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Welcome from the Chief Executive 
Welcome to the spring 2019 issue 
of Brighter Futures, the newsletter 
for Housing for Women residents. In 
addition to providing you with the latest 
housing news, this issue also brings 
you details of our new Neighbourhood 
Officers and the restructure of our 
Housing Team, increasing the number 
of frontline staff for our customers. 

During this period, as well as providing 
housing and services to over 920 
households, we also are thrilled to 
announce that we have been awarded 
the prestigious Women’s Aid National 
Quality Standards Mark, following a 
rigorous assessment and evidence 
gathering process. You can read all 
about this on page 5. 

In the Money Matters section of this 
issue, you’ll find helpful suggestions on 
how to avoid falling prey to loan sharks, 
as well as why opening a credit union 
savings account might be a great option 
for you to start saving. 

We always love to hear from our 
residents. If you have any ideas on what 
you’d like to see in future editions of 
Brighter Futures please feel free to get 
in touch with us via your Neighbourhood 
Officer, contact the editor directly by 
emailing communications@h4w.co.uk 
or write to our head office.

Happy reading!

Zaiba Qureshi, Chief Executive

It’s time to  
get online 
To set up and access your online 
rent account visit my.hfw.org.uk
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As we announced on our website in 
January, we have recently restructured 
our Housing Team, increasing the 
number of frontline staff for our 
customers.

We have replaced our two Housing 
Officers and one Income Officer team 
structure with four Neighbourhood 
Officer positions. The new roles should 
be better for our customers and more 
fulfilling for our staff, enabling us to 
resolve issues faster – in most cases 
at the first point of contact. Each 
Neighbourhood Officer is responsible for 
a patch of approx. 220 properties across 

two-four local authorities, meaning they 
can focus on getting to know customers, 
build relationships based on mutual trust 
and go the extra mile.

The new role aims to improve our 
estates by working with the local 
communities and a wide range of 
agencies to tackle issues which directly 
affect residents. The Neighbourhood 
Officers will be visiting their estates at 
least once a month to support residents 
and monitor the standard of services. 
They will also be a primary point of 
contact for all housing issues including 
estate management, rent, reporting 

anti-social activity and housing 
management issues (excluding repairs).

We recognise that the key to thriving, 
successful communities lies in 
empowering the people who live in 
them. The Neighbourhood Officers 
will be spending more time on-site in 
their respective patches and will be on 
hand to help residents get involved with 
their community and landlord to ensure 
residents’ views are at the heart of our 
work. We encourage all residents to 
participate in resident involvement and 
offer a variety of activities including our 
Customer Panel.

Local Authority Neighbourhood Officer Contact

Lewisham
Lambeth

Jacqueline Thomas Jacqueline.Thomas@h4w.co.uk
020 3794 4833 / 07483 017205

Kensington & Chelsea
Westminster

Gitta Sumner Gitta.Sumner@h4w.co.uk
020 3794 4817 / 07801 533018

Greenwich
Southwark

Suzette Alexis Suzette.Alexis@h4w.co.uk
020 3794 4840 / 07483 017227

Camden
Ealing 
Hounslow 
Barnet 
Greenwich

Charlene  
Francis-Lyons  
(Interim)

Charlene.Francis-Lyons@h4w.co.uk
020 7501 6173 / 07590 961998

News

How can  
I report 
repairs?  
If you are a resident and 
need to report a repair,  
you can do so using the 
online Customer Portal.  
Visit my.hfw.org.uk.

You can also email  
repairs@h4w.co.uk or call 
us on 0207 501 6120 and 
press 3 for repairs.

We are open Monday to 
Friday 9 am-5.00 pm

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

If you are a supported 
housing or refuge resident, 
please report your repair to 
Housing for Women staff at 
your premises.
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New Neighbourhood Officers and areas
Commenting on the news, Hony 
Premlal, Interim Director of Customer 
Services, added: “Putting the customer 
at the heart of everything we do 
is the overall objective of this new 
service. We’ve learnt that building 
relationships are paramount in 
improving the lives of our customers 
and their neighbourhoods in the 
long-term. I am confident that the 
newly created Neighbourhood Officer 
positions will enable us to achieve 
this, and strengthen our overall service 
provision.”

