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Welcome to 
your Spring 
newsletter
Hello and welcome to your 
Spring newsletter. In this 
edition you’ll find news 
of what’s been happening 
at PCHA over the last few 
months, including the 
appointment of a new interim 
Managing Director, results 
from our leaseholder survey 
and updates from the Income 
Services and Tenant Support 
team. You’ll also find a new 
feature on page 9, called Your 
say, and on page 10, you’ll 
find information on free 
training courses. On page 
11, you can find out how to 
contact your Housing Services 
and Income Collection teams. 
We hope you enjoy your 
newsletter. If you have any 
comments about this edition, 
or ideas for future editions, 
please contact Angela Ellis 
on 020 8451 8080 or email 
angela.ellis@pcha.org.uk
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If you would like a copy of the DVD, please 
contact the Resident Involvement team 
on  or email us at 

Residents involved in the DVD were 
thanked for their help at an awards 
ceremony in Willesden Library, where they 
all received “Oscars”.

 

John Fleck, one of our 
residents, receives his 

‘Oscar’ at the DVD launch

Would you prefer to receive 
 by email?
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Do you want to make a difference?
Are you interested in becoming a tenant board member?
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In December last year we sent a survey to all 
leaseholders. This was to see what you think 
of our services, to find out what we’re doing 
well and where we need to do better. Thank 
you to everyone who responded to our survey. 
Your feedback was very useful and we are now 
working on an action plan to improve our 
services. Key services where we need to improve 
are: communication; service charges; repairs; 
cleaning and gardening.

In March we held a meeting for leaseholders who had 
told us they’d like to be involved with decision-making. 
We discussed how we’re improving our services and 
future plans for consulting with you. We’ll soon be 
contacting all leaseholders with the results of the survey 
and our action plan for making service improvements.

 has already been done on many of our estates  
 and we are working to put notice boards up on all  
 estates within the next few months. These notice  
 boards will contain information on whom to   
 contact, updates about your scheme or estate and  

 our website and in the leaseholder handbook. 

 ensure that responses are sent within our service  
 commitment of 10 working days and that the  
 response answers all of the queries asked.

This new arrangement doesn’t mean you have to dial a new number to 
020 8451 8000. When you press  1 

for repairs, you will now be presented with a second options menu asking 
you to press either    if you live in NW2 or NW6, or    for all other areas. 
This is to help us direct your call to the correct office as residents in NW2 

served by Morrison.
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 I arrive at our office at 
192 Willesden High Road. I was on 
training yesterday so I have a lot of 
emails and phone calls to return. As 
I have a busy day ahead I hurry to 
get them done to meet our service 
commitment targets.

 One of my tenants has 
come into the office to see me 
about assigning her tenancy to her 
son, so I go down to the interview 
room to see her and give her some 
advice on what information she 
needs to provide.

 I get in the car and leave 
the office to inspect some work 
that has been done at one of the 
schemes that I manage. We were 

getting problems with vandalism 
and unauthorised people in the 
communal area so we replaced the 
old doors with new security doors.

 I break for lunch at a local café. 

meeting, a monthly meeting that 

identifies crime trends in one of the 
wards that I manage and through 
partnership working we try to come 
up with solutions to tackle crime 
and anti-social behaviour in the 
area.

New plants at 
St. Joseph’s Place

A day in 
the life John Anderson

New gates at 
Fermoy Road
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The launch proved to be a great 
success and we have received lots 
of applications for membership. 
Margaret Fitzgerald, a sheltered 
scheme tenant and the first 
tenant to become a ‘Your reward’ 
member, was presented with a 
bouquet of flowers to congratulate 
her. Margaret said ‘It’s nice to be 
rewarded for a change and I look  
forward to using my points in 
Argos.’

It’s now even quicker and easier 
to apply to ‘Your reward.’ We 
no longer require your housing 
services officer to counter-sign 

the application form, following 
feedback from you that this was 
delaying the application process. 

