Paris and 
raising over £66,000 in September 
2017! This is the largest amount 
ever raised for St Mungo’s in a 
single challenge event in its 50 year 
history. 

We will be supporting St Mungo’s 
for a third year as our Charity of 
the Year, with staff taking on the 
Three Peaks Challenge – climbing 
the highest mountains in Scotland, 
England and Wales in 24 hours.

The Crescent is part of our wider 
regeneration of the Sele Farm 
Estate in Hertford, which includes 
transformation of the Ridgeway into 
120 modern, mixed tenure family 
homes.

Staff will also be doing a sponsored 
walk from the SW9 Community 
Housing office in Stockwell to the 
Network Homes office in Wembley.

Most recently, we all took part in 
St Mungo’s Woolly Hat Day, raising 
hundreds of pounds by wearing 
woolly hats all day and raising 
awareness of homelessness.

Latest news

3www.networkhomes.org.uk
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LGBT activist 
honoured 
with plaque

Five stars for health 
and safety!

A plaque to commemorate the 
late artist, film maker and LGBT 
activist Derek Jarman has been 
unveiled outside one of our 
homes in Islington.
Singer and actress Toyah Wilcox 
pulled the string to unveil the 
plaque at an event held at the 
property in Liverpool Road where 
Jarman lived between 1967 and 
1969. The event was held on 1 
February which would have been 
his birthday.

Derek, who died in 1994, made 
several films in the 1970s and 
80s including, ‘Jubilee’, which 
featured Toyah. He later became 

a passionate activist for gay rights 
campaigning against legislation 
banning the promotion of 
homosexuality.  

His home at the top of the property 
made an ideal studio, with a 
smaller back room serving as his 
bedroom. It was from here that 

Derek worked on the stage and 
costume designs for the inaugural 
production of Don Giovanni at the 
London Coliseum in 1968.

Speakers at the ceremony included 
Islington Mayor Una O’Halloran 
and Derek’s former partner Keith 
Collins.

Network Homes has climbed to 
the top of the health and safety 
ladder and received a five star 
rating.
This follows an audit by the 
British Safety Council where our 
occupational health and safety 
performance was measured against 
some key best practice indicators. 
Network Homes received top marks 
gaining the Level 5 Award. 

These indicators measured 
included leadership, stakeholder 
engagement, risk management, 
organisational health and 
safety culture, and continual 
improvement. These were 
continually assessed  
throughout the  
audit process.

Latest news

“We could not  
have achieved the  

Level 5 Award without  
all parts of the business  

making a concerted effort to 
improve health and safety.

“Health and safety is at the 
core of our business values and 

this award demonstrates to 
clients and potential customers 

that we are a responsible and 
conscientious organisation that 

makes health and safety  
a top priority.”

Helen Evans  
Chief Executive

Neighbourhood Life Spring 2018
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Good homes make everything possibleLatest news

Our factory built homes in 
Neasden received a visit from 
the assistant director for housing 
at the Greater London Authority 
(GLA) Jamie Ratcliff. 
Printworks Apartments is our first 
factory-built development and 
involved the manufacturing of 
a cross-laminated timber (CLT) 
structure, which was delivered to 
site and craned into position. 

The structure was assembled in 
just 13 weeks, which is around 40% 
less time than a traditional frame 
structure. Construction also required 
80% fewer deliveries, reducing 
neighbourhood traffic, pollution, 
and noise. 

The new building, which is due to 
receive over £2 million in funding 
under the GLA’s affordable 
homes programme, is among 

the tallest CLT buildings in the UK. 
The development replaces an old 
rundown 1960s print works with 74 
affordable homes for local people.

Printworks Apartments has 47 
homes for shared ownership and 
27 for affordable rent, in two blocks 
separated by a generous communal 
garden.

www.networkhomes.org.uk

Rethinking our service offer for you
From April, we will have to meet 
a new Value for Money Standard, 
set by the government’s Regulator 
for Social Housing.
The new standard focuses on 
making sure housing associations 
are working as efficiently as 
possible. This includes avoiding 
waste, cutting out work which does 
not seem to add strong value for 
customers, and using our resources 
in the best way, including building 
as many affordable homes as 
we can. We will need to publish 
our Value for Money results in our 
financial accounts every year.

This is one reason why we’re taking 
another close look at our range of 
services. We want to see if we can 
improve the service we offer you 
by working in different ways. This 
will include a big push to develop 
more online services you can access 
through your phones, tablets and 
laptops etc. 

