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the quarterly newsletter for Islington and Shoreditch and Lien Viet Housing Associations’ residents

- your questions
answered

Your
NEW pilot

see page 5 magazine
New changes
Office Closure At Easter to Maintenance

The office will close at 5pm on Contractors

Thursday 2 April 2015 and
will re-open at 9am on
Tuesday 7 April 2015

Don’t walk on by

Your Survey Results
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Loud and Clear

Message from Clare Thomson, Chief Executive The highest area of dissatisfaction was service

satisfaction survey, loud and clear.

relevant to you.

tenant orientated.

indicated you have email.

Judith Leigh, Head of People and
Organisational Development

Lana Hashem, Communications
Co-ordinator

Lana and Judith (pictured
right) in the Communications
Team work to improve and
co-ordinate internal and
external information and
communications.

Judith and Lana have
responsibility for co-ordinating
ISHA's internal and external
communications — including
the publications we produce,
the website and marketing and
communications and internal
communications.

Find out how to manage your money with a budget from the StepChange Debt Charity

on 0800 138 1111, website www.stepchange.org

| have heard your feedback from the recent

| am sorry you are not happy with the services
provided by ISHA, and we genuinely want to
improve. We will be working with you over the next
period to make our service more accessible and

One of the things you have told us loud and clear
is that you don’t like ISHA News, because it is too

The large majority of responses also said you
would prefer to receive things by email, and you all

Meet the Team

Homeowners News Spring 2015

Our Performance

ISHA News can be found on the publications page of our website. It contains
all the information about our performance. Please let judithl@isha.co.uk know
what you would like to see measured and reported to you.

CHANGES ON THE WAY

- Cleaning and Gardening contractors

charges. We have put in place an improvement
plan, and we have addressed the most common
questions you ask around services charges in this
newsletter.

As a pilot, this newsletter will be distributed via
email. This will eventually reduce the cost of the
production of your newsletter, and we will factor
this saving into the project which is looking to
itemise your management charge.

It would be great to know what you would like in
your newsletter, or alternatively if you would like
to contribute articles to the newsletter. Please
email the Editor, Judithl@isha.co.uk with any
suggestions for your newsletter.

'L_V’\'I'e’ are currently in the process of chodsing new cleaning and gardening ™ &
contractors and we hope to make a decision by March 2015 which:could mean

that we implement changes in July this year. We have to re-tender the cleaning and
gardening contracts regularly as we have to demonstrate that we have been able to get the best market
prices for service charges payers as set out in legislation.

You have told us that you want more emphasis on the quality and management of cleaning. We have
taken the opportunity and some extra time to make sure we build this in to the selection process.

€ The new contracts will include a clear ISHA/Lien Viet Standard
€ The new contracts will be managed against this standard

€ We will advertise how you can complain directly to the cleaning company
and get direct results

€ We will manage the contract to this standard and feedback to you on

You can contact them if you actions we have taken
They also have an have any feedback about our : .
overview of complaints communication. If you are These char)ges mean we WI|| not ne;cessanly pick the cheapest contractor but look for the one that offers
yOU raise with a focus interested in being involved in the best price for the quality of service we want.
on the lessons learnt the newsletter or have some
from them. stories to tell please let them

If you have any other suggestion on how we can improve your cleaning service

I i TR LB please email us on haveyoursay@isha.co.uk

or Lanah@isha.co.uk

To pay your rent online you need your rent card. Go to www.isha.co.uk and click on Pay Rent



www.isha.co.uk
http://www.isha.co.uk
www.stepchange.org

As you purchase additional shares in your home,
the rent that you pay to ISHA will reduce, although
your mortgage payments will increase.

Staircasing is carried out in exactly the same way

If you choose to staircase it is usually carried out in . ,
that you purchased your initial share and you will

multiples of either or . If you are able to .

. need to arrange for an extension of your mortgage,
afford it, you can eventually purchase your home )
outright. cover the cost of valuing the property and any

legal costs associated with the transaction.
The price paid for further shares is based on the
current full open market valuation carried out
by a member of the Royal Institute of Chartered
Surveyors.

