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B New sponsorship

helps more budding
football heroes

Islington Borough FC officially unveiled
their new kit for this season thanks to
support from Homes for Islington.

Islington Borough FC has been offering boys over 16 the
chance to play for their borough since the club was set up
two years ago to give those who had been involved in Access
to Sports and Islington Football Development Partnership
youth football projects a step into adult football.

The first team were swiftly promoted to the Premier Division
of the Islington Midweek League and this season, the club
launched a reserve side which will follow in the A team’s
footsteps. That extra section has been aided by the sponsorship
of HFI and will allow even more players to take part in.

For more information about the club please call
020 7686 8812.

Contact HFI News at
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¥ Groundwork

transforming
play in Islington

Residents can expect to see big
changes on the Andover Estate

Residents can expect to see big changes on
the Andover Estate over the coming months.
HFl have joined forces with environmental
charity Groundwork, the Andover Estate
Tenants and Residents Association, Islington 2.,
Councils Positive Activities Team and other

local partners to deliver an exciting new play

area.

The new play area will be one of 7 sites across Islington to
incorporate elements of Natural Play which aims to use more
natural materials, for example boulders, and less fixed play
equipment, creating imaginative and stimulating play spaces
for children and young people.

Groundwork consulted local residents through a range of
consultation methods to agree plans for the redevelopment
of the play area and to seek feedback on designs.

Work will start on site in early February and the project will be
completed by the end of March.

Funding for the project is being provided by HFI, the BIG Lottery
and the Playbuilder programme, through the Department for
Children, Schools and Families (DCSF).

Formoreinformation, contact Wendy Baverstock, Groundwork
on 020 7239 1283.

HFInews@homesforislington.org.uk or 020 7527 4056

Combating
antisocial behaviour

1Y Team

Delivering programmes to
young people

Homes for Islington are working in partnership with Children’s
Services to provide assistance and challenging activities to
young people on our estates.

The Y Team is made up of trained youth workers and a
counsellor, who offer advice on a whole range of issues in an
informal setting, including: drugs awareness, sexual health,
CV production, job searches, access to training and health &
fitness. Youth Workers also offer support to young people if
attending interviews, Youth Court and College.

The Y Team work with young people and local agencies to
identify and respond to the needs of individuals and groups
of young people by delivering activities which are educational
and fun.

For the period Oct - Dec the team have successfully managed
to engage and work with over 200 young people across
Islington and have undertaken several events in areas such as
Caledonian Road, Highbury, Junction and Hillrise.

For further information and updates on their current
programme of activities contact 020 7527 5695 or email
martin.wyborn@islington.gov.uk

Eviction of tenant for antisocial behaviour

HFI have evicted a tenant, Gregory Meli, of Allerton Walk, on
the Andover estate.

The eviction came following a successful crack house closure
order obtained by the Police. The tenant had also breached
a Suspended Possession Order (SPO) against him for non-
payment of rent and previous antisocial behaviour.

Eviction of tenant for illegal subletting

HFI have evicted a tenant, Stanley Dickson, of Tiber Gardens,
off Caledonian Road.

Following reports of subletting and drug offences HFI
installed covert cameras at the entrance to the front door of
the property, as well as the entrance to the block. The filming
showed that drugs were being dealt at this property.

The judge ordered that Mr Dickson be evicted and pay HFI's
legal costs. Mr Dickson was refused the right of appeal.

Nightmare tenant evicted for antisocial
behaviour

Joanne Maher of Amwell Street, was evicted from her flat in
January 2009 for antisocial behaviour. HFl received complaints
of noise nuisance and ASB from several residents.

The incidents included excessive noise from late night visitors,
blocking communal entrances and littering the area.

This antisocial behaviour had a considerable impact on the
neighbouring residents, resulting in concerns for their safety
and security. HFI received invaluable assistance from local
residents to ensure we could get a successful result in court.

Out of Hours
B ASB Team

Reassuring presence on HFI Estates

If you are being affected by ASB where you live then maybe
the OOH ASB team can help:

Hotline Number 020 7527 7272
Sunday - Thursday 4pm - Midnight
Friday and Saturday 5pm -1am

As you can see from the statistics below the service are able
to attend a high level of calls within the teams working hours
and will pass on all information received and actions taken by
the team to your local Area Housing Office.

Hotline calls received during OOH
working hours

April to November

Received 1387  Attended 1316  Attended 95%

Visit our website at . “
www.homesforislington.org.uk



Central Street Area Housing Office

Central Street Area Housing Office

85 Central Street, London EC1V 8DT
Tel: 020 7527 6250
Fax: 020 7527 6207
e-mail: csha@homesforislington.org.uk
Minicom: 020 7527 6202

Holland Walk Area Housing Office
85 - 88 Holland Walk, London N19 3XS

Tel: 020 7527 7480
Fax: 020 7527 7407

e-mail: holland.walk@homesforislington.org.uk

Minicom: 020 7527 7405

Lyon Street Area Housing Office
1 Lyon Street, London N1 1DQ

Tel: 020 7527 6880
Fax: 020 7527 6814

e-mail: lyon.street@homesforislington.org.uk

Minicom: 020 7527 6830

Upper Street Area Housing Office
Northway House, 257 Upper Street

London N1 1RU
Tel: 020 7527 5300
Fax: 020 7527 5301

e-mail: upperstreet.aho@homesforislington.org.uk

Minicom: 020 7527 5301

Home Ownership

50 Isledon Road, London N7 7LP

Tel: 020 7527 7715/7720

e-mail: homeownership@homesforislington.org.uk

Contact HFI News at

B Board Update

Ursula Woolley replacing
John Gilbert on HFI Board

At its meeting on 15 December, HFl Board welcomed
Councillor Ursula Woolley as the successor of John Gilbert,
who recently resigned as a Board Director after two and a half
years of service. Councillor Woolley is the Executive Member
for Health and Adult Social Care.

