
OUT OF HOURS  
EMERGENCY  
REPAIRS

For emergency repairs:
X-Bild Limited 
07950 144891
For central heating repairs:
One Stop Gas &  
Plumbing Limited   
07946 314749
The out of hours service is for  
genuine emergencies only, please  
check your Tenants’ Handbook to  
see what constitutes an emergency.

CONTACT LSHA
call: 020 7735 3935
email: info@lsha.org.uk
web: www.lsha.org.uk

INSIDE THIS ISSUE…

THE LSHA TENANTS’ NEWSLETTER  SPRING 2017  

With Spring now here, we 
are pleased to send you the 
latest issue of our brand 
new look newsletter. Please 
let us know what you think!
Don’t forget we are always  
on the look-out for news. 
If you have a suggestion  
for our next newsletter,  
please tell us about it.

Customer  
Satisfaction
2016 Survey  
Results
SEE PAGE 2  

Feel Better in  
Green Spaces
Volunteer 
for Nature!
SEE PAGE 3  

Repairs & Safety
Maintenance  
Satisfaction Survey 
Prize Draw Winner
SEE PAGE 5  

EASTER CLOSURE
Our offices will be closed on 

Good Friday, 14th April and 

Easter Monday, 17th April

W
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A New Look for LSHA
To mark LSHA’s 90th anniversary we have undertaken an update of 
our logo. Thanks to everyone who responded to our Winter newsletter 
request and let us know which of the proposals you preferred.

This newsletter introduces our new look and we hope you like it.  
We are also updating our website and Tenants’  
Handbook so do keep an eye on the  
website which we hope to have  
live by the end of April.



SATISFACTION SURVEY RESULTS
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First of all a massive ‘thank	you’ to everyone 
who made the time to talk to our survey 
partners, PEXEL, to let us know how you 
feel about the services we offer.
Over 50% of tenants responded which is the highest 
proportion we have ever had! We all lead busy lives 
and when we get that phone call which starts, “I was 
wondering if you had a few spare minutes to talk 
about…”  the answer is usually a polite but firm  

“Sorry no”. So we really are grateful to those 
of you who made the time available.
It has only been a couple of years since we last 
undertook a similar exercise so we would not expect 
dramatic change in that time period. We recognise 
that it takes quite a long time to change peoples 
perceptions, whether they be positive or negative. 
That said we were very pleased to note that, 
generally speaking, tenants registered an 
overall improvement in most services - with one 
important exception, more of which below.

THE KEY HEADLINES

What we are doing well in:

• By far the most encouraging news is that there was 
a big increase in the number of tenants who stated 
that they are satisfied or very satisfied with the way 
in which LSHA listens to and acts on their views.

• There has been a significant decline in the 
number of tenants expressing dissatisfaction with 
their overall level of satisfaction with LSHA.

• More people are likely to recommend LSHA to 
family or friends than was the case two years ago.

Customer Satisfaction Survey 2016: Results

keeping 
residents 
informed

the overall
quality of
your home

listening to
and acting on
your feedback

repairs
and 
maintenance

dealing with
anti-social
behaviour

value for money
for your rent and 
service charges

neighbourhood 
as a place 
to live

20 40 60 80%

LSHA Texting ServiceDid you know
you can text 
LSHA? LSHA’s text number is  07826 826823. 

Let us know what you think of the service and please 
ensure that we have your most up to date mobile 
number by using the text messaging service.

• The percentage of tenants who feel dissatisfied with 
the Value for Money they get for their rent is the 
lowest it has been since at least 2009. Given the 
tough economic background we have all had to face 
in recent years this hopefully gives some assurance 
that we are always looking to ensure that we offer 
fair Value for Money in the services we provide.    

What we need to improve: 

• Tenants reported a decrease from our last survey 
in the number of tenants who are satisfied with 
the repair and maintenance service. This is 
a matter that we are taking seriously and the 
Board have identified a review of the repair and 
maintenance service as a priority for 2017. 

Our	tenants	were	asked	the	question	“Which	of	the	seven	
LSHA	services	do	you	consider	the	highest	priority?”	 
This	simple	chart	shows	just	how	important	most 
tenants	feel	about	the	repair	service.	

LSHA  
Service 
Priority



Feel Better in Green Spaces 
Raised in social housing in 
Hackney and Southwark,  
plants, parks and open spaces 
have always provided many 
peaceful, healthy moments.
My grandmother’s knowledge 
ensured that colours were 
constantly changing at the 
windows, through growing sleep, 
digestion, and cold care herbs. 
Visiting parks never failed to lift 
spirits and space for fitness and fun.
Nowadays there are even more 
opportunities to build well-being 
and health within green spaces even 
with rising pollution and population.