To find out more, or to pick up an 
application form, please contact us 
in one of the following ways:

Janet Wishart, 
 Your Reward Manager, on 
 .

 and select  
 the ‘Your place’ option.
 

It’s nice to be 
rewarded for a 
change and I 
look forward to 
using my points 
in Argos

Launch Success! 

Margaret Fitzgerald, 
the first Your Reward 

member, receives a 
bouquet of flowers

incentives for tenants
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pay your rent;

rent account;

arrears; and

your arrears.

In September last year, we sent a 
survey to all tenants living in Brent 
to find out what you think of the 
services offered by the Income 
Services team. We received 334 
responses, with 81% of those who 
had used the service being very 
or fairly satisfied with our services 
overall.

From our survey, we found that 74% 
of you preferred to be contacted 
about your rent in writing and 15% 
preferred a phone call.

You also requested that we 
notify you of any arrears as early 
as possible. We know it is really 
important to contact you as soon 

as you are in arrears, as any missed 
payment, no matter how small, can 
result in serious financial problems. 
This means if you are in arrears, we 
will contact you by phone, letter or 
email, or will arrange a home visit. 
This is to help identify and tackle the 
causes of your arrears and to make 
an affordable payment agreement. 
We will also tell you where you can 
get specialist welfare benefits advice 
or debt counselling if you need it.

We offer a variety of ways to pay 
your rent and services charges. Of 
those who responded to our survey, 
just over half of you pay your rent 

rent payment swipe card or as a 
direct deduction from your Housing 
Benefit. Direct debit is also popular, 
with 37% of people surveyed 
choosing to pay this way. You can 
also pay by standing order, over the 
telephone or online at  

. If you would 
like any further information about 
ways you can pay your rent, or to 
request a direct debit form, please 
contact your Income Services 
Officer. You can find their details 
on your last rent statement or on 
page 11 of this newsletter.

Of those who responded to our 
survey, 20% of you said you’d like to 
see your account information online. 
Did you know you can now do 
this? Log on to our website, 

  and click on tenants 
services online. Then select ‘See 
My Data.’ You can read more about 

leaflet which you should have 
received with this newsletter.

In our survey, we received lots of 
comments about how you got into 
arrears and the difficulties that you 
are experiencing. We will use this 
feedback to shape our services and 
the assistance we offer in future. 

have remained confidential.

Thank you to everyone who 
took the time to complete our 
survey, and for your feedback 
and comments which will help 
us improve our service. And 
congratulations to Mrs V Savina 
of Donnington Court, who won 
our prize draw!
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A successful visit 
to Soho Theatre 

Residents on their visit 
to Soho Theatre
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and most ambitious campaign to 
help end the discrimination faced by 
people with mental health problems. 
It is a collective of 35 projects led 

by Mental Health Media, Mind and 
Rethink, and is funded with £16m 
from the Big Lottery Fund and £2m 

It is estimated that at least 25% 
of the population will experience 
a mental health problem at some 
time in their lives. War time prime 

Stephen Fry, politician Alistair 

experiences with mental health 
issues.  

There is still a social stigma 
attached to mental illness and its 
treatment. Despite the fact that 
most sufferers are able to make 
complete recoveries and lead full 
and productive lives, more than 8 
out of 10 people affected by mental 
health problems have encountered 

lives would improve with a more 
enlightened public attitude.

Backed by international evidence 
of what has worked to target and 

includes several projects including 
training for student doctors and 
teachers, television and media 
advertisements and local community 
projects. The challenge is to raise 
the profile and de-mystify public 
perception of mental health problems.

To find out about campaign 
activities in your area, to access the 
campaign forum and get involved 
in the campaign or to find out more 
about mental health, visit the Time 

In December last year the government’s regulatory 

by a new organisation called the Tenants Services 
Authority (TSA). The TSA’s role is to make sure housing 

to their residents. Their goal is to raise the standard of 
services offered. To help them do this they carried out 

and potential tenants across the country to ask what 
they think of the services offered by their landlords. 

