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Headlines



to the summer issue 
of Headlines

In this issue, I’m proud to 
report that our performance 
continues to be good and is 
improving for some of our 

service standards. We’re also 
the best local landlord when it 
comes to completing routine 

repairs within target (page 4).

We want to continue working with you, so we 
can keep improving our services – therefore on 
page 5 you can find out the different ways to get 
involved. We also let you know how you can help 
shape our policies (page 6), become a Community 
Fund trustee (page 7) and join the anti-social 
behaviour panel (page 7).

Apologies to those who got their spring issue 
of Headlines late, meaning some of the dates 
featured had passed. We’re working with a new 
distribution company so this won’t happen again. 

Best wishes,

Manpreet Dillon 
Managing director

‘Good prospects for improvement’
The Audit Commission’s second assessment of our services 
states that we have ‘good prospects for improvement’! 
This is based on our track record of improving services, 
management of performance and capacity to improve. 
This is great news for residents as it shows we’re 
continually working to improve our services. 

This assessment follows the Short Notice Inspection, where 
we received a generally positive report on our services 
and some useful feedback on how we can further improve 
them. We’ve been using the recommendations, combined 
with your feedback, to produce an action plan

We’re now working on the action plan and will keep you 
updated on the progress of it in future issues of Headlines, 
on our website and at residents’ meetings.

To download a copy of the action plan or the Audit 
Commission’s inspection report, visit our website at 
www.chg.org.uk 

You can also request copies of these from Nick Whitty, 
by calling 020 8964 6434 or emailing  
nicholas.whitty@chg.org.uk

Welcome

You said, we did
You weren’t satisfied with how we deal with 
pests, such as mice and rats.

We’re employing a pest control officer directly 
rather than using a contractor. This means we’ll  
have better control over the work that’s carried 

out and you’ll get a more responsive service.

You wanted training on mystery 
shopping, so you could effectively test 
our services.

We trained seven residents as mystery 
shoppers and they carried out their 

first checks on our out-of-hours 
repairs service.

You weren’t satisfied with the 
outcome of anti-social behaviour 

reports you made.

We’re setting up an anti-social behaviour 
panel, which examines the lessons learnt from 
dealing with anti-social behaviour complaints.

Repairs Forum update
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Getting your views at customer focus groups

We recently set up a new Repairs Forum,  
who regularly meet our maintenance manager 
to discuss the day-to-day repairs service.Repairs Forum update

Housing associations have been tasked by our regulator, 
the Tenant Services Authority (TSA), to set standards with 
residents that are known as ‘local offers’. This means asking 
you which services are most important to you, how you 
want to receive those services and how you’d like to be kept 
informed about them.

This is a great opportunity to work closely with you to 
determine how we deliver services, and we want to ensure 
that as many of you as possible get the chance to give us 
your views and help shape our services. 

We’ll be coming along to some of the community events 
we’ve arranged over the summer, and asking you questions 
on the services you receive and what else you’d like to 
receive. Your feedback will then form the local offers we 
commit to.

We’ve already started getting your views. We held nine 
customer focus groups in the areas we manage homes, in 
May, which were attended by over 250 residents. Thank 
you to everyone who attended these events as it gave us 
very useful information. This included the importance of 
getting repairs, our response to anti-social behaviour, estate 
services (including cleaning and caretaking right) and your 
improvement ideas.

We’ve used this feedback to identify where we need to focus 
on improving services and we’ll keep you informed on how 
we’re doing with those improvements. 

Over the past few months, members of the forum 
undertook the following:

•	 Completed mystery shopping training. After the 
training, forum members then tested the response 
given by our out-of-office hours emergency service 
provided by Mears and found it was satisfactory.    

	 Members found that the main issue is not reporting 
repairs, which they find easy, but what happens when 
work is done. So in future, members will be carrying out 
phone surveys where they speak to other residents on 
their experience once repairs are completed.

Setting our local 
offers to you
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News

The Group Residents’ Federation, made of 
resident representatives, helped us to shape the 
way we consult residents by ensuring we focus 
on areas you’re most interested in and making 
sure we do this in a clear and useful way.