Hislington
Housing Strategy
2009-2014

Safe as houses

Last year we asked residents what housing challenges they
thought Islington faced. We wanted to know what you felt
was important and how we could make changes.

The feedback has been used to help shape Islington’s Housing
Strategy 2009-2014, which sets out future housing plans for
Islington.

In July 2008 an independent housing commission was set
up, made up of housing professionals, local residents, tenant
representatives, political party nominees and council officers.
The commission has been guiding development of the new
housing strategy and will present its findings to the council.

The strategy proposes five objectives: to deliver more homes,
build better quality homes and neighbourhoods, provide
better managed homes and services, and promote better
engagement. The strategy also aims to make housing a solid
foundation for improving lives and creating opportunities.

To view the strategy and the consultation report visit www.
islington.gov.uk/housing. If you have any queries, please
contact Hitesh Tailor on 020 7527 4438.

B Repairs Contract

Announcement

The current repairs contract with Kier Islington comes to an
end in October 2010 and we are now starting the process of
procuring a new contract.

HFI have employed the Housing Quality Network to work
with a panel of residents, to look at the contract as a way of
improving the service.

If you would like information on the repairs service
contract procurement process please contact
thomas.gillham@homesforislington.org.uk

HFInews@homesforislington.org.uk or 020 7527 4056

Housing
Investigations

BSuccesses

Busy protecting the public purse

As usual, the HFI Housing Investigation Team has been busy
protecting the public purse and has been combating fraud
with a vengeance. This year we have seen an increase in cases
that we take to court being defended, however | am pleased
to report that our success rate in court is still very high and we
continue to recover properties that are desperately needed by
the authority for those families that are genuinely in housing
need. We aim to send out the message that Islington will
take action where Housing Fraud has been identified.

Having worked through several housing fraud cases this year
and achieved some very positive results, it is very hard to
choose which cases to report on, however here is a very small
sample of the results:

Tenancy audit success

Following a tenancy audit exercise it became clear that the
tenant’s sister was in occupation and not the tenant. Further
enquiries revealed that the tenant actually had two live
tenancies running for over two years. The tenant and his

Council homes
are there for
Bthose who

family had been transferred to a Peabody Trust property on
grounds of overcrowding but he had not surrendered the
HFI tenancy and instead sublet it to his sister. After a degree
of pressure from the Investigations Office the tenant finally
surrendered the tenancy he held with HFI.

Fraudulent housing application prevented

A homeless application was received which aroused suspicions
as the applicant was unable to provide proof of identification
for all the children on the application. The case was referred to
the Investigations Team. The investigating officer discovered
that the applicant had two identities and already had a
tenancy in Islington under another name. During the course
of the investigations a number of agencies were contacted.
The officer investigating the homeless application won her
case and obtained a prosecution against the applicant. The
homeless application was stopped from proceeding. On
top of this the Investigations Team was able to recover the
HFI tenancy which had been obtained by providing false
information.

Flood reveals housing fraud

Following complaints from a leaseholder after one flood
too many from the flat above it emerged that our tenant
was no longer in occupation and that the property was let
to a single woman who had been the cause of the flood.
Enquiries revealed that our tenant was living in the Bounds
Green area where he rented a property and was in receipt
of Housing Benefit. The tenant accepted that he had parted
with possession and the property was recovered.

To contact Homes for Islington’s
housing investigations team:

call our telephone hotline 24 hours a day on 020 7527 7432.

You can also email us on
housing.investigationsreportingline@homesforislington.org.uk
or report housing fraud online at
www.homesforislington.org.uk.

Please provide as much information as possible. All reports are

d t h treated in the strictest confidence and we will not tell anyone where
n ee e m EEE we got our information if you would prefer to remain anonymous.

Help us tackle housing fraud

Do you know a council home which has
been empty for a long time?

Do your neighbours change frequently?

Do you know a council home which is
being sublet?

Homes for Islington’s housing investigations team
investigates council tenancy fraud including tenants
not living in their property; tenants subletting the whole
of their property; properties obtained by deception;
and fraudulent applications for housing, right to buy,
assignments, succession or mutual exchanges.

Visit our website at
www.homesforislington.org.uk




Changes to the Compensation for

H Missed
Appointments Scheme

Keeping pre-arranged appointments

We think that keeping a pre-arranged appointment is
important, so if one of our repairs contractors misses an
appointment you will be given £15 as compensation.

We have made some minor changes to the way the
compensation is paid. If you do not have rent arrears, or any
other form of debt owing to HFI, you will receive the £15
compensation as Love2Shop vouchers. However, if you do
have rent arrears, or other debt owing to HFI, we are unable
to pay you the compensation in vouchers. Instead the £15 is
paid directly to the account which has the debt.

The missed appointments scheme now extends to residents
as well as our contractors. This means that if a resident misses
an appointment with an HFI Contractor, HFl may charge
the resident £15. This is because HFI still have to pay the
contractor’s call-out fee if a resident misses an appointment,
which takes money away from the repairs budget. By charging
residents for missing appointments we can help to provide a
fairer service to all of our residents. Residents are reminded of
this charge when they make an appointment with HFI Direct.

