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Welcome...
to another edition of Home News.
Hexagon has recently started 
a series of Neighbourhood 
Event Roadshows where staff 
from Hexagon go out to meet 
residents to find out what you 
think we are doing well, but 
more importantly, where you 
think we could do better. It’s 
a great opportunity for you 
to communicate directly with 
us about your key priorities. 
On Saturday, 9th June, I 
was pleased to attend the 
Greenwich Neighbourhood 
Event at the Goldfinch Road 
Green in SE28. Thankfully, we 
had some very good weather 
and some fun activities for 
children along with some food 
and refreshments to make the 
day enjoyable for all.

I just wanted to say a big 
“thank you” to all those 
residents that came out, 
particularly those that 
spoke to me directly about 
their priorities. Our Resident 
Involvement Team is currently 
collating all the feedback 
and our undertaking to 
all of you is that we will 
respond proactively to 
what we’ve heard.

Another great way of getting 
feedback from residents is via 
our Resident Inspectors Team. 
Earlier this year, they carried 
out some work to ensure that 
our Defects Procedures (the 
first 12 months following the 
handover of a new building) 
runs as smoothly as possible 
for the benefit of residents. 
I am certain that with the 
valuable feedback that we 
have received, we will carry 
out this work much more 
effectively in the future.

Lastly, this edition also 
contains information I hope 
will be helpful to many 
including getting help with 
getting ‘on line’, some free 
training opportunities to help 
people achieve nationally 
recognised qualifications, and 
further information about how 
we can assist people on their 
journey either into or back 
into work.

I hope you enjoy reading this 
edition of Home News.

Tom McCormack 
Chief Executive
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H O U S I N G  S E R V I C E S

Changes to Housing 
Services at Hexagon

We are making some changes in Housing Services. We are facing a number of 
challenges and to meet these, we have taken a fresh look at how we do things. 

Firstly, with the arrival of Universal Credit we 
need to be able to support our residents more 
effectively to keep rent and service charge 
payments up to date. Secondly, we are housing 
an increasing number of shared owners and 
leaseholders. We need to ensure that our 
services fully reflect their needs. Thirdly, we 
are finding that we are housing a growing 
number of vulnerable residents. We need to be 
effective in responding to their needs. Finally, 
we need to ensure we are on top of any Health 
and Safety issues, especially actions from Fire 
Risk Assessments.

How are we responding to 
these challenges?
We are moving away from simply having 
Housing Officers roles dealing with a very 
wide range of work, and moving towards 
more specialist roles.

We will have:

• Revenue Officers dedicated to making 
sure our rent and service charge income is 
coming in

• Neighbourhood Services Officers looking 
after estate and tenancy issues, including 
providing an initial response to Anti-Social 
Behaviour (ASB). They will also lead on 
reviews for Fire Risk Assessments

• Officers specialising in areas such as ASB, 
supporting vulnerable residents and issues 
specific to leaseholders

What does this mean for you?
In future, you may be dealing with different 
members of staff, or perhaps familiar staff with 
different roles. We will be writing to you before 
the new service goes live, to tell you who your 
new contacts are, and how to reach them. 
If you are in doubt, please speak with our 
Customer Services Team on 0208 8778 6699, 
or 0800 393 338 (freephone), and they will 
be able to assist.
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G D P R

Your 
Data 
and 
Hexagon
In the run‑up to 25th May, and also 
afterwards, no doubt you would’ve 
been inundated with messages from 
companies telling you about their 
data privacy policy.

The reason for the flurry of notifications is 
the new legislation that came into effect on 
that date called the General Data Protection 
Regulations (GDPR). This new legislation 
enhances and replaces the requirements 
under the earlier Data Protection Act.

As a social landlord Hexagon is covered by 
GDPR. This is because we hold personal 
data on our tenants, such as name, postal 
address, phone number, and email address. 
Sometimes this information is shared with 
other organisations, such as our contractors, 
and this places a responsibility on Hexagon 
to protect personal data at all times.

GDPR now requires that organisations such 
as Hexagon must be transparent about 
how we collect personal data, what we do 
with it, and how we process it. This is why 
we have updated our Privacy Policy which 

has been specifically reviewed to reflect the 
requirements of GDPR. Our Privacy Policy sets 
out what we do with your personal data, how 
we collect it, and how long we keep it for. 
As a Hexagon resident you will have already 
received a letter from us explaining our 
Privacy Policy. The policy can be found on the 
Hexagon website at https://bit.ly/2l6URqL 

GDPR and you
GDPR gives you, as the data subject, greater 
rights to request information on how your 
personal information is being used. And 
because of that GDPR becomes an important 
piece of legislation as it requires organisations 
such as Hexagon to be more accountable 
and transparent in how your personal data 
is processed.

More information on this issue can be found on 
the website of the Information Commissioner’s 
Office at ico.org.uk

If you would like to contact Hexagon about 
your data privacy, please email us at 
dataprotection@hexagon.org.uk
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U N D E R  S C R U T I N Y 

Residents Inspection 
of Defects 
At the beginning of this year our team 
of residents inspectors looked at the 
defects service provided by Hexagon.

The defect period is the time when a 
contractor is obliged to return to a newly built 
property to put right any problems with the 
building. This period is usually 12 months. 

The inspection team looked at the process 
for the new homes that Hexagon has 
built. Following this in-depth assessment 
of the service, the team came up with 13 
recommendations of where they felt Hexagon 
could improve the service to residents. 