If you want to get involved in helping us 
shape local offers, contact Ian Cann on 	
020 8964 6439 or ian.cann@chg.org.uk

•	 Discussed the planned major improvement 
works to KHT properties for 2010–2011 with 
our asset management team. 

	 This includes works to improve homes with 
new heating, electrical rewiring and new 
kitchens and bathrooms.  

For more details on the Repairs Forum or 
mystery shopping, contact Nick Whitty on  
020 8964 6434 or nicholas.whitty@chg.org.uk



We’re committed to delivering a high quality service 
to residents and to help us measure this, we have a 
set of service standards. Below are just some of the 
service standards residents told us are important 
to them, and the table shows how we’ve performed 
against them over the last two years.

We also show how we compare against other 
landlords. This is in response the Short Notice 
Inspection, where the Audit Commission 
recommended we compare our performance with 
other organisations and show you how well we’re 
doing compared to others.

Responding to you
We’ve improved how quickly we respond to your calls 
and letters. Last year we answered 95 per cent of calls 
within 20 seconds – a 10 per cent improvement from 
2008/9. In 2009/10, we replied to 96 per cent of all 
letters within 10 days. This is an improvement of a 
whopping 19 per cent since the previous year and 1 per 
cent above our target for this year. 

Repairs
Our performance for completing repairs within target 
has steadily improved over the last two years.

For routine repairs, we’re better than any other local 
landlord and fourth best landlord in London. We’re 
also the second best local landlord for completing 
emergency repairs within target and thirteenth best 
across London. When it comes to urgent repairs, we’re 
the fourth best local landlord and number 22 (out of 
40) compared to other landlords in London.

Rent
The amount of rent we collected last year against 
the amount due has decreased slightly since 2008/9 
and our target for this year is 101 per cent. However, 
we’re still the second best local landlord and fifth best 
landlord across London.

Get involved
We’d like to work with residents to develop more 
challenging targets and scrutinise our performance 
against these. So if you’re interested in helping us do 
this, contact Nick Whitty on 020 8964 6434 or 
nicholas.whitty@chg.org.uk

Our performance
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* The ‘local’ landlords we have compared against are Kensington and Chelsea TMO, City West Homes, 
Hammersmith and Fulham Homes, Brent Housing Partnership, Family Mosaic, Notting Hill Housing Trust, Octavia 
Housing, Peabody Trust and Womens’ Pioneer Housing Association.

** These figures are based on the data available as at 09 June 2010. 

We’re committed to exploring a range of ways in 
which residents can get involved in shaping our 
services. That’s why through our ‘menu of choices’, 
you can see the different ways you can take part.

For those residents who wish to get involved on 
an occasional basis, we have focus groups, estate 
inspections, surveys, and the annual residents’ 
conference in October.

For residents who want to be involved on a more 
frequent basis, we hold a number of regular meetings 
that they can attend as and when they choose. 
These include: the Resident Involvement Panel, 
which oversees all our resident involvement activities; 
the Repairs Forum, which meets our maintenance 
manager to oversee the repairs service; and the new 
anti-social behaviour panel, which meets our housing 
services manager to see how we can better tackle 
anti-social behaviour.

There are also some more formal committees that 
residents can take part in if they have more time 
and commitment. These include: the Customer 
Services Committee, a formal sub committee of 
the KHT Board; the Group Residents’ Federation, 
a group representing residents across the Catalyst 
Housing Group; and the KHT Community Fund, where 
residents can become a trustee.

Residents have told us they like the use of mystery 
shopping type techniques to test services and help 
us make improvements. So we’ll be developing a 
full programme on mystery shopping and offering 
residents training on this.