Controlled drinking
zone around the

¥ Emirates Stadium

Have your say on proposals to
curb street drinking

Islington Council is consulting with residents living around the
Emirates Stadium on proposals to introduce restrictions on
street drinking on Arsenal match and event days. Since the new
stadium opened, its increased capacity and larger catchment
area of premises offering food and drink has resulted in a rise
in the number of people drinking on the streets and causing
alcohol-related anti-social behaviour (ASB).

The coundil's licensing team and the police have been
monitoring the situation, working with local licensees, many
of whom are committed to tackling the issue. However
problems still persist and there has been an increase in the
number of supporters buying drinks from off-licences and
drinking in the street. Introducing a Controlled Drinking Zone
wouldn’t mean that drinking on the street is banned, however
it would mean that the police can take action where drinkers
are causing a nuisance.

If you would like to comment on the proposals, please contact
licensing@islington.gov.uk by 31 March 2009 or visit the
council’s website www.islington.gov.uk/consultation

Contact HFI News at

& Taste’

on the Andover

HFI residents on the Andover estate were recently given an
opportunity to participate in ‘cook & taste’ sessions, which
demonstrated just how quick, easy and enjoyable it is to cook
healthy food.

The participants were mostly mothers whose children were
attending the Bright Start créche next to Andover Community
Centre. The community centre kitchen provided a base to
meet each Wednesday afternoon over a four-week period
from November to December, to cook a meal together under
the expert tuition of staff from the nearby Manor Gardens
project.

Participant’s also learned more about food hygiene tips,
digestion, budgeting, cooking with children and cutting
down on salt, fats and sugar. Vegetable stir-fry, home made
pizza and beef burgers, lentil burgers, roasted vegetables and
healthy apricot flapjacks were amongst the treats that were
prepared and shared.

The sessions were funded jointly by the Finsbury Park
Neighbourhood Management programme and Manor
Gardens project. Homes for Islington is the lead agency in
the Finsbury Park Neighbourhood Management programme
which is looking to tackle issues around community safety,
local environment, education and employment as well as
promoting healthy eating and lifestyles in the Finsbury Park
area.

If you live on the Tollington Estates and would like to know
more about Finsbury Park neighbourhood management
programme, you can contact Lee Farrow on 020 7527 8455
or at lee.farrow@homesforislington.org.uk

HFInews@homesforislington.org.uk or 020 7527 4056

Community Centres

B'Thank You’

Keep up the good work

An event was held in December at the Westbourne Estate
Community Centre as a means of saying ‘thank you' to
all of our community centre management committees for
all the hard work they do to keep them functioning. It
really is greatly appreciated. HFI Chief Executive, Eamon
Mcgoldrick, vice-chair, Jessie White, and the Mayor of
Islington, ClIr Stefan Kasprzyk, joined us for lunch to
share their thanks.

There are more than 50 community centres managed by
Homes for Islington and spread throughout the borough.
They are run by local volunteers and provide a very important
community resource hosting community events, playgroups,
various health and fitness classes, youth clubs and much
more. Many of the centres are also available for private hire
and provide a convenient and good-value location for many
needs.

You can find out about centres near you on the Homes
for Islington website: click on "Your Housing Area’ then
'‘Community Centres on Housing Estates' on the list on the
left-hand side of the page.

Alternatively you can visit your local Area Housing Office or
simply call your local Community and Service Development
Officer. (See page 4 for contact details).

Lyon Street has its
B first community
Garden!

Grow your own fruit and vegetables

Earlier this year the Boston and Nailour Estate Tenants
and Residents Association (TRA) successfully applied to
Cripplegate for funding to establish Lyon Street’s first organic
community garden.

The TRA in conjunction with Prospex and HFl began
converting the sunken and disused playground at the back of
the estate which had been blighted by ASB into a green oasis
which will be used by the residents of the estate to grow their
own fruit and vegetables.

The scheme currently comprises of five raised planting beds
and a five meter polytunnell but there are plans to expand
the scheme beyond this to include full disabled access, a
pond, composting area and much more.

TMO Xmas drinks '
B Awards event

Awards and winners announced

The Tenant Management Team hosted the third annual TMO
Xmas drinks and awards event in December at the Lorraine
Estate Community Centre.

The evening was a real success with Adam Borrie — HFI Chair
presenting the awards to the following organisations, for
achieving the highest levels of standards of performance in
their services and partnerships.

Awards and winners are as follows:
Best Caretaking - Most Improved  Best Handbook

Joint 1% prize TMO Gambier TMO
Stafford Cripps Elthorne 1¢ TMO/C's Choice
Harry Weston Best Partner of the Year

Top Pl Provider  Brooke Park Bemerton
Charteris Co-op

At HFI's Annual General Meeting on 24th November, Pleydell
TMO was presented with the “Board TMO award” for
working hand-in-hand with HFI to achieve the best services
for residents.

Visit our website at
www.homesforislington.org.uk
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IFire Safety at home

Protect your home by taking a few simple steps

Working
smoke alarms
Hsave lives

They give you those vital extra few moments to
get your family out of harm’s way. Most smoke
alarms are fitted with a test button so that you
can easily check the smoke alarm is working.
Test the smoke alarm once a week and change the batteries at
least once a year except those with fixed 10 year batteries.

Fire prevention
Many fires in the home are caused by carelessness, so please:

o Put cigarettes out properly before emptying ash trays.
Don't smoke in bed.

¢ Keep matches/candles away from children ensure nothing
is around candles that could catch fire.

* Always place candleholders on flat, heat resistant surfaces,
in ventilated areas.

¢ Unplug/switch off all electrical equipment not being used,
check for danger signs of faulty appliances or wiring such
as hot plugs and sockets.

¢ Close all doors before going to bed to help prevent the
spread of smoke and fire.