We’ve also found that nearly 80% 
of rent arrears are down to just 20% 
of people, and 80% of the day to 
day repairs we do come from just 
over a quarter of our homes. One 
way of becoming more efficient 
might be to work closely with these 

people, to help manage their issues 
more quickly and effectively. 

Over the next few months we’ll be 
looking at how we work, talking 
to residents – including those on 
our Local Panels, and deciding our 
future service offer. 

Our goal is to push overall customer 
satisfaction with our services up 
to at least 90%, while meeting 
the Regulator’s Value for Money 
requirements. At the moment 
satisfaction is at 85%, so we hope 
that the work we are doing will help 
us achieve that last 5%.

GLA tours 
new factory 
built homes 
in Neasden
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The recent Older Persons 
survey showed we have 
improved our customer 
satisfaction results to a 
staggering 92% - this is a 7% 
increase on last year’s results. 
Importantly, the survey also 
showed that 91% of our tenants 
said living in a sheltered housing 
community has improved their 
sense of wellbeing.

It’s important to us as a  
social housing provider to do 
more than just provide homes. 
We know that good homes make 
everything possible and putting on 
activities and events for our older 
people really helps to increase the 
community feel where we work. 

Scheme events 
Throughout the year, the  
Older Persons service has put  
on a number of great events  
and activities:

 Monthly music night

 Bingo

 Choir practice

 Sing along

 Afternoon tea

 Flower arranging

 Cake sales

 Fundraising for charities

 Valentine’s Day celebration

 St Patrick’s Day party

 International Day festivities

 Carnival

 Diwali.

We’ve also just started some keep fit 
classes in our extra care schemes too.

Reaching for the top!

We work closely with the 
communities we serve and we 
invite older members of the 
community to come along. This 
helps to create new friendship in 
the community, improve people’s 
wellbeing and combat loneliness, 
not just for our residents, but local 
people too.

Trips and outings 
We also have a number of external 
trips and outings to the seaside, 
Ruislip Lido and our annual Dinner 
and Dance awards. We take trips to 
the Royal Albert Hall and to Logan 
Hall in London too.

All our events, activities and  
trips are advertised on the scheme 
notice boards. If you are over 60 
and interested in joining us for 
activities and trips please call Anne 
Marie Weir on 020 8782 5447.

We are planning an open day in the 
Spring to showcase our housing 
and services for older people. If you 
would like more details or to come 
along please call Toyin Shobande on  
020 8782 4390.



In December, our Community 
Engagement team held some 
winter activities to spread 
festive cheer. Vantage Point in 
East London and Flowers Close in 
North West London hosted these 
events and residents were lucky 
enough to grab a couple of hours 
out of Santa’s busy schedule. 
In total, over 170 residents 
attended the two Santa’s Grotto 
events, and the children got 
to meet the man himself who 
handed out nearly 100 presents. 

Those with a creative streak 
also took the opportunity to do 
some gingerbread decoration 
and to enter our Christmas 

card design competition. In the 
end, there were a whopping 36 
entries in total to the Christmas 
card competition from our very 
talented residents. This gave the 
judging panel a tricky job whittling 
it down, but we have our winners - 
announced below!

As well as meeting Santa, these 
events were a great way for 
residents to meet each other and 
get to know their neigbours. 

If you would like your block to  
be considered for a community 
event in the future, email get-
involved@networkhomes.org.uk.

Christmas card design 
competition winners 
Congratulations 
to our winner,  
8 year old 
Emil for his 
wonderful 
Santa with a 
bulging bag of 
presents! Emil 
wins a £20 
Love2Shop voucher! 

Our two runners-up also had 
Santa front and centre on their 
cards. Runners-up Aldin, aged 
10 and Kelyan, aged 9 receive a 
£10 Love2Shop voucher. Enjoy 
spending your winnings, it was 
well deserved!

Santa visits East and North West London!
Good homes make everything possible

7www.networkhomes.org.uk
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Peter Nwaobi has lived in our 
sheltered scheme at Purves 
Road since 2004. Read what 
he has to say about how he’s 
making friends, singing in the 
Young at Heart choir and even 
winning a card game or two!
“I’ve loved taking the opportunity 
to make friends with a lot of 
my fellow scheme tenants, and 
it’s all thanks to Anne Marie’s 
programmes [Anne Marie Weir is 
our activity coordinator]. 