For more information on the Staircasing process
please see the ‘Guide to Staircasing’ on our
website or should you wish to discuss please
contact Sasha Johnson on or

We know as a leaseholder or a shared owner,  We plan to make some of these changes soon and
the amount you pay in service charges is you will have an opportunity to comment on these
very important to you. In our recent customer ~ Proposals in the next 6 months.

survey, you told us that many of you were If you want to be involved in this review please email

concerned that the services you received at Please
indicate if you would be prepared to attend a
meeting or would prefer to join our Service
Charges Email Group.

did not offer value for money.

We have taken your comments on board and this
year we are reviewing the way we deal with service
charges. A few of the things we are looking at
include:-

The way we deal with our administration
charges and if we should move away from a
percentage charge to a fixed fee.

The way we deal with the long term
maintenance issues

Checking our charges and comparing them
to charges set by other similar organisations

Reviewing all the letters and information
we send you to make sure it is as clear as
possible.

Frequently Asked Questions
on Service Charges

You will have recently received your annual service charge review which sets out a
budget for this years’ service charge. This is an estimate of what we believe your
charges will be. We understand that service charge legislation is complicated so we
have compiled some answers to common questions we get asked.

How do you work out service charges?

Service charges cover the cost of any communal
services. The most common communal services
include grounds maintenance, cleaning, water pumps
and electricity usage. The charges also cover the cost
of maintenance and repair to equipment within shared
areas such as lifts, CCTV and door entry systems.
We use a variable service charge system to calculate
the charges. This means in some cases we estimate
the cost of some services but where there is a service
contract, we use the figures given to us by the service
provider. For example if you have a lift, there will be an
annual charge for the service and we use the figure
given to us by our lift contractor.

What happens if the estimate is lower or
higher than we have been charged?

To make sure you pay the actual cost of the service,
we annually compare our estimated cost with the
actual cost over the past year and adjust the charge
to take the difference into account. We tell residents
whether the charge is more or less than the estimate
within six months of the financial year end. This is the
annual service charge statement of accounts and
you should normally receive it in October. If for some
reason, we cannot send you the information, we will
let you know.

Why do the estimates for utilities fluctuate
so much?

In the past some of our costs were based on
estimated readings but we are now taking readings
on a regular basis and costs will be more realistic in

the future. We also use an energy company which
buys energy on the wholesale market. This helps
reduce our costs.

Our estimates for the above utilities have taken into
account industry variables and trends, and we have
set them with caution so as you are not caught out
with higher costs to pay at the end of the year. This
has happened in the past which is why costs have
fluctuated over the years. We hope that with regular
readings we can stabilise costs.

What does the administration fee cover?

The management fee covers the cost of working out
and managing services to our leaseholders. It mainly
includes:

@ a proportion of the staff costs for the
departments within ISHA who deliver services
to you such as housing management, rent
accounts, revenues and service charges,
contractor partnerships, procurement and
the Service Delivery Team (this will depend
on your type of lease and tenure, some
departmental costs may not be applicable
to you).

@ overheads such as the cost of the offices
which includes things like utility and
telephony costs, recruitment and training,
insurances and IT.

@ stationery, printing and postage.

@ if applicable, there will be a fee charged from
a managing agent where the estate services
(or part thereof) are not delivered directly
by us.

Find out how to manage your money with a budget from the StepChange Debt Charity

on 0800 138 1111, website www.stepchange.org
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Currently our costs are based on 15% of the cost of
providing the service. We are looking at reviewing this
in the future and if you are interested in contributing
to the review please email us on

boyob@isha.co.uk

As a shared owner, | pay rent to you- why
am | contributing to a sinking fund and
depreciation costs?

The sinking fund is for expensive works which

include the regular decorating as well as long term
replacements of items such as lifts and the intercom.
We maintain a sinking fund primarily for two reasons,
(1) to ensure that all occupiers contribute to major
works, not just those who are in occupation at the
time they are carried out, and (2) to spread the annual
charges to assist with your budgeting. All reserve
funds earn interest which benefit leaseholders.

The rent you pay as a shared owner contributes
towards the interest costs that ISHA pays on the
equity you do not own. Your leasehold terms require
you are 100% responsible for your flat, and your rent
does not contribute to any of our costs of services.
These costs are in your service charges.