I’m no gardener but in Kennington 
Park I’ve recently been doing some 
weeding, helping to dig holes 
to plant new trees and joined in 
to build a raised lavender bed 
for volunteers in wheelchairs. 
There were many others like me 
with willing hands more than skills 
yet we all found something to do 
that got the job done, enjoying 
some quality conversation along 
the way (and the best nights sleep). 
In Lambeth and Southwark there 
are many free opportunities to try 
things out for an hour or two to 
boost your health, well-being and 
social life. At the end of March 
and April, LSHA’s tenants are 
eligible to make window boxes or 
potted lavender plants for free.
by	Shereen
Email or text me for up 
and coming dates. Email: 
peacefulnatureproject@gmail.com 
or text 07790 299954 

 Useful Links
 www.walworthgarden.org.uk 

 www.wildlondon.org.uk/reserves/
centre-for-wildlife-gardening 
A	welcoming	outdoor	environment	 
in	Peckham																		                                                                         

 www.wildlondon.org.uk/whats-on/

 www.bost.org.uk/open-places/ 
map-of-gadens/

 www.edengardenclapham.org

 www.lambeth.gov.uk/ 
leisure-parks-and-libraries/ 
allotments-information/

 www.lambethlarder.org/  
food-growing/

 www.kenningtonpark.org/volunteer/

 www.rootsandshoots.org.uk/help/ 
volunteer

 www.beeurban.org.uk/                                                                                                

 Link Age - Practical support for  
the elderly including light gardening 
and help with odd jobs 
email: info@linkagesouthwark.org  
or telephone: 020 8299 2623

VOLUNTEER FOR NATURE
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Come & help us 
celebrate LSHA’s 
90th Anniversary…
On: Thursday 27th July 2017, 4pm to 7pm 
At: Kennington Park Cafe, 4 St Agnes Place,  
Kennington, London SE11 4BE 
(across the road from our offices).
Join us for LSHA’s Summer BBQ Party to 
celebrate our 90th Anniversary. Come and  
mingle, have fun and a bite to eat...
There will be a BBQ and light refreshments 
for everyone to enjoy and entertainment  
for you and your family and it’s all FREE!



We understand that under the current economic climate 
how increasingly difficult it is for some of you to meet your 
financial obligations, such as your normal household bills. 
However as a LSHA tenant it is essential that you 
pay your rent as the first priority. If you are having 
difficulties in paying your rent, please contact your 
Housing Officer immediately so we can help you.
However if you fail to contact us and continue to have rent 
arrears, unfortunately LSHA will take legal action to recover 
money that is owed. In some cases this can lead to court 
action and possible eviction This means you could be made 
homeless. Please do not let this happen to you or your family.
Remember, paying the rent is your responsibility; 
your home is at risk if you fail to make weekly/
monthly payments for rent that is owed.
A big thank you to those tenants who continue to 
pay their rent on time and have no rent arrears.

 The main features of Universal Credit are that:
• It has to be claimed online.
• It is paid once a month.
•  The money to pay your rent is included in the total monthly payment you  

receive so you must make sure a direct debit payment goes to us from your  
bank account so that we get the amount that covers your rent.

•  Universal Credit will, in time, replace jobseekers allowance, employment and support  
allowance, income support, child tax credit, working tax credit and housing benefit.

•  Currently the fully digital service is only available in a few Jobcentre Plus areas in parts  
of London. But over the next few years more people will need to claim Universal Credit  
if and when their circumstances change.

•  Universal Credit will apply to couples, people with children, people who can’t work due  
to ill health, carers, and people who are in and out of work, among others.   
For more information visit: www.gov.uk/universalcredit

	 To	find	out	more,	and	see	the	list	of	Jobcentre	areas	where	Universal	Credit	is	available 
visit: www.gov.uk/guidance/jobcentres-where-you-can-claim-universal-credit

Please make sure you are 
not behind with your rent - 
pay your rent on time!

MONEY MATTERS
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Come & help us 
celebrate LSHA’s 
90th Anniversary…
On: Thursday 27th July 2017, 4pm to 7pm 
At: Kennington Park Cafe, 4 St Agnes Place,  
Kennington, London SE11 4BE 
(across the road from our offices).
Join us for LSHA’s Summer BBQ Party to 
celebrate our 90th Anniversary. Come and  
mingle, have fun and a bite to eat...
There will be a BBQ and light refreshments 
for everyone to enjoy and entertainment  
for you and your family and it’s all FREE!