“As well as visits to other schemes 
for social activities and visiting the 
Royal Albert Hall, we also end up 
improving our skills in card games, 
bingo and music night.

Building and managing homes is 
what we do and we take pride in 
doing it well. But that’s not the 
whole story. 
Our new Community Impact 
brochure highlights what we 
do beyond bricks and mortar to 
improve the lives of our residents 
and make a positive impact in the 
neighbourhoods where we work. 

Key achievements include:
 1,200 new homes started and 
468 homes completed

 34 residents helped into jobs, 10 
into apprenticeships and 13 into 
work experience

 Employment advice and support 
for 122 residents

 1,000 homeless families 
provided with temporary 
housing 

Peter’s feeling young at heart

Investing 
in the 
communities 
where we 
work

“I’m also a member of the Young 
at Heart choir – before joining I 
had never been involved in any 
singing in my life! Based on our 
performances over the last year, 
I can rightly say we are turning 
professional and becoming 
extremely popular. 

“My cousin’s five year old  
daughter wanted to know why 
they haven’t seen much of me 
recently. She was astonished when 
I told her it was because of my 
singing; I even sang a song for her 
too and we all had a dance!

“Anne Marie has done so much to 
transform the lives of the people 
at our schemes and I can’t stop 
praising her! I hope everyone will 
continue in good health and enjoy 
another year of her activities.”

 36 young homeless people 
housed and supported through 
partnership with New Horizon

 755 residents supported with 
grants, furniture and food bank 
vouchers

 £1.2 million in unclaimed 
benefits secured for residents

 £48,000 external funding to 
refurbish two playgrounds

 100 staff volunteering to take 
calls for Comic Relief.

View the brochure at  
www.networkhomes.org.uk/
publications.

Neighbourhood Life Spring 2018

“I’ve loved taking  
the opportunity to make 
friends with a lot of my  
fellow scheme tenants, and 
it’s all thanks to Anne Marie’s 
programmes.”

Peter Nwaobi

@networkhomesuk
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New community centre 
for Stockwell Park Estate 

Stockwell Park Community Centre 
on the Stockwell Park Estate in 
Lambeth has been transformed 
into a brand new modern facility 
for the local community thanks to 
funding from Network Homes.  
The centre’s new look was revealed 
at a launch event in December, 
hosted by Network Homes and 
Community Trust.

Kate Hoey MP, Lambeth Mayor 
Councillor Marcia Cameron and 
Councillor Sally Prentice were 
present at the opening of the 
refurbished centre. Over 100 
people joined these VIPs such 
as representatives from local 
community groups, Network 
Homes’ development partners and 
residents.

Community Trust manages the 
centre where they provide a 
safe place for local residents to 
access essential services such 
as employment advice, creative 
community projects, exercise 
classes and many other support 
services. 

When we took over ownership 
of the centre in 2007, supporting 
the community centre was a key 
priority. We’ve invested £1.8 million 
to refurbish it which included 
upgrading the centre’s facilities and 
extending the building. We also 
provide £120,000 of annual funding 
for the Community Centre.

We have worked together with 
Community Trust on the new 
designs to create an amazing new 
space including a youth recreation 
centre, café, main hall and an open 
plan area for activities. Community 
Trust ensured the centre remained 
open and services were still 
available to the public while the 
improvements took place.

Helen Evans, Network Homes’ 
Chief Executive said: “Transforming 
Stockwell Park Estate is more than 
refurbishing existing properties 
and building new homes. We 
believe it’s essential to invest in 
the wider community by retaining 
and improving services as well 
as creating opportunities for 

local residents. Stockwell Park 
Community Centre provides 
residents with a variety of support 
and recreational services.”

The new Community Centre  
forms part of Network Homes’ 
£175 million transformation of 
Stockwell Park Estate. Since 2007, 
we’ve refurbished 457 homes, built 
six new housing developments and 
created 473 new homes. Last year 
we started work to rebuild Thrayle 
House which will be replaced with 
177 new, affordable homes. 

“We believe it’s  
essential to invest in the  

wider community by retaining and 
improving services as well as creating 

opportunities for local residents.”