* Take extra care when frying chips or other foods.

When Planning your escape
¢ Discuss how you would escape if there were a fire.

* Take account of everyone in the household, especially
children, older or disabled people.

¢ Talk through and reqularly remind people what to do and
what not to do if there’s a fire.

* Put up a reminder of what to do (e.g. on the fridge door
or kitchen notice board).

* Keep all exits clear.

* Ensure everyone in your home can easily find keys for
doors or windows.

If fire breaks out in your home
o [f safe, close all doors to prevent fire spreading.

¢ Turn off the heat if safe to do so, never lean over the pan
to reach the controls.

o Never use water or a fire extinguisher on a hot fat fire.

Contact HFI News at

* | eave the kitchen, close the door behind
you and tell everyone else in your home to
get out quickly.

o Call the fire brigade using 999 and give the
exact address of the fire. Use a neighbour’s
phone or public call box.

o Stay out until the Fire Brigade tells you it is
safe to return.

If fire breaks out in your block

Blocks of flats are designed to be fire resistant. Most fires
don't spread through more than one or two rooms. It is not
normally necessary to evacuate your home unless the fire is
very close. The Fire Brigade will evacuate only those properties
at risk. Taking time to think about fire safety can help keep
you and your family safe. Follow the advice and plan your
escape from your block using stairs and not lifts if possible.

Smoke and fumes can kill

If you're trapped by fire, go into a room, close the door, open a
window and try to attract the attention of others by shouting.
Use towels or sheets to block gaps under doors to stop smoke
entering the room. If the room gets smoky, get down low,
the air is cleaner at floor level. Never open the door and run
through smoke and fire to safety.

If you would like a Free Home Fire Safety Check please call
Brenda Quashie on 020 7527 4016.

The Up & Down World
B of Passenger Lifts

Did you know that there are over 300
passenger lifts in HFI housing block in
Islington?

Lifts are characterized as being extremely reliable and safe.
Their record of moving millions of passengers every day with
an extremely low incident rate is unsurpassed.

However, getting stuck in a lift is a fear for many people and
although HF! lifts are generally very reliable, some instances will
inevitably occur with so many lifts in operation 24 hours a day,
7 days a week, 365 days of the year.

In the unlikely event of lift breakdown and getting stuck in a
lift, please press the alarm button and speak into the grill on
the control panel when prompted or call 020 7527 5493 for 24
hour response. Our dedicated staff will be on hand to help.

Please do not call the Fire Brigade (999) unless there is an
emergency and you are in immediate danger.

HFInews@homesforislington.org.uk or 020 7527 4056

® Save money and our environment!

Money saving tips

HFI recognise the importance of responsible environmental
management and the necessity for us all to play our part. We
work with our partners to reduce our environmental impact
and make sure our actions are sustainable. Our Environmental
Policy commits us to action, ensuring we are:

o complying with environmental legislation
¢ preventing pollution
* striving for continual improvement

There are also a number of ways you can help our environment
and save yourself money!

M Are you feeling

the effects of the
credit crunch?

HFI and its partners have a number of
ways to help our tenants and homeowners
during this downturn in the economy.

If you are a tenant and are struggling with your rent you should
speak to your local area housing office. HFl homeowners can
get advice about payment options for service charge and
major works bills from the home ownership service.

HFI can also make referrals to other advice services that
can help you prioritise your debts, negotiate affordable
repayments, maximising your available income and check you
are claiming the correct welfare benefits.

These advice agencies include:
¢ Independent Advice Project

o Welfare Rights Unit

¢ CHAS Central London

o Citizens Advice Bureau

You can also get free debt advice from the national debtline
on 0808 808 4000 or visit www.nationaldebtline.co.uk.

If you are unfortunate enough to lose your job you should
contact your local Jobcentre plus office, call them on 0800
055 6688 or visit www.jobcentreplus.gov.uk.

All HFI area housing offices operate a daily housing benefit
drop-in service between 9am-4pm each weekday where you
can get advice on how to apply for housing benefit.
Keeping up with your housing costs

Please remember that housing costs are a priority debt and
your home can be at risk if you fall behind with payments.

o Turn your thermostat down by 1°C and save as much as 10%
off your annual heating bill (£39 for the average lslington
household)

o Turn appliances off standby and you could save on
average £29 a year

o Sell or donate unwanted goods rather than throw them away

¢ Turn off lights when you leave a room and save on
average £6 a year

o Lower your hot water thermostat to 60°C and save
£10 for every 1°C

For further information please contact:
environment@homesforislington.org.uk

New eco-friendly

homes available
summer ZOQ9

Good news for residents on Islington’s housing waiting list.
Construction of our first new council houses for a generation
will be complete by summer 2009. 10 new family-sized homes
at Boleyn Road and 4 new three-bed family homes at Armour
Close will be available to rent.

Greener homes for the future — Did you know that UK homes
account for around 27% of the UK's carbon emissions, a
major cause of climate change.

Because HFI are committed to protecting and enhancing the
environment and tackling climate change our new homes
are built to the standards set in the Code for Sustainable
Homes making them more energy and water efficient, they
will produce fewer carbon emissions and are better for the
environment.

The new homes will be available to residents from the transfer
and waiting lists.

Visit our website at . .n
www.homesforislington.org.uk



Everyone needs
good

neighbours

With the economic downturn combined with increases in fuel,
food & other living costs all of us are feeling the recession bite.
To lift yourself out of the ‘doom & gloom' try doing a good
deed for others. Visit an elderly person, say ‘hello’ to your
neighbour or do some volunteer work - it makes a world of
difference to them and makes you feel happier!

