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ISHA recently completed our largest new 
scheme built in the last decade. The 94 new 
affordable homes; 80 flats and 14 family 
houses are in Highams Park, Waltham Forest. 
Our scheme was part of a larger £100 million 
development that includes a major new Tesco 
Store, a range of smaller commercial units and 
a total of 253 homes. 

The 14 terrace houses for Social Rent were occupied 
in April. They included 3 houses fully adapted for 
wheelchair users with internal through-floor lifts, 
height adjustable kitchens and bathroom hoists.

The 80 flats include 44 flats for Social Rent and 36 
flats for Shared Ownership. All the Social Rented 

flats have now been allocated but there are still some 
Shared Ownership flats available including wheelchair 
adapted ones. Details of all ISHA’s available Shared 
Ownership flats can be found via a link on our website 
(www.isha.co.uk) or by contacting our marketing 
agent’s, Stagnell Fox on 0845 301 422  
(www.stagnellfox.co.uk).

Environmentally friendly technologies including a 
centralized heating plant were also used to ensure the 
sustainability of the development. All the houses have 
private gardens and most of the flats have private 
balconies. In addition to this the flats have access to 
a secure play area. The shared ownership units have 
the benefit of a roof garden.

The new Tesco store will open on 4 
October 2012. TESCO’s reserved a 
considerable amount of the jobs in the 
store for local people, and started this 
special recruitment round in July 2012.

They have now opened their vacancies to 
anyone interested in working in the store. 
If you would like to work for TESCO at 
Highams Park, please look online at 
www.tesco-careers.com for details and 
application form.
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Bid for Better was an idea 
born of the Residents’ Forum, 
the Forum holds £12,500 and 
residents can apply for a grant 
of up to £1,500 for their bid.  
Bids can be submitted to the 
Forum four times a year.  If 
you are thinking of applying 
for a grant you don’t need to 
worry as your Resident Service 
Manager will help you through 
the process.

A Bid is an opportunity to improve 
your communal environment.  
The Bid must be beneficial to all 
residents, so it could be something 
to brighten up the internal corridor 
perhaps plants or pictures, 
changing the way the exterior 
looks by adding to the garden, 
building a wall instead of a hedge 
and bushes, anything that will 
make the communal areas more 
pleasant for all.

One novel successful bid was 
not particularly thinking out of the 

box but thinking on the box.  The 
residents of The Bakery, Hackney 
were not in love with the numbers 
on their mail boxes, they were 
difficult to see.  So they decided 
to Bid for Better to improve things.  
As a result those boxes even 
please the postman!

Bid for Better doesn’t just have 
to be about the garden or about 
post boxes - let your imagination 
run wild.  Think of an idea that will 
benefit you and your neighbours 
and go for it.

What do you do?
First of all you need an idea of 
what you want to do.

Then speak to your neighbours to 
see if they agree.  

Finally contact your Resident 
Service Manager or the Resident 
Service Improvement Manager to 
progress the Bid.

Mr Copland, one of the residents 
of Shoreditch Court, Hackney is 
the organiser of a Bid for Better 
plan.  The idea is not only to bring 
colour and life into what is at 
present a very plain and boring 
garden but also to attract wildlife 
and insects into the garden making 
it more eco-friendly.  Mr Copland, 
with the assistance of his Resident 
Service Manager approached 
the garden charity Eco Active to 
produce two possible projects 
for the garden.  The one chosen 
involves planting of herbs and 
traditional plants with a series of 
miniature trees.

It is hoped that work will begin 
in November and by spring and 
summer there will be a new garden 
not only to please the residents but 
also to beautify the area.  This plan 
will only go ahead if, in October, it 
is accepted by the Bid for Better 
panel.
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Not quite “we are going on 
a summer holiday” more 
like “we are singing in the 
rain”.  However those who 
braved the elements left 
with a smile and one of our 
umbrellas!

Residents were invited to the 
Annual General Meeting of the 
Residents’ Forum beginning with 
breakfast/brunch aboard two (old 
style) Routemaster London buses 
for a city tour.  Despite the tropical 
storm, in true British style we all 
made the best of it.