Helen Evans  
Chief Executive



Key points:

 Network Homes  
resident – 10 years 

 Time out of work – eight years

 Number of children – four,  
aged 4, 11, 13 and 17

 Determined to enter  
employment

@networkhomesuk

Work experience leads to 
job for mum of four
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Supporting you 

Network Homes resident Sahara 
Sahad is celebrating getting 
her first job in over eight years, 
thanks to the help of our 
Worksmart service.
In 2017, Sahara contacted us to 
see if there were any volunteering 
opportunities within the business. 
The Worksmart team spoke with 
Sahara, organising some sessions 
for her to get employment and 
training support.

During her appointment Sahara 
decided that she wanted to refresh 
her skills, as she had been out 
of work for eight years looking 
after her children. “I wanted to 
improve my confidence, work in 
an office role and be familiar with 
current systems, so I thought work 
experience would help me get  
back into full time employment,”  
Sahara said.

Work experience in our teams
In March 2017 Sahara started her 
first work experience placement 
within our Community Engagement 
Team. The placement was flexible 
and worked around her current 

commitments with her children. 

Sahara was eager to expand her 
knowledge so after a few months 
moved on to our Private Rented 
Operations (PRO) team. Sahara 
said: “I really enjoyed the variety 
of working and learning more 
about how the private rented team 
operated within Network Homes, 
and I stayed in the PRO team for 
over six months because I was 
learning so much about housing!”

Expanding her skills
While working in PRO, a temporary 
role became available for a Lettings 
Coordinator and Sahara decided to 
apply for the role.

During Sahara’s work experience, 
she had continued to meet with 
Worksmart to update her CV and 
create tailored cover letters. And 
now Sahara received support 
from the Worksmart team again 
to prepare for the interview. This 
included a mock interview session 
to make her feel more confident.

Getting that job!
Sahara was successful in her 
application for the role and started 
work as a Lettings Coordinator in 
December 2017. She is able to 
balance her work and personal life, 
and her children are really happy 
she is able to work again.

Sahara said: “I would like to thank 
the Worksmart team who have 
constantly supported me in my 
journey over the last year. I hope 
that I am able to get a permanent 
role at Network Homes and would 
love to further my career in this 
field.”

Sahara’s new manager Shannice 
James-Mcfee said: “Sahara’s 
eagerness to learn and develop 
her skills was evident from 
the beginning and she quickly 
progressed from undertaking 
administrative duties to supporting 
customers in finding new homes. 
Sahara has worked extremely 
hard to get her new job and is now 
regarded as an integral member of 
the Lettings Team.”

If you would like support into 
employment or training, why not 
get in touch with our Worksmart 
team on 0300 373 3000 or email 
Worksmart@networkhomes.org.uk. 

Neighbourhood Life Spring 2018
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Good homes make everything possible

As part of being a social 
landlord, we offer several 
services to help get residents 
into employment and training.  
Our Worksmart programme has 
helped residents to achieve their 
goals including updating their CVs, 
practicing their interview skills, 
getting relevant qualifications 
and getting a job. Last year, over 
200 people received support and 
advice, or went into employment, 
training or work experience.

Improving our service offer
From April 2018, our programme 
will be changing to work with 

more partners than ever before. 
This will mean there will be more 
opportunities with employers and 
trainers local to where you live, so 
you will be able to get the support 
you need more easily. 

Worksmart is able to support you 
through:  

 One-to-one employment and 
training advice

Employment 
and training 
advice local 
to you! 

 Training to improve your skills

 Support in creating a CV and 
covering letter

 Assistance with interview 
preparation and techniques.

For more information on Worksmart 
and to see what opportunities there 
are available, contact us on  
0300 373 3000 or email 
Worksmart@networkhomes.org.uk.

Supporting you

www.networkhomes.org.uk

If you are looking for a career 
in construction our contractor 
Henry Construction might have 
the right role for you! They are 
recruiting for a number of roles on 
their building sites in Brixton and 
Lambeth. 
Henry Construction has evolved 
and grown from a small plant 
hire, groundworks and reinforced 
concrete frame specialist to 
become an established multi-
disciplined major UK Building 
Contractor.

There are opportunities available in 
roles covering: 

 Plumbing

 Carpentry

 Electrical

 Dry Lining

 Painting & Decorating

 Business Administration

 Site Manager

 Construction Operative

 Apprenticeship

 Brick Layer.

The roles above are available for 
people looking for employment 
opportunities, work experience and 
apprenticeships at building sites in 
Brixton and Lambeth. This is open 
to all Network Homes residents - 
you do not have to be living on the 
Stockwell Park estate to apply for 
ones of these roles. 