For more details on different resident involvement 
activities we offer, contact Ian Cann on 	
020 8964 6439 or ian.cann@chg.org.uk 
Alternatively, visit our website at www.chg.org.uk

Sevice 
standard

2008/9 
performance 

Target 
for 

2009/10

2009/10 
performance

Target 
for 

2010/11

Comparison 
with local 
landlords*

Comparison 
across London 

landlords**

Calls answered  
within 20 seconds

84% 90% 94% 95%
No comparable 
results available

No comparable 
results available

Letters replied to  
within target time 
of 10 working days

67% 90% 96% 95%
No comparable 
results available

No comparable 
results available

Emergency repairs 
completed within 
target of 1 day

87.9% 100% 99.2% 99% 2nd out of 6 13th out of 39

Urgent repairs 
completed within  
target of 7 days

83.5% 95% 97.1% 95% 4th out of 6 22nd out of 40

Routine repairs 
completed within  
target of 31 days

95.6% 98% 98.5% 98% 1st out of 6 4th out of 41

Rent collected 
against amount due

100.2% 102% 99.9% 101% 2nd out of 5 5th out of 21

Performance
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How to get involved with KHT



Draft Rechargeable Repairs Policy
Sometimes a tenant, their family or their guests may cause 
damage to a home either deliberately or by accident. As your 
landlord, we have to repair the damage to protect the health 
and safety of residents living in the home or nearby. However, 
we also need to ensure that this cost is not met by other 
tenants through their rent.

We do this by having a Rechargeable Repairs Policy and 
Procedure, which set out what repairs we’ll carry out if a tenant 
causes damage and how we’ll recover this cost. The policy 
also explains how we’ll deal with emergency repairs caused by 
tenants or where the tenant is vulnerable and needs support. 

We’ve recently updated this policy, so it also includes how we’ll 
recover the cost of deliberate or accidental damage that we 
have to repair when a tenant moves out. It’s often expensive 
to collect this money, but you told us that it’s important that 
people are held responsible for any damage they cause.

To ensure our policy matches the approach you want us to 
take, we want to know what you think of this draft policy. So 
to have your say or get a copy of the policy, contact Hannah 
Weight on 020 8832 3467 or hannah.weight@chg.org.uk 
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Policy

Putting your safety first
Feedback from our Short Notice Inspection shows that we have 
good gas servicing arrangements, but they can be improved. 
That’s why we’ve been consulting with you over the past few 
months, through the KHT Repairs Forum and Group Residents’ 
Federation, to devise a new Gas Safety Policy. The policy was 
approved by our group board in June, and its purpose is to 
ensure we consistently stick to our gas safety procedures. 

As your landlord, we have a legal requirement to carry out 
annual gas safety checks in all our properties. If we contact you 
about a gas safety check, please prioritise the appointment. 
The checks are carried out to ensure your gas appliance is 
working properly and doesn’t pose a risk to your safety. 

We’ll make every effort to contact you and arrange a 
convenient time for our contractor to carry out a safety check. 
If, after repeated attempts, we still can’t gain access to your 
home, we may go to court and apply for an injunction. We may 
also work with the environmental health department in an 
attempt to get access to your home. 

As a last resort, we may have to apply to the court to 		
re-possess your home if you persistently don’t let us do a check. 
We hope we never have to do that, but we will take action if 
the safety of our residents or their neighbours is at risk. 

Caring for our 
customers
Making it easy for you to contact us and 
ensuring your queries are handled properly 
is vital to delivering a good service. So over 
the coming months, we’ll be looking at how 
you contact us so we can learn what we 
need to do better.  

This will result in a new Access and 
Customer Care Strategy, along with an 
action plan setting out what we’ll do. Some 
of the areas the strategy will cover include 
our telephone service, service standards 
resident involvement. 

Your views are critical in helping us develop 
this strategy and we’ll be consulting you 
over the coming months to find out what 
you think. 

If you’d like to get involved, contact Nick 
Whitty on 020 8964 6434 or 		
nicholas.whitty@chg.org.uk To download 
a copy of our current strategy, visit our 
website at www.chg.org.uk



Emergency 
repairs service
If your home needs an emergency repair, 
you can call us 24 hours a day.

We’re available during the week, from 
8am to 5pm, on 020 8960 5544. You can 
also call us during out-of-hours – that’s 
from 5pm to 8am during weekdays and 
all-day at weekends – on 020 8964 0148. 
If you call the out-of-hours service, you’ll 
be put through to Mears who run the 
service for us. They’ll then contact an 
operative if the job needs to be done.