We are also pleased to welcome 
Jermaine Lauder to the Neighbourhood 
Services Team as our new Team 
Administrator. 

Our Older 
Residents’ 
Officer, Nadine 
Hughes, will 
also continue to 
assist our older 
residents in their 
existing homes 
to support their 

needs. If you are an older resident in 
need of assistance, please do get in 
touch with Nadine by calling 020 3794 
4812 or emailing Nadine.Hughes@
h4w.co.uk. Please note she works 
Tuesdays, Wednesdays and Thursdays. 

Please take a look at the table below to see who your Neighbourhood Officer is:

New telephone befriending service

A key aspect of our services is 
supporting our older residents to 
live independently and help prevent 
isolation. Around a quarter of our 
residents are women aged over 60.

I am delighted to announce that this 
month we are launching our telephone 
befriending service for our older 
residents. Our volunteer befrienders 
will be phoning residents at agreed 
times for a chat, providing friendly 
conversation and companionship on a 
regular basis over a long period of time. 

To opt-in for this service or find 
out more, please contact Nadine 
Hughes, Older Residents’ Officer, by 
calling 020 3794 4812 or emailing 
Nadine.Hughes@h4w.co.uk.

By Hony Premlal, Interim Director of Customer Services
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Housing for Women awarded Women’s  
Aid National Quality Standards Mark
We are delighted to announce that we have been 
awarded the prestigious Women’s Aid National Quality 
Standards Mark, following a rigorous assessment and 
evidence gathering process.

The Women’s Aid National Quality Standards demonstrate 
the unique quality of dedicated specialist services for 
women and children survivors. The Standards are more 
frequently being referenced by commissioners, and the 
government has used them as assessment criteria for the 
last three rounds of national domestic violence funding 
released by the Department of Communities and Local 
Government.  This, therefore, puts Housing for Women in 
a strong position with commissioners and gives strength 
to our voice when advocating for women and their children 
escaping domestic abuse.

The Standards support dedicated specialist domestic abuse 
services by providing a set of criteria against which they can 

evidence their quality. Organisations applying for the quality 
mark must prove themselves against criteria that promote 
positive survivor outcomes such as:

 l physical and emotional recovery;

 l rights and access;

 l safety and dignity;

 l and sustainability and autonomy.

Commenting on the news, Zaiba Qureshi, Chief Executive 
of Housing for Women said:  

“The accreditation process has been an extremely valuable 
chance for us to re-examine our policies and procedures, 
and ensure good, women-focused practice. I would like to 
sincerely thank all staff involved for their dedication, hard 
work and contributions to this important accreditation.”

At the end of last year, we organised two Christmas parties 
for our older residents from the boroughs of Kensington and 
Chelsea and Lambeth to celebrate the festive season. 

We know that for some older people Christmas can be a 
lonely time with over half (51%) of all people aged 75 and 
over living alone (Office of National Statistics, 2010).

The partygoers got in the festive spirit and were treated to a 
delicious Christmas spread, as well as music, dancing and a 
chance to celebrate the holiday season with their neighbours.

A big thank you to all of our residents who came down to join  
in the celebrations! 

Our complaints 
performance 
October-December 2018 (Q1)

Lessons learned & service improvements
As a result of complaints received we have actioned  
the following service improvements:

 l We are creating a Residents’ Handbook which 
includes both landlord and resident obligations 
for repairs so our responsibilities and residents’ 
responsibilities are clear

 l Last year, we restructured our Housing team  
(now the Neighbourhood Services Team) 

 l Increased the number of front line staff for our 
customers – 4 Neighbourhood Officers with 
smaller patches 

 l More regular estate inspections for effective  
estate management

 l As well as reviewing our current complaint 
handling process, additional complaints training 
has also been delivered to all Housing for Women 
managers and directors

23 13
Total complaints Upheld/partially upheld

  
What’s in it for you? 