4 March, and the views of those who took part have 
been sent to the TSA. The TSA’s new service standards 
will be published in December this year.
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Date:     
Time:    
Venue:  

Date: 
Time: 
Venue: 

Date: 
Time: 
Venue: 

 
Date: 
Time: 
Venue: 

Date: Thursday 30 April
Time: 4pm – 6pm 
Venue: 192 Willesden High Road,  
   London NW10 2PB

 
Date: 
Time: 
Venue: 

Date: 
Time: 
Venue: 

Attend this full day course and you 
will receive a certificate in basic 
first aid training. You will learn:

Date:  
Time: 
Venue: 
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If you live in 
Westminster, 
Hammersmith 
& Fulham, 
Kensington & 
Chelsea, Lambeth 
or Wandsworth  
Telephone: 
0208 451 8281

Maida Vale  
Karine Sarafian
Housing Services Officer
Jo Omoya
Income Services Officer

Harrow Road  
Post Vacant
Housing Services Officer
Ruth Atkinson
Income Services Officer

Bayswater  
Clayton Maponga
Housing Services Officer
Post Vacant
Income Services Officers

If you live in 
Camden or Barnet  
Telephone:
020 8451 8283
West Hampstead
Olufikemi Faroun 
Housing Services Officer
Olugh Chukwu
Income Services Office

Barnet
Simon McAnulty
Housing Services Officer
Donna Higgins
Income Services Officer

King’s Cross  
Andrew Lay 
Housing Services Officer
Shirin Najm-Zadeh
Income Services Officer

If you live in 
Brent, Harrow or 
Hillingdon 
Telephone:
020 8451 8282

Kilburn
Lavern Richards 
Housing Services Officer
Salma Shah
Income Services Officer

Wemby
Dan Moorooven 
Housing Services Officer 
Carmen Gayle 
Income Services Officer

Harlesden  
Alistair Ogilvie
Housing Services Officer

Jenny Adekanmi
Income Services Officer

Willesden  
Gershwin Theron
Housing Services Officer
Yvonne Powell
Income Services Officer

Queens Park  
Post Vacant
Housing Services Officer
Post Vacant
Income Services Officer

Harrow and Hillingdon
Sade Adenaike
Housing Services Officer
Palu Vedd
Income Services Officer

 

If you are a leaseholder 
We have a small team dealing with income collection.

Telephone:
020 8451 8103 or 020 8451 8106.
Carl Jansen, Charmaine Dale and Chris Ashton 
Leasehold Income Services Officers.

 

If you live in an 
East London 
borough or 
Haringey 

Kemi Oduguwa
Housing Services Officer
020 8548 2574

Olugh Chukwu
Income Services Officer
020 8451 8023

If you live in 
East London in 
a Springboard 
property
You have one officer who
manages both housing
services and income
collection.

Havering, Barking and 
Dagenham and part  
of Redbridge
Stephen Harley
020 8548 2135

Newham, Waltham 
Forest and part of 
Redbridge
Brenda Malcolm
020 8548 2136

Tower Hamlets
Sophia Burley
020 8548 2137

If you do not know who to contact please call the 
switchboard on 020 8451 8100.
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If you need any part of this information in Braille, on audio tape or explained in your 
own language, please contact us on the number below.

Arabic

French

Kurdish

Somali

Albanian Farsi

Gujarati

Portuguese

020 8451 8100
TBH 138

Printed using vegetable based inks on sustainable 
paperstocks from well managed FSC certified sources.

Turkish

Contact 
us:

192-196 Willesden High Road 
and 324 Harrow Road are now 
open from 9am until 5pm. 

 

Genesis Housing Group is not responsible for the content of external websites.

PCHA Head office  
192-196 High Road
Willesden 

T 020 8451 8100
 info@pcha.org.uk

www.pcha.org.uk

General and emergency 
repairs  
T 020 8451 8000
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