A 'Celebrate your Neighbour' event was organised by a
local Islington resident at Highbury Barn on 7 February 2009
to do just that. Local businesses participated in the day by
offering special deals and local residents came out to meet
their neighbours over a cup of tea at Highbury Barn. It was
a successful day combined with the Mosque Open Day in
Finsbury Park. Further information on the event can be found
on www.celebrateyourneighbour.org.uk

If you are a recipient of a good deed or have done a good
deed yourself let us know about it. Any good neighbourly
deeds big or small we would like to hear about so we can
share this with others and help to inspire more residents to be
good neighbours.

Please email your good deed stories to supportingpeople@isli
ngton.gov.uk with the subject title: ‘good neighbour’ or write
to us at Good Neighbours (HASS), 338 Goswell Road,
London, EC1V 7LQ.

Your good deed stories will be published on the Islington
Council web pages and/or in the ‘Islington Now" resident’s
newsletter and on the Homes for Islington web pages and/or
in the "HFI News' resident’s newsletter.

Contact HFI News at
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"Evag xdrowog tov Tohvyrtov ogydvaoe otig 7 ®efoovagiov 2009 po
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axQUB®S CUTO TOV %OMO. 2TV NUEQC GUIUETELOV OL EMLYELNOELS THG
TIEQLOYS e TIQOGDOQES Xall OL %ATOWOL TI)G TeQLoyng floBav va yvmpioouy
TOVG YE(TOVES TOUG % Ve mouv paki évar phtlave todu oto Highbury Barn.
H nuega elye emmvyio o ouvdvaoud pe v Avoyri Hugoa oto TCapd
oto ivopmovot [agr. T megLocoteges mngodogies emoredreite ™V
wotooehida. www.celebrateyourneighbour.org.uk

Edv zdmotog éxave o yaon oag wa %ahi) modkn 1 edv éxete vavel eoeig
e %ok} AN, melte o pag. Ohovpe Vo yvmpiCoupe Tig kohég moaec,
WrQEg 1) ueydheg, petall yerrovov, doTe va. TIg Lol opaoTe e dhhoug
KOL VO eUTVEOUNE OMO %O MEQLOGOTEQOVS %aTO(XOVG VO elval xahol
YelToveg.

Srethte pe email Tig w0t00leg ®ohov mdSewy om devBuvon mailto:supp
ortingpeople@islington.gov.uk pe titho Oépatos: ‘good neighbour’ («xahog
yeirovagy) 1) otelhte pog emotoli) ot dievbuvon Good Neighbours (HASS),
338 Goswell Road, London, ECTV 7LQ.

O wotogies xahdv modEenv Ba dnpootevtot oTig LoTooehides Tov Aoy
Tov Tohivyxtov fi/xan oto GukLGdL0 Tov ratolxmv ‘Islington Now’ %aw otig
wrooehideg Tov Homes for Islington fi/xau oto puAkadio Tov xatoixwy ‘HFl
News'. (Greek)

HFInews@homesforislington.org.uk or 020 7527 4056

Todos precisamos de hons vizinhos

Sente-se mais farto do que o habitual?

Com a reducao do poder de compra combinado com os aumentos
de combustivel, alimentos e outros custos de vida, todos estamos a
sentir 0 peso da recessdo. Para levantar a sua moral desta “desgraca
e melancolia”, tente fazer uma boa accdo a outra pessoa. Visite uma
pessoa idosa, diga "0la" ao seu(sua) vizinho(a) ou faca algum trabalho
voluntario - faz uma enorme diferenca para eles e sente-se mais feliz!

Foi organizado um evento chamado “Celebrar o seu vizinho” por um
residente local de Islington no Highbury Barn, no dia 7 de Fevereiro
de 2009, para fazer apenas isso. Os comerciantes locais participaram
nesse dia oferecendo promocdes especiais e os residentes locais
compareceram para se encontrar com os seus vizinhos e para tomarem
uma chavena de cha no Highbury Barn. Foi um dia com muito sucesso
combinado com o Dia Aberto da Mesquita no Finsbury Park. Para obter
mais iI?formagC)es sobre 0 evento, visite: www.celebrateyourneighbour.
org.u

Se foi um receptor de uma boa accdo ou fez uma boa accdo, fale-
nos sobre ela. Gostariamos de saber sobre todas as accdes de boa
vizinhanca, grandes ou pequenas, para que as possamos partilhar com
outros e ajudar a inspirar mais residentes a serem bons vizinhos.

Por favor e-mail as suas histdrias de boas accdes para mailto:supporti
ngpeople@islington.gov.uk com o titulo do assunto: ‘Bom vizinho' ou
escreva-nos para Good Neighbours (HASS), 338 Goswell Road, London,
ECTVTLQ.

As suas historias de boas accdes serdo publicadas nas paginas da Internet
do Municipio de Islington e/ou no boletim de noticias de residente
“Islington Now", e nas paginas da Internet da “Homes for Islington”
e/ou no boletim de noticias de residente “HFI News". (Portuguese)

Qof walba waxa uu u baahan yahay jaar wacan

Miyaad dareemaysaa caro sidii caadiga
ahayad ka daran?

Marka laysku daro dhagaalahan hoos u dhacay iyo sixir bararka enerjiga,
cuntada Iyo kharashka nolosha ee kale, waxaan dareemaynaa ganiinyada
dhagaale dhacan. Si aad uuga baxdo ‘qoonka & calool xumada' isku day in
aad camal quman u gabato dadka kale. Boogo qof waayeela, ‘iska waran'
ku dheh jaarkaaga ama waxo0gaa shaqo iskaa-wax u gabso ah samee -
aduunkay wax weyn u badali kartaa, adiganu waad ku farxi doontaa.