Some of the recommendations made to 
Hexagon’s Development department were 
as follows:

• Review the handbook provided to 
residents to make sure that the most useful 
information is at the front of the handbook

• Rewrite the Hexagon service standard, 
which is a set of statements that Hexagon 
works to, to ensure that targets set are 
achievable and measurable

• Ensure that any defect repairs are 
monitored, tracked and completed within 
agreed timescales 

• Improve the end of defect checks to ensure 
that residents are aware of what they are 
agreeing to.

This defects procedure is very important 
because it helps to ensure that the properties 
Hexagon builds are of a good standard for the 
future. By undertaking this inspection residents 
have identified areas where our process can 
be improved. The inspectors felt that it’s very 
important that Hexagon makes sure that the 
contractors who build our schemes are held to 
account for any problems with new buildings 
that may occur in the first year.

We are pleased to report that all the actions 
have been completed by the Development 
team and they felt that the recommendations 
made by the inspection team were 
most valuable. 

By working together in partnership, residents 
are helping Hexagon to ensure that its housing 
stock will be sustainable for many years to 
come, providing vital housing for people most 
in need. 
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P E R F O R M A N C E

Customer Service Team 
Achievements in 2017–18

Service Level
This is a measure which is widely used in 
customer contact environments and is linked 
to the promise we have made to all of our 
customers that we strive to answer 80% of 
your calls within 30 seconds. This target is set 
over a rolling year. For 2017/18 we achieved 
a service level of 82%, exceeding the target 
by 2%.

Abandoned Calls rates
Between 9am–5pm there are some periods 
when we receive an influx of calls, known 
as a ‘call spikes’, which causes some of our 
customers to wait for longer than usual for 
their call to be connected. We all lead busy 
lives, so at times these customers can’t wait 
for an extended period and they put the 
phone down. We refer to these as being 
‘abandoned calls’, because through no fault 
of the customer, our team were busy when 
the call was made and we were not able to 
get to that call.

There are times when people pick up the 
phone and dial the wrong number, or call a 
company in error. This information can easily 
be seen from our reports, so these types of 
abandoned calls are not counted. Our target 
for abandoned calls is set at 7.5%. For 2017/18 
we achieved 6.88%, exceeding this target.

So what are the best times to call?
We tend to get quieter periods from Tuesday 
afternoon through to Thursday afternoon. 
We tend to be busy throughout most of 
Mondays and Fridays, and also during 
lunchtime between 12pm–2pm.

During the past year 
(April 2017 – March 2018), 
we received a total of 

67,370 calls 
(95 fewer than last year). 
Of these calls, we answered 
62,736 calls (286 fewer than last year).

22,091 
repairs calls 
(226 fewer than last year)

18,419 
tenancy calls 
(44 fewer than last year) 

22,022 
switchboard calls 
(903 more than last year) 

204 
defect calls 
(no results to make a comparison)

We achieved a service level of 82% 
against our target of 80% and an 
abandoned call rate of 6.88% against 
our target of 7.5%.

We achieved a service level of 100% 
for repair emails dealing with all 5,585 
(2,066 more than last year) within 
1 working day against our target of 
3 working days. 
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C A R E  &  S U P P O R T

Updates from

Kirkwood and 
Landcroft Road 
At our supported housing projects we 
specialise in helping people to recover from 
mental illness. Our service also looks for 
ways to effectively work with residents e.g. 
developing meaningful relationships that 
truly connect people and facilitates recovery. 
Our work can be challenging; as well as very 
exciting, and this is reflected in the very 
eventful time we have had so far at two of our 
supported housing services. This year we have 
had people moving on to more appropriate 
housing following a minimum of a two year 
stay in one of our supported-living flats, 
it’s a great experience preparing others to 
successfully go along the path of true recovery 
by making a well-supported move to more 
independent housing. 

Our success stories thus far this year include 
three of our residents who have made the 
move to what they call their “ideal homes”. 
One of our residents moved to mainstream 
accommodation in February and she is now 
enjoying greater levels of independence and 
every day increasing levels of confidence; 
as she explores and re-discovers that 
independent living is not as difficult as 
she had once believed. 

Another resident moved back to Lambeth at 
the end of April, after successfully bidding for 
and accessing a property which she described 
as “amazing”. She viewed a few properties and 
found her “dream new home” a few months 
into the process. 

Our third story is a resident at Kirkwood Road 
(SE15) who after eight months withdrew from 
support at our complex needs rehabilitation 
service at the beginning of May. This resident 
has successfully settled into her new home 
and is enjoying being back to the area where 
she grew up – an area that reminds her of 

very happy times with family and friends; 
memories that she describes as “therapeutic 
and motivating”. This resident made a 
successful transitional move to one of our very 
low support flats at Landcroft Road (SE22) in 
less than a month. 

The team at Kirkwood Road and Landcroft 
Road has provided resettlement support 
that includes personalised and effective risk 
reduction approaches to residents. We only 
withdraw support when:

• Residents are truly settled into their home

• The team has a high level of certainty that 
the resident is prepared to deal with the 
challenges of more independent living.

This process has proved to effectively pave 
the way to exciting and enjoyable futures for 
those that move on from our care. 

Thomas, a resident at Kirkwood Road

Right to left: Courtney, Rwanda, Eve, Felicity 
and Martha. Staff at Kirkwood Road

Party time for Kirkwood Road 

residents with Eve (left)

07



C A R E  &  S U P P O R T

Newstead Road Diversity Day 
Our Supported Housing project at Newstead Road (SE12), has always embraced 
the notion of diversity and as such is committed to promoting equal opportunities, 
both in the provision of services and in our employment practices. We are proud 
that our residents and staff come from different cultural and social backgrounds.