Interested?
If you are interested in applying 
for one of the roles at Henry 
Construction or are looking for work 
experience or an apprenticeship, 
you can complete our form on the 
website at www.networkhomes.
org.uk/henryform.

If you need any more information 
please contact Kamara Jackson on 
kamara.jackson@networkhomes.
org.uk or call on 020 8782 4908. 

Looking for a career in construction?
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Are you ready for the 
switch to Universal Credit?
Universal Credit is being expanded 
to more areas. 
You could be moving on to Universal 
Credit if you are currently claiming 
one of the following benefits:

 Income Support

 Income Based Jobseekers 
Allowance

 Income Related Employment 
and Support Allowance

 Housing Benefit

 Working Tax Credit 

 Child Tax Credit. 

Universal Credit comes as a one 
monthly payment straight into your 
bank account. This means you will 
be responsible for paying your rent 

directly to us, your landlord, unless 
you have an Alternative Payment 
Arrangement.

Universal Credit is being rolled out 
in phases, according to your nearest 
JobCentre Plus. The following areas 
will be affected soon: 

 March 2018 - Acton, Barking, 
Ealing, Palmers Green

 April 2018 - Slough

 May 2018 - Barnet, Edmonton, 
Hendon, Walthamstow.

Making a new claim? 
The Government has recently made 
some changes to Universal Credit 
including making the helpline free 
of charge. The wait to receive your 
first payment is now five weeks and 

from April, you will still receive Housing 
Benefit for the first two weeks, while 
you wait for your first payment.

The Department of Work and Pensions 
(DWP) will tell you when you will be 
moved across to Universal Credit. It’s 
important you follow the instructions 
otherwise your payments will stop. 

You can apply for Universal 
Credit online at www.gov.uk/
applyuniversal-credit. 

Our Welfare Benefit Advice team can 
assist you with claims and give you 
information on any help you may be 
entitled to. You can contact them at 
welfareadvisors@networkhomes.
org.uk or call 0300 373 3000. You 
can also try our benefits calculator at 
https://networkhomes.entitledto.
co.uk.   

Have you 
seen our 
new help 
videos?

Got a question about ways to 
pay your rent? Or need some tips 
about fire and gas safety?
Our Customer Service Centre has 
created some new help videos to 
give you advice, support and top tips 
for living in your home.

These short videos answer some of 
our frequently asked questions in an 
easy to understand way. 

On our website, you can find videos 
with information about:

 Gas safety – annual gas check

 Fire safety

 Ways to pay your rent

 Your rent and service charge

 Staircasing - buying more shares 
in your home (on our sales 
website)

 Repairs

 Universal Credit (coming soon)

 Self-service portal (coming soon).

You can view the videos on our 
social media and our website by 
visiting www.networkhomes.org.
uk/helpvideos/. 

Neighbourhood Life Spring 2018Supporting you 
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Good homes make everything possibleLiving in your home

Keeping safe in the kitchen
We all know the dangers of fire. To 
help you keep safe in your home, 
we have done a study into the 
most common causes of fires in 
our buildings.
We found that the most common 
cause of fire in the home is cooking 
which has been left unattended.

Every time a fire occurs in one of 
our properties, it costs an average 
of £50,000 to repair. In 2017, we 
spent £340,000 on repairing homes 
affected by fire.

We’ve put together some top 
tips to help keep you safe in the 
kitchen:
1. Never leave cooking 

unattended.

2. Keep children and pets away 
from cooking, as they can be a 
distraction.

3. Make sure to keep oven gloves 
and tea towels away from gas 
flames.

4. Keep appliances clean and don’t 
forget to empty the crumbs 
from your toaster.

5. Unplug appliances such as 
kettles, toasters and coffee 
machines if you’re not using 
them.

6. Don’t overload your plug 
sockets. 

7. Make sure to test your smoke 
alarm every week.

8. Don’t use metal in the 
microwave.

9. Don’t overfill pots and pans with 
water or oil.

10. Secure loose clothing and tie 
back long hair.

For more information on  
fire safety, visit our website at  
www.networkhomes.org.uk where 
you can download our fire safety 
leaflet or watch our video on fire 
safety.

Home insurance
While we are ultimately responsible 
for carrying out the work required 
to make a property safe following a 
fire, you are responsible for any loss 
of your possessions. 