Xafladan ‘U Banaan-baxa Jaarkaaga” (Celebrate your Neighbour) waxaa
500 gaban-gaabiyay kuwa degan xaafada lslington ee Highbury Barn 7-da
Febraayo 2009 si tani loo sameeyo. Ganacsatada xaafadu way kasoo gayb-
galaysaa maalintani waxana ay ku deegaysaa alaabo jaban, dadka degan
xaafaduna waa isku s00 baxayaan si ay uula kulmaan jaarkooda, kuna wada
shaahaynayaan Highbury Barn. Waxaanay ahayd maalin lagu guulaystay
marka lagu daro Maalintii Furitaanka Masaajidka ee Finsbury Park. Warar
dheeraada 00 ku saabsan xafladan waxaa laga helayaa shabakada www.
celebrateyourneighbour.org.uk

Hadii camal wacan laguu falay ama aad camal wacan u fashay qof kale
noo 500 sheeg. Camal kasta 00 wacan 0o jaarku falo, haba yaraado ama
weynaado, waxaanu jecel nahay in aanu magalno si aanu uula wadaagno
dadka kale, 0o waliba kusii dhiiri-galino si ay u nogdaan jaar wacan

Fadlan sheekadiina camalada wacan kusoo dir email-kani mailto:supportin
gpeople@islington.gov.uk cinwaankana kusoo dhig: ‘good neighbour' ama
goraal noogu soo dir Good Neighbours (HASS), 338 Goswell Road, London,
ECIVTLQ.

Sheekooyinkiina camalada wacan waxaa lagu soo daabacayaa shabakada
Kownsulka ee Islington Council ama warsidaha degenayaasha ee 'lslington
Now' iyo bogaga shabakada ee 'Homes for Islington’ ama warsidaha
degenayaasha ee "HFI News'. (Somali)

Todo el mundo necesita buenos vecinos

(Se siente usted mas harto de lo normal?

Con la bajada econdmica combinada con el aumento del precio de
la gasolina, comida y otros gastos de subsistencia, todos estamos
sintiendo los efectos de la recesion. Para sacudirse el sentimiento de
melancolia trate de hacer una buena accion por los demds. Visite a un
anciano, salude a su vecino o realice algun trabajo voluntario - esto hace
muchisima diferencia para ellos jy a usted le hace sentir mas feliz!

"Celebre su Vecino” (Celebrate your Neighbour) fue un evento
organizado por un residente de la localidad de Islington en Highbury
Barn el 7 de febrero de 2009, para hacer justamente esa meta. Los
negocios locales participaron ese dia ofreciendo promociones especiales
y los residentes locales salieron para encontrarse con sus vecinos
y tomarse una taza de té en Highbury Barn. Fue un dia exitoso en
combinacion con el Dia Abierto a Todos de la Mesquita (Mosque Open
Day) de Finsbury Park. Se puede encontrar mas informacién sobre el
evento en www.celebrateyourneighbour.org.uk

Si ha sido usted beneficiario de una buena accion o si ha realizado una
buena accion, cuéntenos al respecto. Quisiéramos estar informados de
cualquier buena accion entre vecinos para que la podamos compartir
con otros para ayudar a inspirar a mas residentes a ser buenos vecinos.

Por favor envie sus relatos de buenas acciones por correo electronico
a  mailto:supportingpeople@islington.gov.uk con el titulo: ‘good
neighbour’ o escribanos a Good Neighbours (HASS), 338 Goswell Road,
London, EC1V 7LQ.

Sus relatos de buenas acciones seran publicados en las paginas web
de Islington Council y/o en el boletin informativo de los residentes
'Islington Now" asi como en las paginas web de Homes for Islington y/o
en el boletin informativo de los residentes "HFI News'. (Spanish)

Herkesin iyi komsulara ihtiyac vardir

Kendinizi her zamankinden daha fazla mi bikkin
hissediyorsunuz?

Ekonomideki ters gidisatin yakit, gida ve diger yasam masraflarindaki
artislar ile birlesmesi sonucunda hepimiz iktisadi durgunlugun etkilerini
hissetmekteyiz. Bu 'koétl ve karamsar' ortamdan kendinizi siyirmak
amaciyla baskalari icin hayirh bir is yapmayi deneyin. Yasli bir kisiyi ziyaret
edin, komsunuza ‘merhaba’ deyin ya da bazi gondlli calismalarda
bulunun - bu onlar icin diinyalara bedel bir anlam tasiyacaktir ve ayrica
kendinizi de daha mutlu hissetmenizi saglayacaktir!

Iste tam bu amaca y6nelik olarak yerel bir Islington sakini tarafindan
7 Subat 2009 giin Highbury Barn'da bir ‘Komsunu Kutla" etkinligi
dizenlendi. Bu giine dzel firsatlar sunan bircok yerel isyeri de katildi
ve mahalle sakinleri bir yandan caylarini yudumlarken 6te yandan da
komsulari ile tanisabilmek amaciyla Highbury Barn'a cikip geldiler.
Finsbury Park'taki Cami Agik GUnd ile birlikte basarili bir giin oldu. Bu
etkinlik ile ilgili daha fazla bilgiyi www.celebrateyourneighbour.org.uk
'de bulabilirsiniz.