We believe that celebrating diversity gives 
residents a chance to step back from their 
daily activities, relax and learn about each 
other from a cultural, belief, practice and 
customs perspective. This encourages us to 
engage, communicate and share with each 
other whilst recognising and respecting each 
other’s differences. 

At Newstead Road, one popular area of 
interest amongst residents and staff is the 
opportunity to learn about different foods from 
different regions of the world. Individuals are 
often keen to take part in the preparation and 
cooking of different meals. Residents also like 
to engage in musical activities which benefits 
and encourages them to socialise and share. 

To address this, we held a Diversity Day on 
21st May. Residents were enthusiastic and 
excited to see and taste the variety of foods 
from around the world. Staff prepared and 

cooked meals with help from some of our 
residents, one of whom prepared West Indian 
dumplings. Residents also helped to organise 
the dining areas. 

Staff thanked everyone for attending and 
participating in the event and spoke about 
the impact of diversity. A resident joined in 
with staff to perform a musical presentation 
featuring bongo drumming and a West Indian 
folk song about mangoes. All were encouraged 
to take part, playing a variety of musical 
instruments to the song. And for the finale, 
they ate the mangoes. 

The event also included two quizzes. The first 
asked residents to identify music from around 
the world and discuss it. For the second, they 
had to test their skills in identifying foods from 
around the world. This celebratory day ended 
on an upbeat note with a selection of recorded 
world music. 

Melvyn and Iasia playing bongo drums  Right to left: 

 Glenora, Julie with staff member Jessica

Left to right: Melvyn, Karen and David 

enjoying a range of different foods
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Below is feedback from some of our residents 
who attended the celebration. Staff at 
Newstead Road wanted to gain insight as 
to what residents expected and how they 
benefited from the event, and to explore their 
understanding of diversity and identify areas 
for improvement in the future.

Karen “The food was lovely. I really liked the 
potato salad, jerk chicken, kebab and cakes. 
I enjoyed listening to the bongos and joining 
in with the tambourine.” She also enjoyed 
the quiz as it brought back memories of her 
daughter’s father who was Irish and used to 
play her Irish music.

Melvyn made Caribbean dumplings for the 
residents. It was his first time to cook for 
others and he was anxious to do a good 
job. He need not have worried as they went 
down very well. On the day he did a fantastic 
job accompanying Iasia on the bongos to 
the ‘mango’ song. He said “I thoroughly 
enjoyed the event. Every day was a 
learning experience.” 

Julie said she was expecting to have a happy 
time with the other residents learning about 
different cultures and countries, and it didn’t 
disappoint. She “loved it!” When asked her 
thoughts on the event she said the food was 
nice, especially the Russian salad, Iasia’s 
singing was fun and she enjoyed joining 
in with the instruments. She learnt that it 
doesn’t matter where you come from, or your 
beliefs: you can all be together and get along.

R E S I D E N T S  I N V O L V E M E N T

What’s New
with The Residents’ Forum?

We have been busy recruiting 
new members recently, to help us 
to assess Hexagon’s policies and 
strategies at our Forum meetings. 

So far this year, we have been tackling 
Allocations Policy, Work Experience Policy, 
Harassment Policy, and Value for Money 
Strategy and sending recommendations 
on these to Hexagon’s Board.

We will be holding our AGM on September 
29th at Hexagon’s Neighbourhood Event 
in Southwark. All residents are warmly 
invited to attend. Contact us at 
info.residentsforum@gmail.com 
for further information.

Follow the Forum online:  
 /HexagonForum  
 /HexagonResidentsForum

Thanks Valerie!
It is impossible to give enough credit, 
recognition and gratitude to Valerie 
Oldfield, who has recently stepped 
down from active involvement in 
the Forum after years of dedicated 
and determined work on behalf of 
residents’ rights and interests. We 
will still be disturbing her peace with 
requests for her invaluable advice 
on how to penetrate the workings 
of Hexagon. We presented her with 
a gift at an informal evening in 
Sydenham; she is seated on the left 
in the photograph (above).

 Right to left: 

 Glenora, Julie with staff member Jessica

Melvyn participating in Diversity Day activities
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H O U S I N G  C O - O P S

The Hexagon 
Co-op Seminar
This April, the Resident 
Involvement Team 
organised the tenth 
annual Hexagon Co‑op 
Seminar at Goldsmiths 
University. This took 
place on the evening of 
Wednesday 25th April. 

This was a great opportunity 
for our residents who live in 
properties that are managed 
by Co-ops to network and 
meet with Hexagon staff and 
other Co-op residents. 

Some 32 Co-op members and 
staff attended the event, which 
was an excellent turn-out 
compared to previous years. 

Rumana Khair, Stock 
Improvement Manager, gave 
a presentation on ‘Keeping 
you safe in your home’. This 
included information on the 
collaborative work being 
carried out by Hexagon and its 
Co-ops to ensure our properties 
are safe and free from risk. 

The type of works include:

• Fire Risk Assessment reviews 

• Asbestos inspections 

• Electrical testing

• Gas Safety checks

• Legionella bacteria testing 
(water cleanliness) and 
much more

Rumana also fed back on the 
process by which Hexagon 
reports and monitors our 
compliance performance. 