 l Make a difference and improve  
our services

 l Boost your CV

 l Receive training

 l Get your expenses paid

 l Network with other residents

What do I need to apply? 
 l Basic English skills

 l Good at challenging and keen  
to improve our services

 l Enthusiastic and committed 

 l Ability to interpret information 

What does the panel do? 
 l Monitors our performance

 l Scrutinises services 

 l Suggests improvements  
(approx. 2 hours a month) 

If you want to find out more or register 
your interest in joining the Customer 
Panel, please get in touch with 
Melvina Powell on 020 7501 6141 or 
email Melvina.Powell@h4w.co.uk

HAVE YOUR SAY
Could you help use drive 
improvement at Housing for Women? 
Our Customer Panel is looking for 
skilled, enthusiastic and committed 
volunteer residents to work with us to 
help shape our services.

Get involved! Join our Customer Panel! 

‘Together with Tenants’
As you may have seen already on social media, 
‘Together with Tenants’ is the National Housing 
Federation (NHF) ambition to build a stronger, more 
balanced relationship between tenants and residents 
and their housing associations. 

Following a large number of conversations, workshops 
and meetings with members, tenants, residents and 
stakeholders, they have developed a four-point plan for 
delivering this an ambition. The four actions are:

1.  A new requirement in our Code of Governance for 
boards to be accountable to their tenants and residents.

2.  A new charter setting out what tenants and residents 
can expect from their housing association landlord.

3.  Tenant and resident oversight and scrutiny of the 
charter with a report on how their landlord is doing 
against charter commitments.

4. A closer link with regulation.
NHF want to hear your views on this plan. If you tell 
them what you think and they will use the feedback 
gathered to refine the plan before they begin testing 
it with a group of housing association “early adopters” 
working with their tenants and residents. You can 
complete a short questionnaire by visiting their website: 
www.housing.org.uk

Please submit your feedback by Friday 19 April.

Older residents’ Christmas party 
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Loan sharks are illegal lenders 
who often target people on low 
incomes and desperate families. 
They might seem friendly at first 
but borrowing from them is never 
a good idea – even if you feel you 
have no other options.

Why loan sharks are bad
Loan sharks will start out appearing 
friendly. And if you keep up your 
repayments, they might stay that way. 
But the reality is, even if you do, any 
money you borrow will come at a very 
high price.

There are many risks attached to 
borrowing from a loan shark:

 l you pay far more in interest than 
you would through any legal 
borrowing. One woman who 
borrowed £500 ended up repaying 
£88,000

 l you might be harassed or 
threatened if you get behind with 
your repayments – there have 
been reports of people being 
intimidated or attacked

 l you might be pressured into 
borrowing more money to repay 
one loan with another, and end 
up in a spiral of debt that you can 
never repay.

How to spot a loan shark
A loan shark might:

 l offer little or no paperwork, such 
as a credit agreement or record of 
payments

 l refuse to give information, such  
as the interest rate or how much 
you owe

 l take items as security, such as 
passports, bank cards or driving 
licenses

 l increase the debt or add additional 
charges at any time

 l refuse to allow you to settle your 
debt

 l get nasty – they might resort to 
intimidation, threats or violence.

How to check a lender is 
legitimate
The Financial Conduct Authority (FCA) 
keeps details of all authorised lenders.

If a lender isn’t listed as having a 
current authorisation to lend money, 
don’t borrow money from them and 
don’t let them come into your home.

You can search the online FCA 
Financial Services Register to see if  
a lender is authorised:  
https://register.fca.org.uk/

Alternatives to loan sharks
If your income is low, you have a 
poor credit rating or you only need a 
small amount for a short while, there 
are reputable lenders you can turn to 
instead of loan sharks. Check they 
are authorised by the FCA, and shop 
around for the best deal.

Credit unions
Look into borrowing from a credit union 
– although you will have to become 
a member and they might ask you 
to save an amount before you can 
borrow.

Is a credit union savings account for 
you?

A credit union savings account 
might be for you if:

 9 you want a flexible account that 
lets you save what  
you can, when you can

 9 you like the idea of saving with an 
organisation owned by and run for 
the members that use its services

 9 you’ve had difficulty opening an 
account with a bank  
or building society

How to open an account
The first step is to find a suitable 
credit union and become a member. 
Find a credit union in Great Britain on 
findyourcreditunion.co.uk

Don’t fall prey to loans sharks!
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Money matters Latest news on benefits and budgeting with our top tips on saving  
money at home. 