EGer hayirli bir isten yararlanmis biri konumundaysaniz, ya da siz hayirli
bir is yapmis biriyseniz, bizi bundan haberdar edin. Bu bilgileri bagkalari
lle paylasmak ve daha fazla sakinin iyi komsular haline gelebilmesi
konusunda onlara ilham verebilmek icin biytk ya da kiiclk yapilmig
olan her turldi hayrli komsuluk isini duymak istiyoruz.

Lutfen hayirli is hikayelerinizi e-posta yoluyla mailto:supportingpeople@i
slington.gov.uk supportingpeople@islington.gov.uk adresine ‘iyi komsu’
konu basligr altinda gonderin ya da bize Good Neighbours (HASS), 338
Goswell Road, London, EC1V 7LQ adresine yazin.

Hayirli is hikayeleriniz Islington Belediyesi'nin internet sayfalarinda ve/
veya 'lslington Now" adli sakinlere mahsus bultende, ve ayrica Homes
for Islington'in internet sayfalarinda ve/veya ‘HFl News' baslikli sakinlere
mahsus bultende yayinlanacaktir. (Turkish)

Visit our website at . .n
www.homesforislington.org.uk



BService Promise feedback

In each issue we feedback on how we are doing against the targets in
areas that you have told us matter the most.
In this edition we are focussing on whether we are doing what we said we'd do in dealing with Complaints,

Comments and Compliments.

Service Promise ‘ What we are doing

HFI has improved both the accessibility and the accuracy of recording complaints across
the organisation. Complaints can be registered by telephone, in person or via the HF|
website as well as by letter or complaints form.

We will take all complaints
seriously and have a formal
complaints procedure to
ensure that your complaint is
dealt with fairly and promptly.

shows 93.6%.

Learning from complaints is now circulated to all HFl senior managers and publicised to
customers in HFI News as “You said...We did...". It is also publicised on the comments
and complaints section of the HFI website.

We have consulted with the HFI Disability Panel on the complaints policy and procedure.

Customer satisfaction with the handling of complaints, although still low, has improved
since the first postal survey in October 2006.

Our target for responding to your complaints is 95% and performance to October 2008

well and where officers have
delivered excellent services.

news and our website.

We will encourage customers | We are always pleased to hear when a member of staff has treated you well and has
to tell us when we have done | given excellent service. You can let us know when you feel you have received good
service by either speaking to any manager at one of our housing offices, filling out one
of our customer comment cards in a housing office or by going online and filling in our
complaints, comments or compliments form. We will publicise your compliments in HFI

changed policies or working
practices as a result of your
customer feedback

and on the HFI website.

We will tell you where we have | Customer feedback is very important to us. We have publicised actions taken from
your feedback in our reception areas, in regular news items in our HFI news publications

Feedback from focus groups held between April 2007 and June 2008 and actions taken
are publicised in this edition on page 14

We are always looking to improve feedback from our
customers and welcome your feedback on any part of our
service. If you would like to comment on any service that we
have provided, please speak to a member of staff or pick up a
‘complaints, comments and compliments’ leaflet at your area
office or visit our website at www.homesforislington.org.uk.

You may be interested in joining the Resident Involvement

Register. Once registered you can choose a way that is suitable
for you to be asked about your views on our service provided
to you. Joining is simple. Just pick up a form from the Home
Ownership or our other area offices, fill it in and return it to a
member of staff or visit our website at www.homesforislington.
org.uk. We will then confirm your registration and will include
you in consultation on the options you have chosen.

New Complaints surveys

When a customer complaint has been closed we issue a
customer satisfaction survey. This is to ensure that complaints
we receive have been handled fairly and promptly.

In partnership with Islington Council, the survey has been
reviewed and is now called the “Corporate Complaints
Monitoring Survey".

All survey returns will now go to the Central Complaints Team
in Islington Council for compilation but Homes for Islington

Contact HFI News at

will still be responsible for learning from, taking any required
action and feedback regarding your complaints.

If you have or do receive a new survey, then please fill it in and
send it back in the prepaid envelope. Your feedback on our
complaints service is very important to us.

If you need help in filling out the survey then please contact
the Central Complaints Team on 020 7527 3007 or by
emailing central.complaints@islington.gov.uk.

HFInews@homesforislington.org.uk or 020 7527 4056

1Get involved

How you can have your say about how your homes are managed

New Tenants Survey

Over the last year HFI has been improving the services that
new tenants receive to help them settle in. The aim of these
improvements is to make moving and settling into a new
home as simple as possible. This article explains what help a
new tenant can expect from HFl while they are settling into
their new home.

HFI's Void Quality team help to monitor these improvements
by interviewing approximately 10% of new tenants to find
out their opinions on the whole moving in process from the
first viewing through to the condition of the home once
they have moved in. HFI use the survey results to highlight
common weaknesses in the service with our contractors and
monitor these.

Overall, according to the last analysis carried out in November
2008, 95.3% of new tenants taking part in the survey were
satisfied with the services provided by HFI.

Viewing

At the viewing, prospective tenants should be given a copy
of the void standard - this is the set of criteria that all of
our empty properties are expected to meet. 88.8% of new
tenants who had moved in thought that the condition of their

property against the void standard could be rated as good or
very good.

Sign up
The sign up meeting is where tenants come in and sign

their new tenancy agreement. Staff will explain what each
department does and provide information to help the tenant
settle in to their new home. Staff will also ask some basic
questions that will help the welfare benefit adviser decide
if the tenant may be eligible for extra money through the
benefit system.

Settling in

Kier offer a Welcome Box which is made available in the
empty property. The box contains essentials such as cleaning
goods, coffee and tea among other things. Following on
from suggestions made by tenants in the past, the box now
contains more energy saving light bulbs.