So it’s really important that you 
have home contents insurance 
in case anything happens to your 
things. Home contents insurance 
also covers damage from things like 
theft, vandalism and burst pipes. 
It can also help you if you need to 
replace your locks or the contents of 
your freezer. 

To help, we have partnered with 
Thistle Tenant Risks to offer you a 
special discounted scheme with 
affordable premiums, new for old 
cover and no excess on claims. 
For more information about home 
contents insurance and a quote, 
please phone 0345 450 7288 or 
visit www.thistlemyhome.co.uk or 
contact us on 0300 373 3000 for 
an application pack.
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Storing your mobility scooter
Do you know where you should 
and shouldn’t store your mobility 
scooter?
It’s important that you can 
get around easily, but it is also 
important that your scooter is 
stored safely. If you leave your 
mobility scooter in front of your 
door, it may restrict your exit route 
in the event of a fire.

Corridors, hallways and other 
communal areas need to be kept 
clear of any obstruction at all times, 
so that you and your neighbours 
can leave quickly and safely in an 
emergency. Since Summer 2017, 
we have been removing any items 
left in the communal area as they 
are a fire safety risk. Please make 
sure you don’t store your scooter in 
communal areas. 

If you have a mobility scooter, 
please contact our fire safety  
team on 0300 373 3000 or  
firesafety@networkhomes.org.uk. 
We can come and visit you to give 
you some safety advice, as well as 
discussing the best place for you to 
store your scooter.

Ready for lift off!
We’ve recently completed a 
project which will help us to 
improve the performance of the 
lifts in the buildings you live in. 
We fitted a remote monitoring 
device to over 300 lifts across our 
developments. 

Sorting things out quickly
The new system sends us real time 
information about the lifts allowing 
us to monitor their status 24/7. So 
if there’s a problem, it will alert us 
immediately, then we can quickly 
send out a repairs contractor to sort 
it out. This will help us to improve 
the time it takes to respond to an 
issue.

It also allows us to get ahead of 
the game when it comes to repairs, 
meaning we can spot issues before 
they become faults. And we can 
also keep an eye on the progress of 
all lifts currently being worked on by 
contractors.

There are other benefits too.  
Greater visibility of the  
status of our lifts will help us 
to reduce costs of their upkeep 
and extend their lifespan. It will 
also help us to schedule in more 
effective maintenance programmes, 
maximising the time your lift is in 
operation.  
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Put the spring in your step… 
and your home 
As the evenings get lighter, 
it’s the perfect time to clear 
away the winter blues with 
some spring cleaning!  
Here are some top tips:
1. Clear out the clutter that’s 

built up over the past year and 
embrace that feel good factor!

2. Check your sockets are not 
overloaded and avoid the risk of 
fire. Use the ‘socket calculator’ at 
www.electricalsafetyfirst.org.uk 
 to find out if you are exceeding 
the maximum loads. 

3. Consider switching to energy 
saving light bulbs – save 
fuel, money and help the 
environment!
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4. Give your garden a makeover 
by removing dead leaves, weeds 
and making way for new plants.

5. See cracks or uneven 
driveways / walkways? Report 
it to us!

6. Check your smoke detector 
and replace the batteries 
annually or as needed to keep 
safe. 

7. Find out where your stopcocks 
are located to reduce the risk of 
water damage.

8. Deep clean your oven – that bit 
of elbow grease can make your 
oven sparkle and prevent build 
up of dirt. 

9. Have fun! Cleaning doesn’t have 
to be a chore, include family and 
friends, get some music on and 
watch time fly by! Then rest and 
enjoy once all the hard work’s 
done. 

10. And finally don’t forget to  
make sure you have Home 
Contents Insurance to protect 
your belongings if things go 
wrong. Did you know Network 
Homes offer a home contents 
insurance scheme? Visit  
www.thistlemyhome.co.uk  
for more information or see 
page 13.

Lily loves to shop!
While encouraging residents to get 
My Home Contents Insurance at 
several events over the year, we ran 
two competitions to win Love2Shop 
vouchers. Our most recent winner 
is Lily – a resident at one of our 
Sheltered Schemes in London. Lily 
was ecstatic to receive the vouchers 
and very surprised she had won. 