Warning! Some loan sharks 
have attempted to charge 
interest rates as high as 
719,000%. 
Source: BBC News

Women’s Housing Forum 

I am delighted to announce that after 
months of planning, the inaugural 
Women’s Housing Forum (WHF) was 
a great success. On Friday 18 January 
2019, I co-chaired the event and joined 
almost 100 people who gathered from 
across the country to discuss and raise 
awareness of women’s housing needs. 
A big thank you to everyone who 
attended.  

We had fantastic support from people 
in the sector and those with lived 
experience, running 3 workshops: 
Women & Design; Women, Young 
Girls & Homelessness, and Domestic 
Abuse & Housing. The workshops 
were a fantastic way to facilitate 
discussion and generate ideas of 
how the forum can improve women’s 
access to affordable housing and 
address some of the key barriers 
women face. We also shared 
factsheets on each topic and some 
new research that the National 
Housing Federation (NHF) produced 
for the forum entitled ‘Women, Money 
and Housing’ which is now available  
to read online.

There was an atmosphere in the room 
unique to this event – everyone was 
open, friendly and eager to talk about 
women’s housing. Denise Fowler –  
co-founder of the forum - in her closing 
remarks pinpointed perhaps why it 
felt different: “No-one was here to 
promote themselves. No-one was here 
to talk about their idea and not listen to 
anyone else”. 

Our Twitter hashtags (#WHFJan19 and 
#HousingIsAFeministIssue) ignited 
across social media on the day. The 
Women’s Housing Forum now has in 
excess of 700 twitter followers – we 
gained about 200 followers from the 
day alone and we are keen to build  
on this momentum! 

Chief Executives of the National 
Housing Federation and the Chartered 
Institute of Housing Kate Henderson 
and Terrie Alafat respectively – both of 
whom gave speeches – gave us the 
support of their organisations, telling 
the room that women’s housing is a 
priority for them. We also got great 
feedback in the “Next Steps” session 

that concluded the day. It was here 
that we discussed where we go from 
here - do we become a membership 
organisation, fundraise or seek more 
sponsors?

The buzz and enthusiasm in the room 
was palpable. This feels like the start 
of something truly new and promising 
regarding housing issues that affect 
women. We must now harness and 
distil the thoughts and outputs of the 
day into actionable asks.

So what next? The next step for the 
Women’s Housing Forum’s steering 
group will be to decide which direction 
to go in, based on everyone’s input. 
We are also currently compiling a 
report summarising the day and 
outlining our next steps. 

To stay up to date with the latest 
developments and how to get 
involved you can follow WHF on 
Twitter @Womens_Housing or 
check out our new website www.
womenshousingforum.org where 
you can sign up to the new Mailing list. 

By Zaiba Qureshi, Chief Executive 
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Condensation occurs mainly during 
cold weather. There’s always some 
moisture in the air, even if you cannot 
see it, and when moist air hits a cold 
surface tiny drops of water appear. 
You can see this when the mirror mists 
up when you have a bath.

It appears on cold surfaces and in 
places where there is little movement 
of air, such as in corners, on or near 
windows, in or behind wardrobes and 
cupboards and in rarely used rooms. It 
often forms on colder, north facing walls.

Condensation can lead to mould which 
can contribute to asthma and other 
respiratory problems.

How can I produce less 
condensation?
1. Produce less moisture:

 l Cover boiling pans when cooking 
and turn off kettles after use

 l Wipe surfaces which have 
become wet with condensation

 l Dry washing outdoors, whenever 
possible, or over the bath with the 
door closed and the window open

 l Vent any tumble dryers outside

 l Keep bathroom and kitchen doors 
closed. This will help reduce the 
amount of moisture-laden air 
affecting other rooms

 l Don’t block up any airbricks or 
vents

2. Ventilate
 l Keep a small window ajar or trickle 

ventilator open in all rooms

 l If you have an extractor fan, make 
sure you use it to clear moisture 
from the air

 l Always ventilate kitchens and 
bathrooms when in use, by 
opening windows or use an 
extractor fan

 l Open curtains each day to let 
moisture through any window 
vents

 l Let air circulate in cupboards  
and wardrobes by not over- 
filling, where possible position 
wardrobes and furniture against 
internal walls