How do we set the sinking fund charge?

The costs are based on what we think it would cost
to carry out the works plus estimates of how long
items will last before they need replacing. We know
that we will carry out decorating works every five

to seven years so we spread the estimates of that
period. We also spread replacements costs of items
over a set period. For example, we estimate that an
intercom may need to be replaced every 10 years so
we allow for this. This way we build up a fund which
contributes to this work. It may not pay for all the
works as sometimes we find that extra works need to
be carried out. When this happens we have to invoice
for the difference.

If | am paying insurance to ISHA, do | need
to have my own buildings insurance?

You do not need to obtain your own buildings
insurance where we hold the freehold because

Homeowners News Spring 2015

ISHA covers this. However, you will need to obtain
your own contents insurance. If you want to obtain
a details of your insurance policy and how to claim
please contact our Insurance Brokers, Arthur J
Gallagher on 01245 341212. Where we don’t own
the freehold, the management company will pay
the building insurance. All insurance payments are
included in your service charge.

What do | need to do if my rent or part of my
rent and service charges is paid by housing
benefit?

You should contact your local housing benefit office
to inform them of your new rent. Details are available
on the local authority web site. Please note that

any other changes in your circumstances must be
reported directly to the benefit office

| am a shared owner, how is my rent
reviewed?

As set out in your lease, your annual rent is reviewed
with an increase of the Retail Price Index (RPI) plus an
additional percentage, which is normally 0.5%. The
actual amount is specified in your individual lease.
This is reflected on your annual rent review letter.

Can | get a refund when you have charged
me for maintenance of equipment that has
frequently broken down?

The charges for the maintenance and repair of
equipment shown on your service charge schedule
are to ensure continuity of the service through regular
maintenance checks and a prompt repair service. If
the equipment breaks down and we have agreed to
repay your service costs, the rebate will be reflected
in next year’s charge as this is the most cost effective
way of doing this.

Why am | being charged for communal
repairs, and what are they?

Leaseholders pay this charge in their service charge.
It is for repairs to communal areas such as light
fittings, locks and gates.

Find out how to manage your money with a budget from the StepChange Debt Charity

on 0800 138 1111, website www.stepchange.org

What happens if the service is provided by
someone else.

In some areas, ISHA does not provide the services
and they are provided by another company. In this
case we would pass on their charges and in some
cases we might add on an additional charge to cover
our administration. Your charges should make it

clear where the services are provided by an external
management agent.

What can | do if I’'m having problems paying
my rent and service charges?

If you have problems paying your rent, coping with
debt, or would like advice on welfare and benefits,
please contact us and we will refer you to a debt
advisor. To arrange an appointment phone our
Service Delivery Team on 020 7704 7300.

Can | claim housing benefit for my service
charges?

Any claim for housing benefit will be based on your
personal circumstances. Most communal service
charges are eligible for housing benefit, however, any
personal service charges payable such as bulk water,
heating or electricity are at your own cost.

A

Do all residents where | live contribute
equally to the running and maintenance of
the building?

The costs of running and maintaining the building
is charged equally among the tenures, but these
charges are passed on differently to tenants and
shared owners.

Shared owners are charged a variable service charge,
and all costs for running the property are paid via the
service charge.

For tenants, some elements such as maintenance
and management are paid for out of their rent and we
cannot charge them in the service charge.

Where this happens we have to make adjustments in
the service charges so that you don’t pay the tenants
charges. For example if the service charge has some
items of communal maintenance and the total cost
was £1000 per year and the scheme has 5 tenants
and 5 shared owners; we would pay £500 towards
the communal maintenance and the shared owners
would pay the remainder. In this example each person
is charged £100. The tenants pay via their rents and
shared owners pay via their service charge.

Another example of items that we pay on behalf of
the tenant include items covered by the sinking fund.
This includes items that will eventually need replacing
and costs towards painting the communal areas.
When we carry out the works, the costs are divided
between shared owners and tenants. The tenants
portion is then paid by us and we charge you the
amount outstanding.