HFI has also made an arrangement with Scottish and Southern
Electric to have the gas and electricity supply already connected
by the time the tenant moves in. Between November 2007-
November 2008, 82.8% of those tenants asked were satisfied
or very satisfied with this arrangement.

HFI can also organise a free Fire Brigade safety visit to check
that all necessary precautions are being taken.

There is also a New Tenant Liaison Officer who is available to
help all new tenants settle in by dealing with any enquiries
that may arise.

If you have any suggestions on how we could improve the
service offered to new tenants or if you have any questions
about any of the information mentioned in this article please
contact the Service Development Team on 020 7527 4079.

Home Contents Insurance

IPrize Draw

And the winner is...

Between September and December 2008 HFI ran a Prize Draw
to promote the Tenants Insurance Scheme offered by LBI. On
the 18" of December, Mr Lakhbir Sandhu was picked out of a
hat and won £100 in vouchers. There were two second prizes
of £50, which were won by Mrs Dorothy Marsh and Miss
Elizabeth Sliverthorne.

HFI recommend that all tenants take out home contents
insurance. Tenants can getinsurance via LBI's Tenants Insurance
Scheme, or by making their own private arrangements.

It you would like more information, a leaflet or a proposal
form for the Council's scheme contact the Tenants Insurance
Scheme on free phone number 0800 917 3243 or write to
them at 222 Upper Street, London N1 1XR.

Visit our website at . .n
www.homesforislington.org.uk



IPerformance

NEWS

How well are we doing at
listening to what you tell us?

Between April 2007 and June 2008 we have asked customers to feedback on several issues.

The following table reports what we have done with your comments and suggestions.

We asked

you about...

The tenant handbook

You told us...

You liked a folder style where it would be
easy to find information

So we did...

We used a folder format

IYou said, we did

We value your feedback on our services, whether you wish to make a complaint
or a compliment. Below are just some of the compliments we received from you.

What we did...

Mechanical and
Electrical Team response

What you said...

When they came to visit they were really polite
and helpful - they kept me informed of everything
they were doing and have even called to check if
we are experiencing any further problems.

DVD for new tenants

New tenants might not have a DVD player

We play the DVD to new
tenants at our offices

Estate Services response

Regarding a longstanding problem in a communal
corridor - he got my complaint and dealt with it at
once and in a very professional way.

Our translation and
interpreting services

That you didn’t know about translation and
interpreting services available or English for
speakers of other languages classes

We are promoting the
services available

Right to buy
communication

You wanted to know more about the legal
stages of the right to buy process

We added more information
about eligibility, valuation,
improvements and repairs

Repairs Service response

| logged online at 0500 this morning, a fault with
my boiler. I was kept up to date all morning. The
heating was back on at 1300. Very impressed!

| have a poor immune system and have a heavy
cold, so this is really appreciated.

Good neighbour
agreements (GNAS)

That estates are generally good places to
live with occasional antisocial or nuisance
behaviour

\We have recommended that
GNAs are retained as a tool that
HFI could use, if appropriate

Tenants' incentive
schemes

That incentives should benefit families, young
people and communities and look at solving
antisocial behaviour

We are working with Islington
council on possible youth
schemes

Housing Support Service response

We would like to thank you for sending this
wonderful woman to assist my father to move into
sheltered accommodation. This was not a simple
task as my sister and her 13 year older daughter
lived in the property. She helped us all through a
very difficult situation, we are so grateful

Repair and recharge
policies

That it's ok for some types of work to have
longer completion timescales, that customers
who miss appointments should be charged
and that we should promote the home
contents insurance scheme

These comments have been
incorporated into our
new policy

Thank you to all those customers who attended focus groups or gave up their time to feedback on our services.

If you would like to be involved in focus groups or any other area of consultation, please contact Jacqueline Robinson
on 020 7527 2903 or email jacqueline.robinson@homesforislington.org.uk

Contact HFI News at
HFInews@homesforislington.org.uk or 020 7527 4056

Antisocial Behaviour Team response

Very helpful, professional and supportive
throughout my entire experience of having to take
action regarding my disruptive neighbour...made
a huge difference to my peace of mind and has
given me an opportunity to enjoy my home

again without interruptions from noise, violent
behaviour and harassment.

Visit our website at . m
www.homesforislington.org.uk




ISnapshot

What have young HFI residents produced so far...?

Young people from across Islington have been taking part
in Snapshot, a new arts programme for young HF residents
aged 11-19. Projects are taking place now in various areas of
the borough including Canonbury, EC1, Andover and Hilldrop
areas. Young people have the opportunity to take part in a
range of activities including photography, filmmaking, drama,
music and sound production, creative writing and digital arts
as part of the project. Creative workshops led by professional
artists are taking place in youth clubs, community centres and
out and about on estates.

On this page you can see just some of the work produced
so far. Young people in the Bunhill and Clerkenwell wards
have been trying out 'light painting’, using torches to create
some striking photographic images on the streets at night.
While at the Rose Bowl Youth Club on New River Green
Estate in Canonbury young people have been learning how
to use professional photographic equipment to take creative
portraits of each other and then using the photographs as
inspiration for writing poetry!

The outcomes of all these projects will be showcased at an
exciting special event at the Emirates Stadium on Tuesday 31
March 7-9pm. For more information and to book a ticket for
the event please call All Change on 020 7689 4646 or email
all.change@virgin.net

The Snapshot project has been commissioned by Homes for
Islington and is being run by Islington based arts charity All
Change in partnership with Islington Young People’s Service
and Arsenal Positive Futures.

Contact HFI News at
HFInews@homesforislington.org.uk or 020 7527 4056