3.  Insulate and protect  
from draughts

 l Use heavy curtains that drop  
to the floor

 l Add draft excluders to internal 
doors

 l Keep home at 21 degrees 
temperature minimum and  
18 degrees summer minimum

4. Heat more efficiently
 l It is better to heat your whole home 

to a lower temperature rather than 
heat one room to a high temperature. 
Condensation often affects the rooms 
you are not heating

 l Use the heating system we 
have provided as efficiently as 
possible. Refer to the operating 
instructions for the boiler, the 
heating programmer and the room 
thermostats

Treating mould
If you deal with the basic problem of 
condensation, then mould should not 
appear. To kill and remove mould on 

Ways to reduce condensation  
and mould problems
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Money matters 

washable surfaces, 
wipe down walls 
and window frames 
with a fungicidal 

wash readily 
available from shops. 
Follow the manufacturer’s 
instructions precisely. 
Disturbing mould by 
brushing or vacuum 

cleaning can increase 
the risk of respiratory 
problems. Other 
items such as fabric 
materials can 
often be washed, 
although this may 
not always remove 
the mould staining. 
After treatment, 
redecorate using 

a good quality fungicidal paint to help prevent mould recurring. 
The only lasting way of avoiding severe mould is to follow these 
steps to eliminate condensation.

Top Tips:
 l To prevent condensation on mirrors or windows rub a cloth 

with a small spot of washing up liquid over the surface

 l Protect yourself from mould spores by wearing rubber 
gloves when cleaning affected areas. Open windows, 
but keep doors closed to prevent the spores from 
circulating around the house

 l Have a plastic bag ready to take away any soft 
furnishings, clothes and soft toys that are mouldy

 l Soft furnishings should be shampooed and clothes 
machine washed on the highest setting the clothes label 
will allow

 l Fill a bucket with water and some mild detergent, such as 
washing up liquid or a soap used for hand-washing clothes. 
Use a cloth, dip it in the soapy water and carefully wipe 

Looking to further your professional  
development or pursue training? 
Then boy do we have an opportunity for you! Our Resident Training 
Grant provides women in our services with a grant of up to £500 to 
help pursue training and development opportunities.

It can be used to provide equipment and support learning and 
professional opportunities whether it be funding for a college course  
or childcare to enable further training.

To apply, you must be a current resident or service user and have been 
in our services for at least 6 months. The maximum amount awarded to 
any application will be £500 to ensure that a number of people can benefit 
from the one-off grant. If you are looking to further your professional 
development or pursue training, you may be able to receive funding!

For further information and to apply, please contact Sharon Coleman, 
PA to the Chief Executive, on info@h4w.co.uk to request an 
application form. Applications are filling up fast for 2019.  
Apply now to avoid disappointment.

We look forward to hearing from you!
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What’s on

FREE Spring events  
in London

3, 10, 17, 24 & 31 March 

The Barbican Conservatory 
The Barbican Centre, Silk St, 
London EC2Y 8DS

Enjoy a lazy Sunday - visit the 
second biggest Conservatory in 
London and explore a hidden tropical 
oasis in the heart of the city. Home 
to exotic fish and over 2,000 species 
of tropical plants and trees, a visit to 
this Conservatory is a perfect way to 
enjoy a lazy Sunday with friends and 
family. 

7 April 

The Boat Race
Along the Thames River

Watch crews from Oxford and 
Cambridge go head-to-head in 
eight-oared rowing boats across 
the Thames. The women’s race is 
up first at 2:15 pm, followed by the 
men’s race an hour later at 3:15 pm.

7 April 

The Oxford v Cambridge 
Goat Race (Free for  
under 12s)
Spitalfields City Farm, Buxton 
Street, London, E1 5AR

The Goat Race is fast becoming 
as popular as its Thames-based 
rival and sees two goats – one 
representing ‘Oxford’, the other 
‘Cambridge’ – take part in a dash 
around the farm.