To pay your rent online you need your rent card. Go to www.isha.co.uk and click on Pay Rent
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You will all have seen on the
news or in the papers, articles
about horrible things that have
happened to children, sometimes
resulting in their death. The

only way to prevent these things
happening to others is for us all
to report anything we see that
causes us concern.

s T AN T S—
W At different times'we can‘all be at risk of abuse
for many different reasons. There are people who
28 might need more help than others to stay safe. As
¢ RAGS : 2 _ e _ A - well as children that could be those who are old,
: - S people with disabilities and those with mental health
¢ NAPPIES = / T or long term health problems.

4 COOKING FAI?:‘. SRR, o T LRI, ’ There are many signs that someone could be at risk.
¢ BABY.WIPES . : . i PR Sepe 4 ' Someone you know might look dirty or not dressed
» T& properly, have an injury they find difficult to explain or seem

4 SANITARY PRODUCTS ;.#-,,‘-,:_-.;.f ” %, A frightened and be unusually down or withdrawn.

L

Flushing items likes these will eventually cause the pump to fail as they are If you are worried about anything you have seen in your neighbourhood, please
not designed to deal with this type of waste. These items should be disposed tell your Resident Services Manager. We have a Safeguarding protocol that we
of in the general housing waste. The cost of fitting pumps and clearing follow, and you can be assured that every report is followed up. For reasons of

confidentiality we will not tell you what has happened as result of your report,

drains is charged to you. _ |
but we will confirm back to you that we are acting on what you have said.

Did you know if you join a credit union ISHA will pay any joining fee up to £5.00 for you? If you have to pay a fee, contact Lorraine Jones,
Revenue Manager on 020 7704 7381 or by email: lorrainej@isha.co.uk and we will send you a cheque or credit your rent account.
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Results

The priorities in the action plan to address all areas of dissatisfaction
from the survey are:

4 Change the way services are delivered to
shared owners and leaseholders so they are able
to access their services online, and conduct their business
with their landlord when ISHA's offices are closed;

In September 2014 ISHA ¢ Target Lien Viet residents to better address their areas of dissatisfaction
and Lien Viet carried out a
satisfaction survey of all

our residents.

€ Improve the performance of our cleaners through the procurement of new services and make
sure that a consistent standard of cleaning, information about cleaning and how complaints
are quickly resolved is put in place

€ Improve our communication by providing different information for shared owners that is
relevant to their tenure

@ Improve value for money of service charges and implement full review of service charges

@ Prioritise improving the speed of repairs, getting things fixed on the first visit and customer
standard for communal repairs.

100%
2014 80%
100%
’ 2011
60%
80%
40%
60%
20%
40%
0
. Residents Satisfied Residents Satisfied Residents Satisfied
20% with Landlord that their Views are with Repairs &
Services taken into account manitenance
0 E

Tenants Homeowners
@ 80% fairly or very satisfied with landlord services (3% decrease from the 2011
The satisfaction of shared owners and leaseholders was significantly lower than our residents living in survey) - This is 3% higher than the London average and 2nd quartile

rented properties, and lower quartile in comparison to other housing associations. # 80% fairly or very satisfied with landlord services (3% decrease from the 2011

survey) - This is 3% higher than the London average and 2nd quartile

In comparison to other housing associations @ 78% fairly or very satisfied with repairs and maintenance (3% decrease).

4 Overall satisfaction 12% lower than average - lower quartile

ISHA maintained its top quartile satisfaction compared with other London Housing Associations for
repairs and maintenance and improved its comparison on listening to views to top quartile.

4 Quality of home, listening to views and value for money below average

¢ Satisfaction with Neighbourhood above average in 2nd quartile

To pay your rent online you need your rent card. Go to www.isha.co.uk and click on Pay Rent To pay your rent online you need your rent card. Go to www.isha.co.uk and click on Pay Rent
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: AREA 1
Resident Services Manager:
. Tracy Keverne

: Covering the areas:

¢ N1 of Hackney and Islington,
together with Holland and Thurstan
: Dwellings in Camden.

Please contact Tracy on 020 7704 7392 or
: email tracyk@isha.co.uk if you have any queries
or concerns about your tenancy or your estate.

. Gary Johnson is the Estate Officer for area 1. Gary
monitors the cleaning and grounds maintenance

: on estates in area 1. Please contact Gary or Tracy
¢ with your feedback.