(L-R) Anne Marie Weir,  
Activity Coordinator; 
competition winner Lily  
and Soomawtee Davison, 
Scheme Manager
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Finding 
a quality 
tradesman
If you’re thinking about doing 
some spring cleaning, you might 
also be thinking about getting 
some help for those larger jobs, 
like sorting out the garden.
To get the best person for the 
job, here are a few things to 
remember when looking for a 
tradesman:

 Ask family and friends for 
recommendations of people 
who have given them a good 
service

 Get a quote in writing 
beforehand

 Check the Citizens Advice for 
links to trustworthy tradesmen 
in your area

 Look for the TrustMark scheme

 Report anything suspicious to 
Trading Standards

 Speak to any family members 
who might be at risk from 
untrustworthy tradesmen.

If you get a flyer or leaflet through 
your door, check the company’s 
information before contacting 
them and handing over any 
money. 

For help, search for ‘Finding  
a trustworthy trader’ on  
www.citizensadvice.org.uk. 

Reminder: change to our sort code
In November 2017, the sort code 
number for our bank account 
changed. This is due to changes 
that Barclays are making to their 
business accounts. 
Our new sort code is 20-05-03.  
There will be no change to 
our account number – it is still 
53408728. 

If you have not done so yet, please 
change the sort code so your 
payments go to the correct account. 

The change of sort codes affects all 
payments made into the Network 
Homes bank account. Please take 
the time to note the new sort code 
and ensure it is changed on your 
chosen payment method. 

Standing order and Direct Debit 
payments
You might receive a rent review 
letter telling you about a change to 
your rent. If you pay by Direct Debit 
or Standing Order, please also make 
sure you change the amount on 
your standing order.

If you would like to set up a 
standing order or you already have 
a standing order in place to pay your 
rent or service charge, please ensure 
you use the details below:

Account name – Network Homes 
Limited
Sort code - 20-05-03
Account number – 53408728
You will also need to use your 
payment reference number to help 
us identify your payment. 

If you have any questions about 
this, please contact us on  
0300 373 3000.

@networkhomesuk
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Repairs – what is your responsibility?
Sometimes we get asked who is 
responsible for a repair in one 
of our homes. In your tenancy 
agreement you will have a list of 
what you’re responsible for.
If you don’t have this to hand when 
you need to sort a repair, here’s a 
handy guide to tell you what repairs 
we will sort out and what repairs 
you should be doing.

Your responsibilities
General

Internal decorations to your 
home

Minor repairs such as small 
plaster cracks, door handles, 
hinges, letterboxes

Adding extra security, e.g. mortice 
locks

Infestations of insects or mice

Replacing light bulbs, fluorescent 
tubes, electrical plugs, fuses and 
batteries in smoke alarms and 
carbon monoxide detectors

Repairing any damage that you, 
a member of your household 
or a visitor caused – whether 
accidental or deliberate

Repairing fixtures, fittings and 
equipment not provided by us.

Kitchen and bathroom
Minor repairs such as tap washers, 
wall and floor tiles, toilet seats, 
bath panels, plugs and chains in 
your basin and bath

Clearing blocked sinks, toilets and 
baths where the blockage is in 
the property or was caused your 
family or guest

Fitting waste and supply pipes 
for washing machines and 
dishwashers, and vents for 
tumble driers – except where we 
have fitted the appliances.

Doors and windows
Replacing broken windows – 
except when we are responsible 
for the breakage or you have a 
police reference number

Internal doors and cupboards 
including glazing

Replacing keys and locks when 
you lose the keys or get locked 
out.

Gardens and outside
Maintaining gardens, including 
fencing.

For tips on how to change a light 
bulb, clearing blockages and more, 
check out our help videos at www.
networkhomes.org.uk/helpvideos. 

Our responsibilities
External

Keeping the structure of your 
home in a good state of repair

The roof, walls, windows, entry/
exit doors and doorframes, drains 
and gutters

The maintenance of walls at 
the boundary of the property, 
as well as pathways, steps and 
other means of access to the 
property.

Communal
Maintaining and decorating 
communal halls and stairways.

Internal
The installations for the water, 
gas and electricity supply to your 
home

The maintenance of heating 
systems

Making good any plaster work or 
damaged decorations that have 
resulted from our error

Floors, ceilings and plasterwork, 
skirting boards.

If we have to attend to a repair 
that is your responsibility, you 
will be charged for the repair. In 
cases of light bulb changes, we 
will not replace the bulb and you 
will be charged for our contractor 
attending.