The second part of the 
presentation focused 
largely on the tragedy at 
Grenfell Tower and provided 
information on the work 
Hexagon did following the 
fire (see Home News Autumn 
2017 issue page 7). Attendees 
were advised how they can 
assist in fire prevention, this 
included registering home 
appliances and reporting fire 
risk concerns with Hexagon 
as early as possible. 

This was followed by a 
question and answer 
session with:

• Andrew Green (Housing 
Services Director)

• Brian Hughes (Residents 
Involvement Manager) 

• Rumana Khair

Co-op members made many 
useful comments on how we 
can strengthen coordination 
with repairs and plan cyclical 
decorations together with 
residents. One suggestion 
was to arrange feasible dates 
that suit all parties involved. 
Hexagon will be looking 
into such matters as well as 
contractor performance. 

The new General Data 
Protection Regulations, 
(GDPR) data privacy laws 
which came into effect 25 
May was also discussed.

For the first time, information 
stalls on money advice and 
getting back into employment 
were available at the Seminar. 
Attendees felt that the stalls 
were interesting and well-
presented, with approachable 
staff offering valuable advice. 

Overall feedback on the event 
was good, with one resident 
saying “the annual conference 
is a great opportunity to 
meet staff and keep up to 
date with useful information” 
and another saying “it raised 
lots of important issues to 
consider.”

The Residents Involvement 
Team was once again pleased 
to stage an informative and 
interactive seminar that 
helped residents to better 
understand Hexagon’s 
performance and enhance 
their abilities to manage their 
own day-to-day housing 
services in their Co-ops.

(Left to right) Housing Services 

Director Andrew Green with 

Co‑op residents Mark and Ken

A number of residents attended the 

Hexagon Co‑op Seminar10



C O M M U N I T Y 
I N V E S T M E N T
CAREERS + OPPORTUNITIES + SUPPORT

C O M M U N I T Y  I N V E S T M E N T

Taster Sessions

Digital Champions

Employment 
Support

F R E E  TA S T E R  S E S S I O N S
We are working in partnership with 
WEA (Workers Educational Association) 
to offer some great taster sessions this 
summer. These are short sessions lasting 
a couple of hours where you can dip 
your toe into learning something new.

 
BUYING AND SELLING ONLINE
Pick up some useful tips for buying and selling 
online: using Paypal, writing advertisements, 
selling a second-hand item online and more.

 
RECOGNISE YOUR POTENTIAL
Boost your confidence by building on the skills 
and experience that you already have. 

PREPARE YOUR CHILD FOR 
STARTING SCHOOL
If you have a child starting school this 
September, this taster helps you to identify 
ways to support your child in their new venture.

 
USEFUL INFORMATION
Sessions will be running in Thamesmead and 
Bermondsey as well as at the Hexagon office. 
A crèche will be available. We can also help 
with your travel costs. 

To book your place or to find out more, 
please contact Remi on 0208 768 7954.
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C O M M U N I T Y  I N V E S T M E N T

T H E  D I G I TA L  C H A M P I O N S 
A R E  H E R E  TO  H E L P  YO U

In the UK and around the world, 
things are becoming more and more 
digitally orientated and there has 
been lots of research showing that 
some people are struggling to keep 
up with the way things are going. 
Some people are increasingly feeling 
socially excluded because of a lack 
of digital literacy. 

Here at Hexagon, we want to help 
residents to be better equipped to 
deal with the digital world.

At Hexagon, for the next year, we will 
be running a Digital Skills initiative 
called the Digital Champions 
programme, 
aimed at helping 
residents to 
become more 
digitally savvy.

Are you, or do you know, a 
resident that you think this 
programme could help? 
Whether you just want to brush up 
on your Microsoft Word skills, to 
learn how to use Facebook or to 
understand how to protect your 
personal information when you 
are online shopping, Community 
Investment are creating a team of 
volunteer Digital Champions who are 
committed to your development. All 
you have to do is get in touch with 
Remi for an initial assessment and 
then she can pair you up 
with a Digital Champion 
and get you started. 

If you’re interested, 
please contact her on 
020 8768 7954 or email 
roshibanjo@hexagon.org.uk Remi would 

love to hear 
from you
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CO U L D  YO U  B E  A 
D I G I TA L  CH A M P I O N?
Digital literacy is something that is on the 
national agenda and so we at Hexagon, 
with the help of Digital Unite, an organisation 
that offers vocational training for Digital 
Champions (See https://bit.ly/2tk2Vby), 
and our friends at Clarion Housing Group 
(www.clarionhg.com/about), are doing our 
bit to help. Are you the right person to help us? 
We are on the lookout for Digital Champions 
to help residents with digital literacy. 

Digital Champions don’t have to be computer 
experts. We’re looking for people who are 
confident digital users who are willing to share 
their knowledge and time with someone who 
lives in their area and is willing to learn.

We are looking for people who have a genuine 
interest in helping other residents to improve 
their digital skills, whether that is helping them 
feel more confident on social media or helping 
them to see the internet as a tool kit for 
solving everyday problems.

If you want to get involved you will get access 
to our Digital Champions Network website, 
which is packed with lesson plans that you 
can use to support participants through their 
learning and development.

If you feel you have the 
commitment to help a fellow 

resident to feel more confident in a 
world that is becoming increasingly 

digitally‑centred, please get in 
touch with Remi –  

Community Investment Officer 
on 020 8768 7954 or email 

roshibanjo@hexagon.org.uk 
so we can get you trained into 

being a Digital Champion who is 
able to equip people for a better 

digital future. 