Throughout April 

See the Cherry Blossom 
at Regents Park 
Regent’s Park, Chester Rd, London 
NW1 4NR

Walk through the Chester Road 
entrance and (if you’re lucky 
enough to catch them) you’ll find an 
avenue belted by tall white Sunset 
Boulevard-variety cherry blossoms.

Throughout April

See the Cherry Blossom 
at St James Park 
London SW1A 2BJ

The best way to see the 
ostentatious blooms of St James’s 
Park is to travel in a full circle. At 
Storey’s Gate, you’ll meet a group of 
eight or so pink trees; keep walking 
to the Buckingham Palace side to 
find elegant cherries leaning over 
the lake. They are among the first to 
flower most years, so go quickly to 
see the petals before they fall.

Throughout April

See Cheery Blossoms in 
Kyoto Garden, Holland Park
Ilchester Pl, Kensington, London 
W8 6LU

The Kyoto Gardens in Holland Park 
was built to celebrate the Japan 
Festival held in London and across 
the UK in 1991. It’s home to koi 
carp, a little bridge at the foot of 
a waterfall and, you guessed it – 
cherry blossom. It’s no Hirosaki 
Park, but it’s a beautiful, unusually 
tranquil pocket of London that’s 
always at its best in spring.

Take a break

 

What is the first day of Spring 
called? 

Around what day does 
Spring begin in the Northern 
Hemisphere?

What does Spring symbolise? 

For Australians, in what month 
does Spring begin?

Why does daylight increase in 
Spring?

Spring trivia quiz

1.Vernal Equinox, and sometimes referred to as the Spring Equinox
2.March 21st 
3.Rebirth
4. September – Australians live in the Southern Hemisphere where the seasons are reversed. Spring begins in 

September, and Autumn begins in March
5. Because the Earth’s axis is increasing its tilt toward the sun

ANSWERS

1.
2.

3.
4.
5.

the mould off the wall. When you have finished, use a dry 
cloth to remove the moisture from the wall. Afterwards, put 
the cloths in a plastic bag and throw them away.Spotlight on:  
community 
involvement
Calling all Greenwich residents!
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20 April 

Feast of St George
Trafalgar Square, London  
WC2 5DN

Join the Mayor of London’s party in 
honour of St George. St George’s 
Day started out in the thirteenth 
century as a national day of 
feasting, so look out for the live 
demos from leading London chefs 
as well as an English farmer’s 
market and banqueting area. 
Family games, brass bands, a 
medieval jousting tiltyard and plenty 
more will keep you entertained.

20-21 April 

Horniman Easter Fair
Horniman Museum & Gardens, 100 
London Rd, London, SE23 3PQ

Enjoy quality family time at the 
Horniman Easter Fair. Get stuck 
into the Easter trail, settle in for 
family-friendly theatre, join a 
creative workshop or just sit back 
and relax while someone paints 
bunny whiskers on your face.  

What’s on

Your voice
‘Brighter Futures’ is designed for you, and so if you have anything you 
would like us to cover in future issues or you have a comment to make, 
please do let us know by writing to: Brighter Futures Editor, Housing 
for Women, Sixth Floor, Blue Star House, 234 Stockwell Road, 
London SW9 9SP or emailing Communications@h4w.co.uk.

Housing for Women

Head Office and Registered Office

Housing for Women
Sixth Floor Blue Star House
234-244 Stockwell Road London  
SW9 9SP

Tel: 020 7501 6120 Fax: 020 7924 0224
Email: info@h4w.co.uk www.hfw.org.uk

Company Registration No. 420651
Homes and Communities Agency Registration No. L0970
Registered Charity No. 211351

@Housing4Women

Housing4Women

@housing4women

27 April

Vaisakhi Festival
Trafalgar Square, London, WC2 5DN

Twenty million people worldwide 
celebrate Sikh New Year. This year 
a free Vaisakhi Festival is taking 
place at Trafalgar Square. Expect 
talks, traditional food, turban tying 
and a jam-packed programme 
of live performances and kirtan 
(spiritual music) sessions.