The business part of the day was 
held at St Luke’s Centre, Central 
Street, Islington.  54 residents were 
present as others were put off by 

the rain.  The business of the day 
was conducted and Michael Wardle 
of Shoreditch Court, Hackney 
was re-elected Chair and Stafford 
Cohen-Powell of Alfred Wallis 
House, Islington was re-elected as 
Vice-Chair.

One of the most important events 
challenging ISHA was residents 
noting down ‘What’s wrong with 
ISHA?’.  Some of the themes were:

Issues with bins – bin areas being 
too smelly, more bins required, 
bins situated in the wrong place, 
residents not putting rubbish in 
bins

Communication – through some 
of the comments it was quite clear 
that ISHA need to do more work 

in ensuring it communicates with 
residents in a timely fashion.

Cleaning & Grounds 
Maintenance – dissatisfaction 
with the service currently provided, 
more frequent cleaning schedule, 

Service Charges – why are some 
items charged to residents when 
residents are not using them?

Anti-Social Behaviour – gangs 
congregating on Estates, 

Energy efficiency – insulation/
energy saving in older properties, 
inadequate heating.

ISHA have been working on 
responses to the comments 
provided.  However, there were 
some comments that were made 
but it was not very clear which 
area/block it was referring to or 
more information was required.

ISHA and the Residents’ Forum, 
as one of its major topics, will 

be discussing communication 
with residents in order to identify 
and help resolve problems with 
poor communication.  The Forum 
members are able, as a collective, 
to provide ISHA with the residents’ 
experiences, advise them where 
they are failing to provide a 
good service and give helpful 
recommendations as to how to 

make it better.  The Forum plan 
to unpick the issues with poor 
communication at its meeting on 
Thursday 15 November, 6-8pm 
at ISHA’s offices, 102 Blackstock 
Road, N4 2DR. All residents are 
welcome to attend.

Please take 

responsibility 

when faults are 

reported to you

Coincide block 

cleaning with bin 

collection

Have block 

cleaning the day 

after the binmen 

have been

An engineer employed by ISHA, like 
many other organisation, need 
better communication within the 
organisation.

For example: if a matter is already 
settled a note should be made of 
this on file by the officer who 
dealt with the matter.  When no 
note is made on the file as to 
whether the matter??

I have been a tenant 

with ISHA going on 15 

years.  To be honest 

I have nothing to 

complain about I find 

ISHA very fair

When you have a 
new development or 
block if possible have 
meetings to introduce 
neighbours to each 
other
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 » Wednesday 31 October 
Bid for Better deadline

 » Thursday 15 November, 
6 – 8pm 
Forum meeting at ISHA

2013

 » Saturday 26 January, 2 – 4pm 
Forum meeting at 
Queensbridge Sports & 
Leisure Centre, 30 Holly Street, 
Hackney E8 3XW

 » Monday 18 February 
Bid for Better deadline

 » Thursday 14 March, 6 – 8pm 
Forum meeting at ISHA

 » Tuesday 30 April 
Bid for Better deadline

 » Saturday 11 May, 2 – 4pm 
Forum meeting at The Asian 
Centre, 18a Orford Road, 
Walthamstow, E17 9LN

 » Friday 12 July 
Bid for Better deadline

 » Thursday 25 July, 6 – 8pm 
Forum meeting at ISHA

 » Saturday 28 September,  
2 – 4pm 
Forum meeting at 
ISHA

 » Thursday 31 October 
Bid for Better deadline

 » Thursday 14 November,  
6 – 8pm 
Forum meeting at ISHA

If you would like to contact the 
Residents’ Forum you can contact 
the Chair, Michael Wardle at forum-
chair@isha.co.uk or Tullia Morris, 
Resident Service Improvement 
Manager at tulliam@isha.co.uk or 
on 020 7704 7349 or  
07930 202 317.
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You wanted to “Keep an Eye on ISHA”
 

Changed the way the last Annual Report 
was presented

You wanted it to be easier to tell us whether you 
were satisfied (or not) with your repair  