All Digital 
Champions will 
be reimbursed 

with either travel 
expenses, luncheon 

or shopping 
vouchers

C O M M U N I T Y  I N V E S T M E N T
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C O M M U N I T Y  I N V E S T M E N T

Find the job you’ve always wanted
We have a dedicated employment 
team who offer one‑to‑one support, 
advice and guidance.

We can provide you with opportunities to find 
a job, as well as training and the chance to 
learn new skills.

We can help you to:

• put together a CV

• prepare for interviews

• write job applications

• and much more!

Please contact the 
Employment and Skills Team on 
020 8768 7915/7984 or email 

llw@hexagon.org.uk

LO O K I N G 
FO R 

WO R K?

Find the ‘working you’ again
Even a few months out of the workplace 
can leave you fearing that all your skills and 
experience have deserted you – but those 
fears are unfounded. 

We have worked with hundreds of people, 
to help them get back into employment.

Whether you want to return to work now, in 
the future or are not quite sure yet, we want 
to hear from you.

We work at your pace, offering one-to-one 
support to help you take those steps to 
finding the ‘working you’ again.
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Opportunities for

Professional Development
We’ve partnered with Morgan Hunt and 
the Learning Curve Group to offer Training 
and Development opportunities which will 
help you in your personal development and 
career opportunities.

These programmes will develop your 
knowledge to help you progress with your 
career. They are delivered through a Distance 
Learning model, so it is flexible to undertake.

Course/programme benefits
These courses will allow you to:

• Achieve a nationally recognised qualification

• Have access to high-quality learning 
materials and support from an experienced 
Tutor/Assessor

• Progress your skills to the next level

• Improve your knowledge of the industry to a 
high standard

How to register
The only face-to-face time that these courses 
require is for an initial signup/registration 
meeting, where you will need to provide photo 
ID and proof of eligibility to work in the UK. 
You must be 19 years plus and have lived in the 
UK for the past three years.

To register, call our Community Investment 
Team on 0208 768 7984/ 7915 or email 
cit@hexagon.org.uk to sign up for the next 
induction; once registered you can then 
complete the rest of the course in the comfort 
of your own home.

Level 2 Certificates Weeks Hours per week

Awareness of Mental 
Health Problems 

6-8 1-2

Business and Administration 6-8 1-2

Caring for Children and 
Young People 

8-10 1-2

Understanding Behaviour 
that Challenges

8-10 2-3

Care and Management 
of Diabetes

6-8 1-2

Common Health Conditions 6-8 1-2

Customer Service 6-8 2-3

Customer Service for Health 
and Social Care Settings

8-10 2-3

Dementia Care 6-8 1-2

Dignity and Safeguarding 6-8 2-3

Equality and Diversity 5 2-3

Infection Control 6-8 1-2

Information, Advice or 
Guidance

6-8 1-2

Lean Organisation 
Management Techniques

9 1-2

Learning Disabilities 6-8 2-3

Preparing to Work in 
Adult Social Care

6-8 2-3

Principles of Care Planning 8-10 1-2

Principles of End of Life Care 6-8 1-2

Retail Operations 8-10 1-2

Safe Handling of Medication 
in Health and Social Care

6-8 1-2

Team Leading 6-8 2-3

Understanding Autism 6-8 2-3

Understanding Nutrition 
and Health

6-8 1-2

Warehousing and Storage 8-10 2-3



N E I G H B O U R H O O D  E V E N T

Getting to see our 
residents in Greenwich
The sun came out for us as 
Hexagon hosted the second of its 
Neighbourhood Events. The event 
took place on Saturday June 9th, 
at Goldfinch Road (SE28) in West 
Thamesmead. 

This family friendly event invited residents 
to come and meet with Hexagon, have fun 
and find out about opportunities in the 
Greenwich area.

There were opportunities for local residents 
to talk to staff from Hexagon. 

The event enabled Hexagon to talk to 
residents and hear first-hand about any issues 
that they had. The main issues were:

• Garden fencing 

• Pest control, particularly mice eradication

• Appointments and the standard of work 
carried out by some contractors 

• Delays with repairs

• Cyclical repairs and clarity on when such 
repairs are due

The Chair of the Residents’ Forum was also 
present to share with residents how the Forum 
operates and the input it makes to Hexagon. 

Community Investment took the 
opportunity to talk to residents about its new 
Digital Champion initiative (find out more 
on page 13). Residents also heard from the 
Workers’ Education Association about how 
they can get involved with adult learning and 
mentoring opportunities in Greenwich.

Creative 
juices flowed
Children and young 
people were entertained 
too! They made their own music by getting 
involved in DJ-ing workshops. Others had 
their faces beautifully painted. They also 
got involved with creating their own t-shirts. 
Games and football coaching helped to keep 
them active.

As the afternoon drew to a close, all residents 
were invited to complete an evaluation form 
and this feedback will help Hexagon to shape 
how we host future events. 

Thank you to all residents that helped to make 
the afternoon a success.

Next stop for Hexagon is July 14th in Bexley. 
You can read what happened in the autumn 
edition of Home News.
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R E A D E R S ’  Q U E S T I O N S

Hexagon’s Answers
to Residents’ Questions
Following the last edition of Home News, residents on the Readers 
Panel raised some queries. These are addressed below and we thank 
the members of the Panel for their continued and valued contributions 
to the magazine. 

How many Estates in total did 
the Estate Graders assess? 
Estate Grading Results (page 6 spring edition)

Hexagon has 121 estate properties 
in total. 16 of these were graded in 
November 2017.

