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My first job in housing was working in a homelessness 
and housing advice centre in the West Midlands. There 
are a few fundamentals that we were taught in housing 
advice. One was that you should always, always, 
always, prioritise clearing housing debt. Ensuring each 
person claimed any support available was the first action 
quickly followed by coming to a manageable agreement 
to reduce the debt before it got into the courts.  
 
Losing your home can be the most distressing experience to face. Without 
a place to call home every aspect of life becomes incredibly difficult. 

I have seen both sides of this as a social landlord and a housing advisor. 
I have also experienced homelessness in my younger life. I know the 
stress debt causes and the impossible circumstances it creates when 
it grows beyond the capacity of a person to resolve easily. 

It does therefore cause me concern to see the level of housing debts building 
up for some of Hexagon’s residents. This is not sustainable for residents in 
housing debt or for Hexagon as the landlord. It is only by receiving payments 
due that we can pay for the services residents expect to receive. 

Hexagon exists to provide low-income households with decent homes and 
to support residents to sustain their tenancies. Making people homeless is 
not what we are about. It will always be the action of last resort, but it is an 
action we will and must take if arrears reduction plans are not maintained. 

It is important that we send a clear message that every resident needs 
to pay the rents and service charges due. We will do what we can to 
support residents in financial difficulty with money advice support. We 
also support residents to access grants to manage energy costs. We have 
been working to make service charge information clearer and holding 
our service providers to account for delivering estate services.

According to Shelter, in England there are now 1.4 million fewer households 
in social housing than there were in 1980. There has been a net loss 
of social housing nearly every year since 1981. In the year 2022-23 
alone there was a net loss of 11,700 social rent homes. In many London 
boroughs people can be waiting for over 10 years for a new home. 
Most homeless households will be housed in temporary or private sector 
accommodate with much higher levels of rent. People who lose a social 
rent home today are far less likely to receive another social rent home.

In this bulletin there a range of articles that I hope you will find interesting 
including the ways we can support you to manage your housing costs. So, if you 
are having financial difficulties, please get in touch at the earliest opportunity. 
It is easier to get out of debt the lower the amount. Early action is critical.

There are lots more which I hope you enjoy reading.
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Missing Out: £23billion of 
benefit going unclaimed.
According to Policy in Practice, UK 
households are missing out on an 
estimated £23 billion of unclaimed 
support each year. 
Benefits that most often go unclaimed include:

Pension Credit
If you are retired and on a low income or finding it 
difficult to make ends meet, claiming Pension Credit 
could help. 

Receiving Pension Credit also means you might 
qualify for other support with 

	¥ Paying your Council Tax (it might even mean you pay 
no Council Tax unless other people live with you).

	¥ Housing costs
	¥ Health costs 
	¥ A Cold Weather Payment 

You can claim Pension Credit by calling 0800 99 1234. 

Warm Home Discount 
If you receive Pension Credit or you’re on a low 
income with high energy costs, you might be 
entitled to a £150 reduction on your electricity bill 
through the Warm Home Discount scheme. This is a 
one-off discount provided by your energy supplier, 
usually between October and March. You might 
be able to get the discount applied to your gas bill 
instead – contact your supplier to find out. You can 
get more information online at  
www.gov.uk/the-warm-home-discount-scheme 

Council Tax Support
You might be entitled to a Council Tax discount or 
exemption if: 

	¥ You receive the Guarantee Credit Pension 
Credit or a means tested benefit
	¥ You have a low income and less than £16,000 
in savings (if you’re under State Pension age 
this threshold might be lower, depending on 
your local council’s rules) 
	¥ You live alone – you can get 25% off your 
Council Tax bill, regardless of your age or 
financial circumstances. 

Talk to your local council to find out if you’re 
eligible for help with your Council Tax bill.

Attendance Allowance 
Attendance Allowance (AA) is a benefit for older people 
who need extra help due to an illness or disability. AA is 
not means-tested and does not depend on any benefits 
you are receiving or savings. You don’t have to be 
receiving any help to claim AA, and it doesn’t have to 
be spent on a carer – you can use it in any way you like. 
If you are entitled to AA, you might also be paid extra 
money with Pension Credit and Housing Benefit.