The repair satisfaction form can now be 
completed online

You were unhappy with the service charge 
procedures and the cleaning and grounds 
maintenance  

Set up a scrutiny process to have an indepth look at 
these services (if you would like to be a part of this 
process please contact Mark Slowikowski, Head of 
Housing at marks@isha.co.uk or on 020 7704 7351)

When I report a communal anti-social behaviour 
I don’t know what’s been done  

We now inform all residents of the outcome/s of a 
communal anti-social behaviour issue

I can’t attend an important meeting but I’d still 
like to be a part of the process  

Filmed specific meetings so that residents who 
can’t attend may still have an input

Gave a preference for the design contractor to be 
used for ISHA News and the Annual Report  

Agreed with your choice!

...we didyou said...
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Measure Result 
Target 
(2011/12)

How we Compared with 
Others in March 2011 
(London & South East*)

What we are doing to 
improve our performance?

Replying to 
Complaints  
within the target 
time of 10 days

95% N/A Above Target

Replying to 
Letters within 
the target time of 
10 days

100% N/A Above Target

Answering the 
Phone within 15 
seconds

95% N/A Below Target
New phone groups have been set 
up and all staff now has the facility to 
pick up a phone extension within their 
phone groups. This is to be monitored 
and reviewed monthly.

Measure Result
Target 
2011/12

How we Compare with 
Others? (London & 
South East*)

What we are doing to 
improve our performance?

The average 
number of days 
to carry out 
Repairs 

14 N/A Above Target

The Number 
Gas Safety 
Checks that are 
out of date 

0  Top Group Below Target 
We are reviewing the Gas Policy 
to include an access procedure in 
order to ensure we are able to get 
into properties.

Repair 
Appointments 
Made & Kept

90% Bottom Group Above Target

Residents’ 
satisfaction 
with repairs 

95% Bottom Group Just Below Target

1. Responses to your Complaints, Letters & Phone Calls

2. Repairs

90%

88%

2

Our Performance in Quarter 1
April to June 2012
At a 
Glance Key

* These comparisons are based on our performance in April 2010 to March 2011. This is the latest date for which 
information is available. Information for The period of April 2011 to March 2012 will be made available during Quarter 3.

Just Below 
Target

Above 
Target

Below 
Target

93%

100%

10 days

100%
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Measure Result
Target 
2011/12

How we Compare with 
Others? (London & 
South East*)

What we are doing to 
improve our performance?

How Quickly 
we relet your 
Home? 

24 Days Bottom Group Above Target

How Many 
General Needs 
Homes we re-let?

No Target 
Set

N/A For Information Only  

Measure Result
Target 
(2010/11)

How we Compare 
with Others? (London 
& South East*)

What we are doing to 
improve our performance?

What is the Level 
of Arrears?

  5.5% Upper Middle Group Below target  
One of the main reasons for the dip in 
performance is the delay in processing 
claims for housing benefits in one of our 
local authorities. To address this we are 
having regular meetings to improve the 
processing times for housing benefits.

How much Rent 
did we collect?

  99.08% Upper Middle Group Just Below Target  
The team have been tasked to 
increase personal contact to 
residents to improve our rent 
collection rate. This is being reviewed 
weekly by the Revenue Manager.

How Many 
Evictions for 
Rent Arrears 
were there?

No Target 
Set 

N/A For Information Only 

Measure Result
Target 
(2010/11)

How we Compare 
with Others? (London 
& South East*)

What we are doing to 
improve our performance?

How many 
residents have 
been involved 
this quarter

No Target 
Set

N/A We are measuring how many residents 
have been involved. The total number 
involved this year – up to the end of 
June 2012 was 168 residents.

Changes to 
ISHA’s services 
as a result 
of resident 
involvement

No Target 
Set

N/A Also being measured is the number 
of services changed, implemented 
or withdrawn as a result of your 
involvement. So, the total number this 
year – up to the end of June 2012 is 
10 changes to our services made as a 
result of residents’ involvement.

3. Letting of Empty Properties

4. Rent Collected & Arrears

5. Resident Involvement

21days

16

1

168

10

6.22%

90.83%
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Are you looking for a chance 
to earn extra money? 