. AREA 2
: Resident Services Manager:
: Harpreet Heer

: Covering the areas:
. E8 & E9 of Hackney.

: Please contact Harpreet on 020 7704 7398
: or email harpreeth@isha.co.uk if you have
any queries or concerns about your tenancy or
¢ your estate.

¢ David Herron is the Estate Officer for area

¢ 2. David monitors the cleaning and grounds

¢ maintenance on estates in area 2. Please contact
David or Harpreet with your feedback.

Following successful consultation with residents,
+ we will be installing CCTV at Lyme Grove.

The last Area 2 meeting was held on 12 March
: 2015 at Hackney Picture House.

Resident Services Manager:
. Teslim Fagbayi

Covering the area: Islington

We will also be installing CCTV at Portfleet Place
. following consultation with residents.

: New planters have now been built in the courtyard
: at Belvedere Court. Residents worked with ISHA
:on deciding on the type of plants to put in and

: everyone is pleased with the work done.

Tracy has been liaising with local police in a

: number of areas where residents have reported
:concerns about cannabis smells. Please report
: any such problems to your Resident Services

: Manager who will investigate.

--------------------------------------------------

AREA 3

Please contact Teslim on 020 7704 7341
or email teslimf@isha.co.uk if you have any
: Queries or concerns about your tenancy or

i your estate.

: Daniel Amoo is the Estate Officer for area 3.

: Daniel monitors the cleaning and grounds
maintenance on estates in area 3. Please contact
. Daniel or Teslim with your feedback.

¢ We are currently consulting residents on the

: installation of CCTV at Kinver House. Please

. ensure you return the form that has been sent to
¢ you.

: Residents at St Mary’s Path submitted a Bid

For Better application for plants. The bid was
. approved.

The next Area 3 Resident Meeting will be held

: on Thursday 26 March 2015 from 12.30pm to

¢ 2.30pm. The meeting will take place at Sobell

: Centre, Hornsey Road, London N7 7NY. Please
look out for the invitation nearer the time.

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

AREA 4

Waltham Forest

You can contact Dexter on

or email if you have any
queries or concerns about your tenancy or
your estate.

Laurence Ahmed is the Estate Officer for area

4. Laurence monitors the cleaning and grounds
maintenance on estates in area 4. We value your
views, please continue to complete the Cleaning
and Ground Maintenance surveys; or contact
Dexter and Laurence with your feedback. You
can also join them for your Estate Inspection
walkabouts.

What'’s been happening in Area 4?

ISHA is increasing the number of properties

it has in Walthamstow. During the past two
months we have successfully completed 2 new
developments in Area 4.

A warm welcome to all our new residents at
Wilton Place and Fontaine House.

you said....
o .

oS ot

People are parking in front of sheds and blocking
entrance ways (Islington)

It's difficult for our visitors to find the lift in our
block (Islington)

You didn’t feel secure in your block (Hackney)

I didn’t like being asked to pay a large
unexpected service charge within 30 days

7 N

We will be arranging a “Meet Your Neighbour”
event soon where all new residents will get the
opportunity to meet each other.

The last Area 4 Resident Meeting was held on 17
March 2015 at Waltham Forest College.

-------------------------------------------------------------

AREA 5 LIEN VIET N
: Resident Services

: Manager: Harpreet Heer Lien Viet :
: Covering: 3
Hackney, Tower Hamlets
: & Haringey

Please contact Harpreet on 020 7704 7398

: or email harpreeth@isha.co.uk if you have any
queries or concerns about your tenancy or your
. estate.

HOUSING ASSOCIATION :

. David Herron is the Estate Officer for area

: 5. David monitors the cleaning and grounds

: maintenance on estates in area 5. Please contact
. David or Harpreet with your feedback.

We held an Area 5 meeting at ISHA offices on
. Tuesday 10 March 2015.

We have painted no parking signage on the ground
of the relevant areas

We have put signage in the building to direct people
to the lift

We installed CCTV

We have changed our standard letters for shared
owners to say where there is an unexpected service

charge you can agree a payment plan
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If you would like an article in this newsletter translated

or in a different format contact us or tick the box then
fill in your details and return it with the article.