What is the difference between 
subletting and keeping a lodger? 
Tenancies/Subletting (page 8 spring edition)

The general definition of subletting is when 
the named tenancy holder rents out the 
whole of the property to another person 
or family member for monetary gain.

Having a lodger is lawful and occurs 
when the person named on the tenancy 
agreement takes in a lodger to live in a 
part of his or her home. This is usually and 
should be pre-arranged with Hexagon 
as the landlord and can be a short or 
long-term arrangement. Further details 
can be found in your Tenancy Agreement 
or handbook.

What types of aids and 
adaptations require residents 
to pay a charge? 
Aids & Adaptations (page 9 spring edition)

Adaptations such as stair/chair lifts 
or hoists that are considered major 
adaptations would require service charges.

How are residents automatically 
contacted if they want to opt in 
to the after-call survey? 
Customer Service Automated Feedback 
Survey (page 18 spring edition)

Residents that ‘opt in’ to the survey will be 
invited to answer a short set of automated 
survey questions. The data from this 
is collated by Hexagon, and not by an 
external agency. If a particular grievance 
is received from a respondent during the 
survey, Hexagon will follow this up. 

If you are interested in joining the Readers Panel or 
other resident-led panels, please visit our website  
www.hexagon.org.uk/residents/ways-to-get-involved 
or call 0208 768 7964. 
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H E X A G O N  R E S I D E N T

Sitting Down 
with Denise
In Home News we are always keen to promote the successes of residents, 
especially if Hexagon has had a role in their progress. For this issue, we talk to 
Hexagon resident Denise who lives in Bexley (DA8). Following a six‑week voluntary 
taster workshop in the Hexagon Customer Service Centre (CSC), where she trained 
as a receptionist, she acquired a good grounding in the customer service sector. 
She now works at Optivo Housing Association in its customer contact centre.  

How did you find yourself working 
for the Customer Service Team at 
Hexagon? 
“I became a Hexagon resident in 2007 and 
attended a Hexagon Residents’ Day which 
advertised various employment training 
workshops. I regularly received Home News, 
and one edition featured a Customer Service 
Centre (CSC) voluntary training workshop and 
I knew that is what I wanted to do. I contacted 
the Community Investment adviser, who gave 
me lots of information. I was immediately 
offered a placement in CSC. I am known to be 
a caring person, passionate about people’s 
well-being. The workshop helped me to realise 
I had great communication and listening skills. 
After completing my training, a bank staff* 
position in the CST became available, which 
I applied for and was successful.”

How did Hexagon help you move on 
from being a bank staff employee 
to a permanent employee at 
Optivo?
“Hexagon has been very supportive and 
encouraging by offering training and 
experiences of working in other departments 
within the company. These included 
housing services. I also worked part-time 
as an administrator in the Development 
team, gaining insight into defects and new 
build properties.”

What skills from Hexagon have you 
been able to transfer to your new 
role at Optivo? 
“Firstly, I have to say a big thank you to the 
Customer Services Manager Neil Nasser for 
helping me to become more confident and to 
have a “can do” attitude in everything I do. 
My communication, problem-solving and time 
management skills continue to improve. This 
is so important in my role at Optivo, where 
customers’ needs are paramount.”

*Bank staff working is similar to temporary staff work patterns: you can be called upon to work at short notice.
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H E X A G O N  R E S I D E N T

What successes and/or 
achievements did you have 
at Hexagon?
“I have gained a Mary Gober [Customers at 
The Heart] certificate as well as several other 
customer service related training [certificates]. 
I also had wonderful, stimulating roles within 
Hexagon. As I’ve mentioned, I previously 
worked in Housing Services, helping to inform 
residents about the Bedroom Tax charge.”

Are there any similarities between 
your experiences at Hexagon and 
at Optivo?
“Yes, my current role involves a lot of active 
listening and giving an effective response. 
I raise orders and chase repairs, receive rent 
payments and signpost queries, although 
sadly, I do miss that face-to-face contact 
with residents which helped me to gauge 
their needs while working on reception 
at Hexagon.”

What advice would you give to 
anyone considering a career in 
a customer service role and the 
pathways they can take? 
“My advice would be to read Home News 
and get involved with volunteering and any 
training on offer. Get in touch with Lionne 
Whitfield who can advise you on how to 
present your CV and have a successful 
interview. I also found it useful to read up on 
the role that interests you so you know what 
it entails and how you can move forward.”

Tell us an interesting fact 
about you?
“I have been with Optivo for six months now 
and have been offered the role as a Defect 
Champion, where I liaise with building 
contractors and surveyors. I feel working at 
Hexagon over a seven-year period played a 
major part in securing this position.”

“My advice would be 
to read Home News 
and get involved with 
volunteering and any 
training on offer. Get 
in touch with Lionne 
Whitfield who can 
advise you on how 
to present your CV 
and have a successful 
interview.”
Denise 

Denise is also a Defect 
Champion at Optivo
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M O N E Y  M A T T E R S

Universal Credit Update
In the winter (2017/18) edition of Home 
News we advised that the roll-out of the 
Government’s new benefit, Universal Credit, 
will continue to gather pace throughout the 
year. Universal Credit replaces:

• Income Support

• Job Seekers Allowance (Income Based)

• Employment Support Allowance 
(Income Based)

• Housing Benefit

• Child and Working Tax Credits

Eventually, all of these benefits will end, and 
anyone claiming any of these benefits will 
claim Universal Credit instead. Universal Credit 
is a working age benefit, which means that 
anyone over pension credit age will not be 
affected by the changes.

