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Welcome to the first edition of ISHA’s resident newsletter in 2021. 

This month’s newsletter brings exciting news for ISHA in Stoke Newington, 
gives some guidance about anti-social behaviour and help with your rent, and 
also launches our new complaints policy.

If you’d like to get involved with any of the work ISHA is doing, get in touch at 
involvement@isha.co.uk.

- Ros Selby, Head of Communication and Involvement
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25 new homes 
coming to 
Stoke 
Newington

We’ve recently bought a new development site in Stoke Newington from a 
property developer. All being well, we hope to build 25 brand new, safe, easy 
to maintain, affordable homes.

The site at 87, 89 and 91 Barrett’s Grove, N16 was a MOT garage in a 
previous life.

There’s a fair amount of work to do before we can award a contract to a 
builder but we’re really excited to be able to provide new homes to Hackney 
residents in such a great and sought-after location.
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Noise and 
anti-social
behaviour 
(ASB)

As the Covid-19 restrictions continue, we'd like to remind people about noise 
levels and anti-social behaviour (ASB).

Noise levels
We are all spending a lot more time at home and this often results in more 
noise transference between properties. Spending more time at home means 
we are all probably making a little more noise and we need to be tolerant of 
some increased noise from our neighbours. A small increase in noise is not 
in itself anti-social behaviour.

That said, we all need to be mindful of our neighbours, who, like us, are often 
having to spend much of their time at home. Where possible, keep noise to 
an acceptable level especially during the night (from 10pm to 7am).

Try to keep to a daily routine that would mirror your life out of lockdown. For 
example, keeping the same sleeping patterns. This will prepare you for when 
the restrictions are eased and will be appreciated by your neighbours.

Anti-social behaviour
If you do feel noise levels are excessive and occur regularly, we have 
information online about noise nuisance, what is considered anti-social 
behaviour, and how to report it.

You can also contact your Local Authority noise patrol team and ask them to 
investigate.

https://www.isha.co.uk/your_home/noise-nuisance/when-does-noise-become-a-nuisance.html
https://www.isha.co.uk/your_home/asb.html


Updated 
repairs and 
anti-social 
behaviour 
leaflets online

Resident involvement strategy
We are keen for our residents to get involved in delivering a better service to 
all our tenants and customers. By engaging with you and listening to your 
concerns and issues, we can make your ISHA home and community 
somewhere you really love.

You can find out more about getting involved and what we hope to achieve in 
our newly published resident involvement and engagement strategy (pdf, 
1.1mb).

New anti-social behaviour and repairs leaflets
A great example of our recent work with residents are the updated anti-social 
behaviour and repairs responsibilities leaflets we’ve put on our website.

Both leaflets were designed with invaluable input from our residents and are 
available in English and Vietnamese versions.

� Anti-social behaviour leaflet for tenants (pdf, 4.3mb)

� Anti-social behaviour leaflet for Vietnamese tenants (pdf, 4.6mb)

� Repairs and responsibilities for tenants (pdf, 831kb)

� Repairs and responsibilities for Vietnamese tenants (pdf, 486kb)

https://www.isha.co.uk/downloads/Resident%20involvement/resident-involvement-engagement-strategy.pdf
https://www.isha.co.uk/downloads/ASB/anti-social-behavior-tenants-leaflet.pdf
https://www.isha.co.uk/downloads/ASB/anti-social-behavior-tenants-vietnamese-leaflet.pdf
https://www.isha.co.uk/downloads/Repairs/repairs-responsibilites-tenants-leaflet.pdf
https://www.isha.co.uk/downloads/Repairs/repairs-responsibilites-tenants-vietnamese-leaflet.pdf


Our new 
complaints
procedure

We work hard to provide a great service for all our customers but there may 
be times when we don’t get things right. We know that our complaints 
process wasn’t working for everyone – which is why we changed things.

Sabina Begum - Our new Complaints and 
Resolution Officer
Our full-time complaints officer, Sabina Begum, will answer all complaints. 
Sabina is independent of any team, making doubly sure that our approach to 
your complaint is fair. The first thing she’ll do when she receives your 
complaint is to find out more about it from you. You can make a complaint by 
calling us or emailing isha@isha.co.uk.

What we will do
When we make a mistake we will always apologise, aim to put it right 
and do things better so we don’t make the same mistake again. We learn 
from our mistakes and use your feedback to improve our services.

Our new complaints policy (pdf, 182kb) gives details of our promise to you, 
the two stages of our process, what to do if you are still unhappy with our 
response, and how to escalate your complaint to the Housing Ombudsman.
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Our new 
complaints
procedure

We need your help
We are setting up a Resident Complaints Panel to oversee how we respond to 
complaints, how we are improving service as a result of complaints, and how 
our process is working.

The panel will meet four times per year – we believe this time commitment is 
manageable.

If you are interested in working with us to improve our response to complaints 
and our service as a result of them, and you can commit to a virtual meeting 
every three months, please do get in touch at involvement@isha.co.uk.
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Are you 
concerned 
about 
paying your 
rent?

Although there is positive news with the rollout of Covid-19 vaccines and a 
road-map to how things will hopefully be getting back to normal, we know this 
remains a stressful and worrying time for many people. There is still much 
financial uncertainty and you may be worried about paying bills, buying food 
and affording your rent.

If you are concerned, don’t “suffer in silence”. While you do need to keep 
up-to-date with your rent payments, there is help available. Call us on 0300 
131 7300 or email isha@isha.co.uk and we’ll do our best to help you and 
explain the options available.

Universal Credit
If you have lost your job or are facing a reduction in your income, we 
recommend you immediately apply for Universal Credit. You can do this on 
the Universal Credit section of your Local Authority website:
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Discretionary housing payment
If you are claiming Universal Credit and have a shortfall in rent because of the 
benefit cap, you may be able to get a discretionary housing payment.

Contact your Local Authority for information on how to apply.

• Camden

• Islington

• Hackney

• Haringey

• Tower Hamlets

• Waltham Forest

mailto:isha@isha.co.uk
https://www.camden.gov.uk/universal-credit
https://www.islington.gov.uk/benefits-and-support/universal-credit
https://hackney.gov.uk/universal-credit
https://www.haringey.gov.uk/council-tax-and-benefits/housing-benefit-and-council-tax-reductions/universal-credit
https://www.towerhamlets.gov.uk/lgnl/advice_and_benefits/benefits/housing_benefit/housing_benefit.aspx
https://www.walthamforest.gov.uk/content/universal-credit-and-help-your-rent


Contact us

Customer service 
and repairs
0300 131 7300
isha@isha.co.uk

Emergency gas leaks
0800 111 999

ISHA WhatsApp
+447950 972 098

Website
www.isha.co.uk
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