Introducing additional 
Direct Debit payment dates.
At ISHA we are always looking 
at how we can help you pay 
your rent and help to cope 
with proposed welfare benefit 
changes.

We are now introducing additional 
direct debit payment days and you 
can choose the day of the month 

on which a Direct Debit is taken 
from your account. The days of the 
month are 1st, 4th, 8th, 15th 25th 
and 28th of the month.   A sensible 
date is the day after your pay day. 
This way, you can make sure that 
your money is in your account and 
you won’t go overdrawn. 

Direct Debit is the easiest and 
simplest way to pay your Rent.

Contact Les on 020 7704 7346 or 
Ola on 020 7704 7350 for further 
details and to make arrangements 
to have your rent paid by direct 
debit.

Do you have odd earnings, broken or damaged jewellery that you no longer want? Then consider 
selling your unwanted jewellery for cash. The prices of Gold have rocketed in the past few years 
and you may be pleasantly surprised at how much your old unwanted jewellery is worth. 

How easy is this?

The easy way is to nip down to 
one or two jewellers on the high 
street for a valuation price. You 
simply go from door to door, 
haggle and hand over your 
unwanted jewellery there and then. 
This is safe and you'll know exactly 
how much money you will get.

What can you sell?       

•  Broken jewellery
If your jewellery is broken 
or damaged, you could be 
surprised at how much it is 
worth. Look for old broken 
chains, scratched old rings or 
smashed brooches. 

•  Old gold
Unloved trinkets, unfashionable 
items, cufflinks, odd earrings or 
old earring butterfly backs which 
are worth approximately £2 each.

•  Gold crowns
You can even get cash for 
your unwanted Gold crowns 
depending on the hole in your 
teeth and the weight of your 
crown. It could be worth up to 
£30.00.

Top Tips for selling your gold

•  Never ever send-off gold without 
knowing its value. 

•  Get a valuation from more than 
one jeweller.

In your 
Local Area
The new cleaning and grounds 
maintenance contracts have 
now started on all sites.  We’d 
appreciate your help in monitoring 
these.  Please return the survey 
forms that we periodically send 
to you (one is sent with this 
newsletter).  You may also wish 
to join us on estate inspections.  
Dates of these are on your notice 
board.

Please don’t dump bulk rubbish. 
Contact your local authority to 
arrange collection. By doing this 
you can help us avoid costs that 
are added to your service charges.
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Are you interested in social 
housing?  
Would you like to help 
Islington Council improve 
housing services? 

Islington Council are establishing 
the Islington Housing Executive. 
This new body will make 
recommendations to the council 
on all key decision it takes as a 
landlord and will be consulted 

on all strategic housing issues 
for the borough. The Executive 
will be chaired by the Lead 
Member for Tenants, Residents 
and Communities and made up 
of six elected council residents, 
four councillors and a housing 
association tenant living in 
Islington. The role of the housing 
association tenant representative is 
to provide an objective perspective 
on housing landlord issues and 
to bring a housing association 

resident’s perspective to strategic 
issues. 

Could this be you? If you are 
interested in finding out more, 
please contact Islington Council’s 
Resident Engagement Team on 
020 7527 2903 or email them at 
resident.engagement@islington.
gov.uk. Members of the Housing 
Executive will be provided with 
support and training to help fulfil 
their new roles.

We are delighted to report the 
proposed materials for the 
refurbishment and remodelling 
of Shakespeare House recently 
received planning approval.

The block, which is located 
between Lyme Grove House and 
Upcott House in Hackney, is in a 
poor state of repair and the flat 
sizes are considerably smaller 
than current space standards. 
Our proposals include complete 
remodelling to provide 18 flats (10 
rent, 8 shared ownership) with all 
the rented homes providing family 
sized accommodation. 

Improvements to the block include 
increased space standards, 
lift access, private balconies, 
improved thermal efficiency, larger 
windows, secure cycle storage 
and improved landscaping. We 
are designing security features 
to achieve Secure by Design 
standards with one main access 

door replacing the previous 
open access from a number of 
entrances. We are also taking 
the opportunity to improve the 
communal garden area to the rear 
of Upcott House.