By the end of this year, new claims for all 
of the “old” benefits listed above will cease, 
and anyone who would have made a new 
claim for any of these benefits will need 
to claim Universal Credit instead. 

If you make a claim for Universal Credit, 
then any claim you have for any of the 
benefits listed above will end, and you 
will need to claim the equivalent amounts 
through Universal Credit instead.

The next big change relevant to Hexagon 
residents comes in July, when Lewisham moves 
over to Universal Credit for new claims. Certain 
changes in circumstances will also trigger a 
move to Universal Credit. However, existing 
claims are unaffected for now unless you have 
a change of circumstances, so you don’t need 
to worry about how the move will affect your 
current benefits at this stage. In the autumn, 
both Bexley and Greenwich will move across 
to Universal Credit for new claims in the same 
way, meaning that by the end of this year, 
Universal Credit will be operational in all areas 
that Hexagon operates.

What is the difference?
Universal Credit operates differently from the 
benefits it replaces in two key ways. Firstly, 
the benefit is paid monthly, with all of your 
money for the month paid at once. Secondly, 
if you get help with your housing costs, these 
will be paid to you, rather than directly to us 
as is usually the case with Housing Benefit. 
This means that you will then need to make 
arrangements to pay your rent to us from the 
money you get from your Universal Credit.

These changes can be challenging, and will 
require benefit claimants to take a more 
active approach to managing money than 
might have been needed before, especially 
regarding housing costs.

Help is at hand
If you are worried about the changes, 
our Financial Inclusion Service can help. 
If you would like more information about 
how the changes might 
affect you, or what help is 
available, please contact our 
Customer Services team 
on 0208 778 6699 
or Freephone 
0800 393 338.
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M O N E Y  M A T T E R S

Years of 
Money Matters

You don’t need to struggle alone!
Our Financial Inclusion Service is now five years 
old, so now is a good time to remind people of 
the help that is available. We can help with a 
wide variety of issues, including:

• Support in managing your finances

• Saving or borrowing with a credit union

• Getting online to make new benefit claims

• Opening a bank account or similar

• Advice on “making ends meet”

• Making and managing benefit claims

• Understanding how benefit changes affect 
you and helping you manage the impact

Some of the services are delivered directly 
by the Financial Inclusion Adviser, while 
sometimes we will look to put you in touch 
with the right organisation to help you to 
achieve your aims. To date, the service has 
helped around 500 residents, who have 
gained a total of more than half a million 
pounds in extra income in the process. 
In some cases, it has even helped residents 
at risk of eviction to sustain their tenancies.

If you need help with any 
of the issues listed above, 
contact the service directly on 
0208 768 7925 or by email at 
jherbert@hexagon.org.uk 
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D I Y  T O P  T I P

Painting a Room
To prepare a room
1. Try and clear the room of as 

much furniture as possible. 
If you can’t move it out, 
move it all into the middle 
of the room and cover it 
with dust sheets.

2. Fill any holes, cracks or 
imperfections with filler, wait 
for it to dry, and then lightly 
sand the patches. 

3. Scrape away any peeling, 
cracked paint, and then 
sand the area smooth.

4. Clean any dirt from walls 
and always take a damp 
cloth to clean the dust off 
the tops of doorways.

5. If you have removed 
wallpaper from the walls, 
you may need to wash them 
to remove any remaining 
glue or residue.

6. You can keep paint off 
skirting boards and door 
frames by using masking or 
painter’s tape. Apply it in 
short, overlapping strips, and 
press down firmly along the 
edge to ensure a crisp line.

7. Stir your paint before you 
begin, and don’t paint 
straight from the paint can. 

8. Pour the paint into a roller 
tray if you are using a roller, 
but consider using a small 
bowl or a paint kettle when 
painting with a brush. 
It’s easier to hold, and 
decanting paint will keep 
the can free of the impurities 
(dust, wood particles, etc.) 
that your brush may pick 
up as you work. 

Ceilings 
If you are painting the ceiling 
of the room, do this first, using 
a roller with an extension 
pole. This is the quickest and 
easiest way to cover a large 
and difficult area to paint. 

Walls
First use a paint brush at 
least three inches wide to 
paint all the edges of the 
room. Put the paint in a 
small container or a paint 
kettle, so that you can carry 
it around with you easily. 

Second, pour your paint into 
a paint tray and use your 
roller or paint pad to paint 
the large areas of the room. 
As you work, scan the room 
for any dripping paint that 
was applied too heavily and 
wipe away any drips before 
they dry. Allow the paint to 
dry. In some cases you may 
need to apply a second coat 
of paint to the walls. 

Skirting boards and 
any other woodwork 
Once you have painted the 
walls, remove any masking 
or painter’s tape and paint 
your woodwork. Prepare the 
woodwork the same way you 
prepared your walls. 

You can either use gloss or 
eggshell paint, depending on 
the finish you wish to achieve. 
You should do this by using a 
good quality brush at least 
3 inches wide and in most 
cases one coat should be 
enough. The woodwork will 
take slightly longer to dry, 
so allow at least 48 hours.

Consider using water-based 
gloss and undercoat. They 
are of a good quality these 
days. They stay white longer, 
dry quicker and brushes are 
easier to clean with soap 
and water. They are also 
environmentally friendly. 
Do not apply undercoat to 
radiators, as this makes the 
gloss turn yellow when the 
heating is turned on. Instead 
use a radiator paint. 