REPAIRS AND SAFETY
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Routine
Repairs
28 working days

Urgent
Repairs
7 working days

Emergency
Repairs
24 hours

Percentage of repairs completed 
within target time

Total number of repairs 
carried out: 234

100%

94.9%

95.1%

%

52

99

83

Repair Completion
For 2016

www.mytenancy.co.uk

Congratulations  to:  
Ms. D Spencer, 
 Montgomery House,  
who received £50  for 
taking part in  the  
repairs survey.

MAINTENANCE  
SATISFACTION SURVEY  
PRIZE DRAW

You could be a  winner! 
Please take part, this will help us 
improve our repair services to you.
How to enter the  maintenance  
satisfaction survey prize draw:
1) post your completed repair  
 order satisfaction slip, or
2) telephone the office on   
020 7735 3935 to discuss  
completion of the works, or
3) email your comments about 
your repair to info@lsha.org.uk, or
4) send us a message using our 
messaging service on:   
07826 826823

 As part of our ongoing commitment to improving 
services, OmniLedger has now released a new security 
update for MyTenancy which will enhance the way our 
tenants manage their online account credentials. 

• Tenant signs on with their old 
user name and password, 
these are case sensitive.

• Tenant can then set up the 
account to suit their own 
requirements including changing 
user name, preferably their email 
account and new password.

• In the event that a tenant forgets 
their password they can reset it. 
An email will be issued to their 

email account and they have 
10 minutes to process the 
request to change the password.

	 A	notification	will	be	made	
available	on	the	MyTenancy	
home	page	informing	all	
users	of	this	update.		

	 LSHA	will	send	out	reminder	
username	and	passwords	
to	enable	you	to	make	
these	changes	shortly.

MyTenancy: Update

Gas Safety
At 31st December 2016 LSHA have 257 
properties with a gas supply; the target  
for gas safety compliance is 100%. 
We are 100% compliant as  
of 31st December 2016.



LEARNING

 Are you interested in having a greater understanding of the way that LSHA 
provides its services? Would you like to be more effective in shaping the 
community you live in? If so then this course may be just right for you. 

 Course aims and objectives 
• To provide you with a basic 

understanding of housing 
and community action. 

• To recognise some of the skills 
and knowledge necessary to 
participate in housing and 
community activities. 

• To prepare for further study 
and/or employment. 

 Course dates
 To be confirmed, but likely to 

be starting in May 2017. The 
course usually runs between 
10am and 3pm on one day a 
week for about four months.

 Training venue 
 High Trees Community 

Development Trust,  
220 Upper Tulse Hill, SW2 2NS. 

 What will the course cover? 
•   The range of services provided 

by housing organisations and 
other groups and agencies 
for the community. 

•   Understanding and engaging 
with the different groups that 
make up neighbourhoods. 

•   Recognising opportunities for 
and participating in community 
activities. Developing the skills 
and knowledge required to do so. 

 How will I learn and be  
assessed? 

•   When you first start the course 
there will be an initial assessment. 

•  The programme takes a blended 
learning approach with exclusive 
access to dedicated e-learning 
materials, comprehensive 
course materials and face 
to face support sessions. 

•   Portfolio based – you will need 
to complete the criteria for all 
the units in order to complete 
the course successfully. 

• Access to CIH resources and 
materials will be available to 
you to support your learning. 

	 Will	I	gain	a	qualification? 
 The Chartered Institute of Housing 
(CIH) is the recognised professional 
body for anyone involved in 
the social housing sector. The 
Level 2 award is a nationally 
recognised level of qualification 
within the social housing sector.

  
 
 
What could this course lead to? 

• This course will enable  
you to progress on to  
CIH Certificate Level 3. 

• Employment in the social 
housing sector.

• Increased understanding of 
the management your homes, 
Tenants and Resident Associations 
and your local community. 

 How much does it cost? 
 No cost – LSHA will meet all course 

fees and reasonable expenses 
for two successful applicants.

 I am interested what 
should I do now?

 Contact us at info@lsha.org.uk 
using the title ‘CIH Community 
Involvement’. At this stage all we 
need is your name and address 
(you do need to be an LSHA  
tenant or household member).  
All applicants do need to go 
through an assessment process 
just to make sure they will 
benefit from the course.

Chartered Institute of Housing  
‘Involvement in Housing and  
Communities Level 2 Award’
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7a St Agnes Place, London SE11 4AU
tel: 020 7735 3935  email: info@lsha.org.uk  web: www.lsha.org.uk

Working for Better Housing
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