The work will start in September 
2012 and complete at the end of 
2013. If you would like any more 
information please contact Samuel 
Ayisi-Addo: samuela@isha.co.uk / 
0207 704 7305.
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We want to invite residents to 
join an exciting new project 
to look at the way in which 
we deliver the cleaning and 
grounds maintenance service. 

The idea is to recruit residents to 
form a Scrutiny Panel. This project 
will be run by ISHA residents, for 
ISHA residents. 

We aim to provide the services of a 
consultant; someone from outside 

of ISHA to make sure the whole 
project goes smoothly AND we will 
provide as much help as possible, 
but YOU will be in the driving seat. 

We hope to kick things off in 
September with a meeting of all 
interested residents to elect a 
chair – a resident who will lead the 
project.

So, if you are interested, or just 
want more information, please 
contact Mark Slowikowski, Head 

of Housing on 020 7704 7351 
or by e-mail marks@isha.co.uk 
or write to him at 102 
Blackstock Road, 
London N4 
2DR.

We look 
forward 
to hearing 
from you.

This Is What We Have Done So Far:

Last year we sent explanations to all leaseholders 
and shared owners explaining where and why we had 
underestimated on particular service charges, if we 
had underestimated by £50 or more. This year we 
notified all leaseholders and shared owners where we 
anticipated an overspend on the estimated service 
charges for the past financial year.

In the service charge explanations we described what 
each service charge is for, for example saying that the 
fire maintenance charge would cover costs such as 
hardwired smoke alarms, smoke activated emergency 
windows and any emergency lighting.

We have removed unnecessary service charge items 
from the service charge breakdown.  So, if you didn’t 
receive a lift maintenance service at your property, we 
removed this line from the service charge breakdown.

We have said where we would be tendering for new 
services and improving value for money.  We have a 

new service provider for pest control and lift telephone 
lines, which we expect will reduce costs.  In future, 
we’ll be improving the service for value for money 
for aerial services, fire maintenance and entryphone 
service.  At the end of the year we need to repeat 
our tender for an electricity supply to all our 
blocks.  This should lessen the impact of 
any electricity price rises in future.

We know that there is still a lot more 
work to do to improve our service charge 
provision and communication, and 
if you would like to join the Service 
Charge Working Group, 
contact Alexander Netherton 
on alexandern@isha.co.uk or 
0207 704 7390 or if you 
have any questions.

Your Chance to Improve 
the Cleaning & Grounds 
Maintenance Service

11

www.isha.co.uk

To pay rent: For Islington, Camden and Waltham Forest areas, please call 020 7704 7350. For the Hackney area please call 020 7704 7346. 

We accept all major credit and debit cards as payment, please have you card details ready before you call.



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.

Your Name: _______________________________________________________

Your Address: _____________________________________________________

__________________________________________________________________

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

EMERGENCY
OuT OF HOuRS

NuMbERS
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

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

If you live in Hackney contact 
Les Hoyte on 0207 704 7346

If you live in Islington, Camden 
or Waltham Forest contact Ola 
Ogunlana on 0207 704 7350

you can also pay your rent with 
a credit card. To do so have 
your credit card details handy 
and ring either Les or Ola on 
the above telephone numbersResident Services Team  

for all general enquiries and repairs

020 7704 7300  isha@isha.co.uk

your Resident Services Manager

Dexter Edward 020 7704 7353 dextere@isha.co.uk

Teslim Fagbayi 020 7704 7341 teslimf@isha.co.uk

Geoff Henson 020 7704 7392 geoffh@isha.co.uk

your Allocations & Supported Housing Manager

Peter Ward 020 7704 7347 peterw@isha.co.uk

your Resident Service Improvement Manager

Tullia Morris 020 7704 7349 tulliam@isha.co.uk

Contact our team...

...OTHER 
uSEFuL 
NuMbERS

Call the Service Delivery Team on 020 7704 7300 to book 
an appointment with Capitalise for free money advice.