Nése doni té pérkthyer ndonjé artikull té
késaj fletushke, n'a kontaktoni ose shénoni
(V) né kuti, pastaj plotésoni detajet tuaja dhe
n'a dérgoni formén sé bashku me artikullin.

(. Albanian

:hildm.:lc‘;raﬂiil\_b):uﬁ\.ﬂ
?sjnhu_f,_mi L.mf.;a._.)l_n.yld'..._.)ll
tﬁhi&l}ﬂd\-\#i@;&}.\.ﬁh&b J.I—m-llLl
Jaadl

O aaic
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=g b9 T oraem = fEide o o 9
TR 51 @S |

Bengali

Si vous souhaitez obtenir la traduction d'un
article de cette leftre d'information, veuillez
nous contacter ; alternativement, cochez la
case, indiquez vos coordonnées et retournez-
les avec l'article.

- French

o ML L HHIAIR HASHL 2 S5 Qv iR
A5 1Y, dll BHIEL WS 530 Mudl Wi B 53
el ol WSl ML (Bl M o e At sl
sl 2l

[ Gujarati

T T FT I o Q. A0HT AR
mma‘rmmﬁmw T a=
o foF o W o duE gear el e
T WA I o F AT T B 9

c Hindi

Jesli cheieliby Panstwo otrzymat tlumaczenie
artykutu w niniejszym biuletynie na inny jezyk,
prosze sie z nami skontaktowa¢ lub zaznaczyt
wiasciwe okienko a nastepnie wpisaé swoje dane
i zwrocic formularz wraz z artykulem.

- Polish

Hadii aad jeceshay qoraalka wargada akhbaarta
in laguu turjumo, nala soo xarir ama dhag sii
sanduuga yar markaa ka dib ku soco gor
magacaagga iyo cinwaankaagga ee la’ soo celi
Qoraalka.

L1 somai

Si desea la traduccion de algun articulo
de este boletin, contactenos o marque la
casilla y luego incluya sus datos y remita
la informacién con el articulo.

= Spanish

Bu haber biltenindeki bir yazinin tercime
edilmesini isterseniz, bizimle irtibat kurun
ya da kutuyu isaretleyerek, bilgilerinizi
yazin ve yaziyla beraber geri génderin.

| =5 Turkish

Néu ban mudn bai nao dwoc dich ra trong
t& bao nay, thi hay lién lac v&i chung t6i
hodc danh dau vao 6 nay, réi dién chi tiét
clia ban va g tra lai cing vdi bai bao dé.

[ vietnamese

s VIS a5 S DT S (gt S S Al ol
S bl S 8 SS pe J p S haly  py d ee
U e =S (it ul g sl 0 g Dlagdas

= ohadd
] Urdu

Your Name:

Your Address:

ISHA, 102 Blackstock Road, London, N4 2DR
Tel: 020 7704 7300 Email: isha@isha.co.uk

Contact our team...

Resident Services Team

for all general enquiries and repairs

020 7704 7300
isha@isha.co.uk

LIFT BREAKDOWN
0800 652 0692

EMERGENCY REPAIRS
020 7704 7300

GAS LEAKS
0800 111 999

ANTI SOCIAL BEHAVIOUR
0800 075 6699

You can also report a repair, pay your
rent or contact us through the website
www.isha.co.uk

-..OTHER USEFUL
NUMBERS

For Service Charge enquiries
contact Boyo Baiyewu on
020 7704 7390

To pay your rent or for enquiries
about your rent account:

If you live in Hackney or Camden
contact Les Hoyte on 020 7704 7346

If you live in Waltham Forest
contact Ola Ogunlana
on 020 7704 7350

If you live in Islington contact
Catia Viola on 020 7704 7335

24 Hours Parking enforcement
number 01992 764 520

You can also pay your rent with

a credit card. To do so have your
credit card details handy and ring
either Les, Catia or Ola on the
above telephone numbers.

Call Les, Catia or Ola to refer you for
free money advice.

For a free debt management service
you can contact Step Change Debt
Management Company on

0800 138 1111 (the call is free from
any of the major mobile companies)
or at www.stepchange.org
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