• Paint – emulsion for walls, 
gloss for woodwork

• Roller or paint pad

• Paint tray

• Paint brushes – the best 
quality you can afford

• Step ladder 

• Dust sheets

• Extension pole 
(to use for ceilings)

• Several wet rags 
(to wrap brushes when 
you take a break or to 
clean up mistakes)

• White spirit (to clean 
brushes after use)

• Suitable clothes

YOU WILL NEED
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Kids Corner

Summer Word Search
• August
• Beach
• Bikini
• Boat
• Camping
• Fan
• Fishing

• Hat
• Hot
• Ice Cream
• July
• June
• Lotion
• Mosquito

• Shorts
• Sunburn
• Sunglasses
• Suntan
• Swimming
• Tent
• Vacation

 
Find the words in the puzzle grid above. Words may 
go across and down. If you can find all the words, please 
send your answer with your name and address to: 
Resident Involvement 
Hexagon Housing Association 
130-136 Sydenham Road 
London SE26 5JY. 
Entries must be received by Friday 27th July. 
Three correct entries will be drawn at random. 
Each will receive a Love2Shop voucher. 

Congratulations to Kids Corner winners Hannah Leech 
(SE13), Robin Berry (SE5) and Holly-Ann Githendu (SE1) 
who will receive a £10 shopping voucher for successfully 
completing the word search competition in the 
last issue.

Frozen Banana Lollies
• 4 large Strawberries
• 100g natural yoghurt
• 200g dark chocolate 
• 1 table spoon hundreds and thousands 
• 4 wooden lolly sticks 

1. Peel the bananas and trim off the very ends if you’d 
like them neater. Then chop each into 4 equal‑sized 
chunks. Thread a strawberry onto each lolly stick 
first, then push on the pieces of banana.

2. When all your banana pops are made lay them on a 
baking tray and put in the freezer, uncovered, for 1 hr.

3. Put the yoghurt into a tall glass or jug then 
dip each banana pop into the yoghurt to coat 
(avoiding the strawberries), then place back onto 
the tray to refreeze until set.

4. Melt the chocolate in the microwave in 30 second 
bursts (stirring after each blast) then pour into a 
mug. Dip the end piece of each banana pop in 
the chocolate then sprinkle over the hundreds 
and thousands.

5. The chocolate should set pretty much 
instantaneously, but you can keep them in the 
freezer until you want to serve them up.

Summer Sizzlers 
How do teddy bears 
keep their den cool 

in summer? 
Bear conditioning!

What do frogs like 
to drink on a hot 

summer day? 
Croak-o-cola.

D R P S U N T A N I C E C R E A M
Z F C H U S U N B U R N F N J E N
Y I A H G H B O A T C O U S U G B
W R U E F F I S H I N G O I N L E
M K G U T I B I K I N I C W E O A
N Q U B E E W A T E R M E L O N C
A N S W I M M I N G J L W G B B H
Y Q T A C I P Q T O U Q N J D O H
V R N N G X S G T W L X X G R L Y
A L T F C M F Q D P Y S D A P C D
C O L O A O A X G C M A I T P C E
A T W S M S N S U N G L A S S E S
T I O H P Q F X D F T E N T P X L
I O V O I U I W Q K R H O T B M C

O N J R N I M U F F H L K G L R W
N Z R T G T X J Z K L H A T X Z T
B K N S V O Q W J V X X R D W E B
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Ways you can contact us
Freephone

 0800 393 338

Landline

 020 8778 6699
Option 1 for all gas queries – your call will be 

automatically transferred to our Gas contractors 

Option 2 for all repairs related queries

Option 3 for tenancy and rent queries

Option 4 for general enquires 

Gas Central Heating Contractor

 0800 206 1367 (24 hours, 7 days a week)

Emergency Out-of-hours Repairs

 020 3701 3518

Other ways to contact us

 Customer_desk@hexagon.org.uk
for all general enquiries

  Repairs_reporting@hexagon.org.uk
to report a repair 

 www.hexagon.org.uk

 Text: 07537 400 527

 130-136 Sydenham Road,  
London SE26 5JY, UK

www.hexagon.org.uk

Follow us on Facebook to receive regular updates, 
event invitations and news: /HexagonHA

Translate!

Large print
If you would like 

this edition of 
Home News in 
large print or 
braille, please 

contact Hexagon.

Competition Time
To enter this edition’s Competition 
Time, simply answer the following:
1. When did the new GDPR law come 

into effect?

2. Which three specialist roles will you now 
find in Housing Services?

3. When do the boroughs of Bexley and 
Greenwich move to supporting residents 
with Universal Credit?

4. On what date will the Residents’ Forum 
hold its annual general meeting (AGM)?

5. How many residents has the Financial 
Inclusion service at Hexagon helped so far?

Congratulations to our last edition’s winners: 
S. Coston (DA8), J. Staff (DA8) and 
B. Githendu (SE1) 

The answers were: 

1. 23 April

2. Hygiene, 
Housekeeping and 
proofing

3. Every two months

4. 58

5. 9 June

 
How to enter? 
Please send your entries, by post, to:  
Resident Involvement Team, Hexagon 
Housing Association, 130-136 Sydenham 
Road, London, SE26 5JY or by email to: 
getinvolved@hexagon.org.uk 

Three correct entries received by Friday 27th 
July 2018 will be drawn at random and will 
each receive a £20 shopping voucher. The 
competition is open to all Hexagon residents. 
The editor’s decision is final.

Win£20Shopping Vouchersto spend on the High Street
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