When calling about an emergency 
repair, please don’t make the problem 
sound worse than it is as there could be 
someone who needs our help before you. 
If Mears do come out and we decide 
the job was not an emergency, we may 
charge you for the call out. Situations 
that warrant calling the emergency 
repairs service include where we have 
to remove any immediate danger, avoid 
serious damage to the property, make 
the property secure or restore heating 
during cold months.

If you want to help improve the lives of local people, then why 
not become a Community Fund trustee? 

The role of a trustee involves sitting on the board of the fund, 
assessing reports and considering grant applications. The fund 
is looking for someone who, in particular, has experience of 
issues affecting people with disabilities. 

All applicants must be residents and show a commitment to the 
role. This position is voluntary and unpaid although any related 
expenses will be covered. Trustees meet once very three months,  
usually on Mondays at 4pm for about two hours.  

If you’re interested, contact Nick Whitty on 020 8964 6434 
or nicholas.whitty@chg.org.uk 

For more details on the fund and the projects it supports, 
visit our website at www.chg.org.uk

Become a trustee

We’re committed to ensuring that you are able to live in your 
home without fear of nuisance from your neighbours, and 
recognise that we need to learn how we can further reduce 
anti-social behaviour (ASB). 

So we have set up an anti-social behaviour panel, where 
residents get the chance to work with our housing managers 
to see how we tackle ASB complaints and highlight what we 
can learn from them.

If you’d like to be part of this panel, contact Nick Whitty 
on 020 8964 6434 or nicholas.whitty@chg.org.uk

Anti-social behaviour panel Become a green 
champion
We’ve adopted a new 
Sustainability Policy 
to help address the 
environmental implications 
of our activities and now we’re 
looking for residents to join our 
green champions group.

The role involves addressing the 
environmental impact of your 
community and implementing 
greener initiatives in your local area. 

If you’re interested, contact Glenn Fry 
on 020 8964 6410 or emailing him 
at glenn.fry@chg.org.uk You can also 
download a copy of the policy from our 
website at www.chg.org.uk

Thank you to Kim

Kim Ready recently stepped down as a Community Fund 
trustee. Other trustees and the KHT team would like to 
thank Kim for her commitment over the years. 

However, we are pleased to say that Kim will continue doing 
her sterling work with her local residents’ association at 
Princess Alice House.
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If you need any part of this information in large print, 
Braille, on CD or explained in your own language 
please contact us the numbers below.

A charitable housing association and part of the Catalyst Housing Group

Headlines is published by:

Kensington Housing Trust, 
354 Portobello Road,  
London W10 5XZ. Tel: 020 8960 5544

www.chg.org.uk/kensingtonht 

Printed by Countrywide Publications IP19 8BX

Contact us

Housing Officers
Deborah Banwo: 020 8964 6427                

Lauriel Clement: 020 8964 6430 

Funso Ijiti: 020 8964 6420

Charmaine Mullings: 020 8964 6423

Housing Team Managers
Chukwudi Akwani: 020 8964 6428

Alex Bashir: 020 8964 6419

Housing Services Manager
John Grisley: 020 8964 6413

Support Services Officer
Audra Brown: 020 8964 6417

Office opening times
Monday to Friday, 9am to 5pm

You can call the customer services team on 020 8960 5544

Maintenance or repairs
You can contact Mears:

8am to 5pm on 020 8960 5544

Emergency out-of-hours

Call Mears after 5pm or all day at weekends on 020 8964 0148

Maintenance manager
Glenn Fry: 020 8964 6410

Resident Involvement Team
Nick Whitty: 020 8964 6434

Ian Cann: 020 8964 6439

Wornington Green Team
Rosemarie Munroe : 020 8964 6448

Farah Ebrahem: 020 8964 6449

Cynthia Courtenay: 020 8964 6447 

Yvonne Williams: 020 8964 6415

Abigail Hoskyn: 020 8964 6431

Emailing us
You can email any of our team at 
firstname.surname@chg.org.uk