If you need to raise a repair for 
anything that’s our responsibility, 
please call us on 0300 373 3000.
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You may have seen the 
article in the last newsletter 
or on our website telling you 
that our next Residents Day 
was coming soon in March.
We’re really excited for it 
but we have postponed the 
event while we make a few 
improvements to the schedule. 
This will make sure it is going 
to be even better than the 
last one, which had over 500 
visitors!

The new date for Residents 
Day will be Saturday 29 
September 2018 at Brent Civic 
Centre in Wembley Park. Please 
make a note of this date if you 
are interested in coming along 
to meet us and learn more 
about Network Homes.

Keep an eye on our website, 
social media and our summer 
newsletter for information 
about how to register for the 
event.

Save the 
new date - 
Residents 
Day 2018

@networkhomesuk18

We’ve been making changes 
in our Customer Service Centre 
to improve the service you get 
when you contact us.
New phone options
We have introduced new options 
when you call us, to help you get 
through to the right person quicker. 
These means you can get through 
to a specialist on topics like paying 
your rent, fire safety and repairs.

We are constantly trying to improve 
your experience and make sure you 
get first class customer service, so 
please listen to the options carefully 
as they may change.

You can call us on 0300 373 3000. 

Have you noticed some 
changes when you call us?

Improved response time
We’ve got a new system to help us 
with any enquiries we get through 
email. This has seen our response 
times going down significantly 
from five to two days – meaning a 
quicker, better service for you.

You can email us at 
customerservice@networkhomes.
org.uk.

Coming soon – webchat
Our next step is to add webchat to 
our website, so you can speak to an 
advisor in real time, without having 
to call in. We’re working on having 
this on our website by the Summer 
– so look out for it!

If you have any feedback on these 
changes or any ideas on how we 
can continue to improve the service 
you get when you contact us, 
please let us know. 
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Would you like to help 
Network Homes provide 
better services to your 
neighbourhood and 
community? Have you 
considered becoming a 
Resident Quality Inspector? 
As a Resident Quality Inspector 
(RQI) you will receive training to:

 carry out in depth inspections of 
our services

 interview members of staff and 
management 

 give your findings to a service 
improvement action plan.

The findings from the RQI report 
feed back into our real time 
service improvements. 

Who can become a RQI?
You can become an Inspector if 
you are:

 a Network Homes resident in 
London who is committed to 
improving our services

 willing to commit to be an 
inspector for one year

 able to attend training sessions

 able to take part in four 
inspections per year.

We provide training and support 
to help you in the role, and award 
vouchers to say thank you. 

If you would like to be a 
Resident Quality Inspector, or 
for more information about 
our involvement opportunities 

please contact our Community 
Engagement and Investment 
team at get-involved@
networkhomes.org.uk or call 
0300 373 3000. 

Become a Quality Inspector!

Involving you

www.networkhomes.org.uk

Keep up to date and in the know 
by following us on social media
Did you know that we 
have several social media 
channels including Twitter, 
Facebook and Instagram?  
Well if you want to receive 
all of the latest information 
from us and you can’t wait 
until the next issue of 
Neighbourhood Life, then 
it’s time to follow us! 

We regularly promote local 
community events, ways you can 
get involved, job vacancies and 
information about our services 
on social media. Following us will 
ensure you don’t miss out. You’ll 
also get to find out about some of 
the fantastic work we do in and 
for the community such as our 
fundraising events for our chosen 
charity St Mungo’s. 

Don’t forget, social media is also 
a great way for you to get in 
touch with us too! You can direct 
message us on Facebook and 
Twitter as well as contact us in 
the usual ways: by post, email and 
phone.  

So why not follow us today!
Twitter - @networkhomesuk 

Facebook – NetworkHomesuk

Instagram - @networkhomes
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Our newsletter is going digital!  
Tell us what you think and be entered 
into our prize draw

Because good homes  
make everything possible

We’re looking at ways we 
can improve our newsletter 
and get you the most up to 
date information when you 
need it.
We’ve put together a survey 
to find out what you like about 
Neighbourhood Life and what 
could be improved.

The survey will take just five 
minutes to complete and you 
could be in with a chance of 
winning a £50 Love2Shop or 
Amazon voucher, just for filling 
it out! 

You can fill out our  
newsletter survey at  
www.networkhomes.org.uk/
newslettersurvey.

Need a paper copy?
All our older person schemes 
will have paper copies of the 
survey available. If you live 
in another of our properties 
and require a paper copy of 
the survey, please contact 
marcomms@networkhomes.
org.uk or call us on  
020 8782 4330. 


