
Welcome to our August residents’ newsletter
We’re now solidly in the tradi�onal holiday season with the schools having broken up for
Summer. Talking of which, we’ve pulled together some informa�on for you about
Summer ac�vi�es for young people in Hackney, Islington and Waltham Forest. Even
be�er, most of them are free!

Beth, our Resident and Community Involvement Lead, is back with an update on resident
involvement and details of the latest events she’s a�ended.

Inside this issue you’ll also find informa�on on:

▪ changes we’ve made following your feedback

▪ our new li� repair and maintenance contractor

▪ moving to Universal Credit

▪ meet our Complaints Team

▪ home contents insurance.

If you have any ques�ons or need to speak to us, our Customer Services Team are here to
help. You can contact them on 0300 131 7300, email isha@isha.co.uk or pop by the office,
Monday to Friday, 9am to 5pm.

Best wishes

Thea McNaught-Reynolds
Head of Communica�on & Involvement

August 2023

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

Emergency gas leaks
0800 111 999

Damp & mould
0300 131 7300
isha@isha.co.uk

Website
www.isha.co.uk

Islington & Shoreditch
Housing Associa�on (ISHA)
102 Blackstock Road
London N4 2DR

Photo by Samuel Regan-Asante

https://www.isha.co.uk/news/summer-activities-for-young-people-in.html
https://www.isha.co.uk/news/im-happy-to-see-these-events-are.html
https://www.isha.co.uk/news/im-happy-to-see-these-events-are.html
https://www.isha.co.uk/news/you-said-we-did---contact-details-and.html
https://www.isha.co.uk/news/weve-changed-our-lift-maintenance-and.html
https://www.isha.co.uk/news/help-moving-from-benefits-to-universal.html
https://www.isha.co.uk/news/making-a-complaint-made-easier.html
https://www.isha.co.uk/news/simple-home-contents-insurance1.html
mailto:isha@isha.co.uk
mailto:isha@isha.co.uk
mailto:isha@isha.co.uk
https://www.isha.co.uk


"I’m happy to see these events are happening
again" - Resident involvement update
Just six weeks into the role, I’ve already held two resident-facing events, and had numerous conversa�ons with people
interested in the resident scru�ny panel. If you’d like to be involved, email involvement@isha.co.uk to get in touch.

Hackney residents’ mee�ng
On Thursday, 27 July, we opened the doors of St Michael & All Angels Church in London Fields, Hackney, and welcomed
in the local ISHA community for a shared meal and the chance to provide feedback on their experience with us.

ISHA was out in full force – with repairs, surveyors, development, customer service, rent and income, housing,
neighbourhoods and outreach all in a�endance to meet with residents, listen to their concerns and find solu�ons
together. Read more about what residents thought of the Hackney residents’ mee�ng >>

Zoffany Street, N19
I also visited Zoffany Street with Neighbourhood Services Officer, Gary Johnson, to speak to residents about their
frustra�on with li� repairs and communica�on.

We were delighted to hear that residents were happy with our service in many ways. We noted their concerns around
communica�on and are implemen�ng some changes to make all residents aware of communal issues and repairs going
forward. Read more about the Zoffany Street residents’ mee�ng >>

More mee�ngs with our residents
We are planning to run similar events in the London Boroughs of Islington and Waltham Forest. If they’re of interest to
you, email involvement@isha.co.uk.

Have your say – a quick survey
Share your views about our service, your priori�es, and how we can best support you.

Beth Hayden
Resident and Community Involvement Lead
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Summer activities for under 18s
There are many ac�vi�es for young people to par�cipate in throughout July and August
across Islington, Hackney and Waltham Forest.

From Summer Starts Here in Fellowship Square (Waltham Forest) and the Summer Fun
ac�vi�es programme in Islington to sports clubs, art workshops, drama courses, music
and DJ-ing opportuni�es in Hackney.

More informa�on about ac�vi�es Summer holiday >>

Plumbing apprenticeship for young
ISHA residents
FDH Services is looking to hire a plumbing appren�ce from the local area. FDH is a
successful, family-run plumbing, gas and electrical business that works across North and
East London.

To apply, you'll need to be between 16 and 21 years old, live local to Waltham Forest and
ideally have some plumbing experience.

The appren�ceship combines first-hand work experience with a college course. Typically
you’ll spend 20% of your �me studying and 80% of your �me working with FDH, learning
all about what they do and gaining prac�cal skills ‘on the job’.

See our website for more informa�on about the appren�ceship or email
billie@fdhservices.com to apply.
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You said, we did
We want to provide the best service we can for all our residents, here are some changes
we’ve made based on your feedback.

We know one area we need to get be�er at is communica�ng to you in a �mely manner
and in a way that works for you. So, we’ve:

▪ created some new signage for the no�ceboards in each block

▪ addressed a problem with some residents not receiving text (SMS) messages
from us.

You can read more about these changes in the You said, we did ar�cle on our website.

Introducing our new lift contractors
Apex Li�s have been appointed as our interim li� maintenance and service contractor.
Apex Li�s have a customer-first approach and are well equipped to keep up with the level
of demand we have for li� repair and maintenance service. They are fully accredited and
we’ve signed an ini�al one-year contract.

We’ll be undertaking a formal tender process for our long-term provider later this year.

If you’d like to be involved in the tender process, you can join our resident repairs panel.
For more informa�on on the panel and its role, email involvement@isha.co.uk.
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Meet our Complaints Team
We work hard to deliver a great service to all our residents, but we don’t always get it
right. If you are unhappy with your home or the service from ISHA, you have a right to
complain and we want you to let us know.

We have recently published our updated complaints policy (pdf, 762kb) on our website
and published a news story about how to complain to us and what will happen you make
a complaint.

You can make a complaint however it is easiest for you but we do recommend either
calling us on 0300 131 7300 or emailing complaints@isha.co.uk to raise your complaint.

Home contents insurance
ISHA provides buildings' insurance for our proper�es, but we don't provide contents
insurance.

If you want to protect your personal possessions and fi�ngs such as carpets from loss
or damage from fire, burglary, or water damage you need to take out a home contents
insurance policy.

While we can’t recommend a par�cular policy or provider we have partnered with RSA to
offer residents access to their Simple and Simple+ contents insurance.

Find out more and apply online >>
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Supporting you if you’re moving to
Universal Credit
If you are moving to Universal Credit from other benefits, it's important you contact our
Customer Service Team to work out how much rent you'll pay and agree payment dates.

How do I know if I need to apply for Universal Credit?
The Department for Work and Pensions (DWP) will have wri�en to you previously if
you’re moving to Universal Credit. They will have given you a deadline to apply and it's
important that you submit your claim by that date.

You can apply for Universal Credit online or by calling the Universal Credit helpline on
0800 328 5644 or tex�ng 0800 328 1344. Ci�zens Advice has informa�on on their website
about moving to Universal Credit.

How ISHA can support you

If you are concerned about rising costs, rent, debt or struggling to pay your bills, our
Outreach and Support Team can help. As well as providing advice they can direct you to
third-party advice and informa�on. Call 0300 131 7300 or email
outreachandsupport@isha.co.uk.

Local council services are also available to help you manage your money in Hackney,
Islington and Camden.

If you need help and

support with your

tenancy, contact our

Outreach and Support

Team on 0300 131 7300.
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