Call the AA helpline on 0800 731 0122 to get a 
claim form or download one at  
www.gov.uk/attendance-allowance

Thames Water Social Tariff 
If your bill is more than 5% of your net income, 
you may be eligible for Water Help. This is also 
dependent on the number of occupants at your 
property. Thames Water currently offers a 50% 
discount on your bill if you qualify. 

You can apply over the phone Monday to Friday 
8am – 5pm on 0800 980 8800.

http://www.gov.uk/the-warm-home-discount-scheme
http://www.gov.uk/attendance-allowance
tel:08009808800
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All residents under pension credit 
age and in receipt of housing 
benefit (HB) will need to move onto 
Universal Credit (UC) between now 
and end of December 2025 in a 
process called Managed Migration. 

The DWP is writing to HB claimants to ensure 
they make a claim for UC. This letter is called a 
‘migration notice’ and will be sent by post.

On receipt of a Managed Migration Notice HB 
claimants need to start their migration process 
within three months of the date of the notice, 
and before the stipulated deadline day.

The DWP will send HB claimants reminder notices 
to remind them to make a UC claim by the deadline 
day. You will receive 2 weeks of extra HB 
payments if you claim within the deadline 
date. However, you will lose these payments if you 
fail to make a claim for UC before the deadline 
date in the migration notice.

HB recipients should not do anything until they 
receive their Managed Migration Notice. You 
may lose money if you claim Universal Credit 
too early. You can check yourself if you’re 
better or worse off on UC by using a Better off 
Calculator hexagon.org.uk/money-matters-2/
better-off-calculator/ or contact the Money 
Support Team on 020 8778 6699 or  
uc@hexagon.org.uk if you need help with this. 

You will not be moved onto UC automatically, 
so it’s essential to follow the instructions in 
your Managed Migration Notice. Otherwise, 
your benefits will stop.

The DWP expects UC claims to be made online and 
the Managed Migration Notice explains how the 
process works. However, telephone claims can be 
made in exceptional circumstances.

For help with your claim
Call the free UC helpline on 0800 328 5644 

Or call Help to Claim on 0800 144 8444 

A Helping Hand 
We are reaching out to all residents in receipt of 
housing benefit, asking a few questions to help 
us identify residents who may need support with 
this change.

Our Money Support Team are also on hand to help 
with any problems that you experience because of 
moving over to UC following a Migration Notice. 

If you need extra help, we can help you submit your 
Universal Credit claim. 

The Money Support Team can also help with 
budgeting, managing your money and check that 
you’re claiming everything you are entitled to.

MONEY SUPPORT

Contact Money Support Team email  
uc@hexagon.org.uk

Tel 020 8778 6699

Supporting Residents 
through Universal Credit 
Managed Migration

https://hexagon.org.uk/money-matters-2/better-off-calculator/
https://hexagon.org.uk/money-matters-2/better-off-calculator/
mailto:uc@hexagon.org.uk
mailto:uc@hexagon.org.uk
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Last year, our Money Support 
Team supported residents to access 
over £500,000 in unclaimed 
benefits, grants, and challenges to 
benefit decisions. 

Here, we share Ted’s story, a single retired resident 
with dementia who had fallen into arrears. 

When we first contacted Ted, he could not provide 
the information we needed to review his situation 
due to his health condition. We arranged a home 
visit where we located correspondence from 
Housing Benefit informing him about the suspension 
of his benefit. 

Ted gave his consent for us to contact Housing 
benefit to challenge the decision to suspend 
his Benefit. Housing Benefit initially 
refused to review their decision because 
he had received a backdated lump-sum 
state retirement pension. But almost all 
of the money was gone and the resident 

couldn’t remember what he used it for. He thought 
that he might have gone out with a friend to spend 
some of the money, but he wasn’t not sure. 

We were able to convince Housing Benefit to 
consider his health condition and they agreed to 
reinstate his benefit backdating it to March 2024 
when it was stopped. Housing Benefit paid a lump-
sum of £2,597 to clear his arrears and his rent 
account is now in credit.

A Helping Hand –  
Money Support

Happy to Help

Contact Money Support 
Team, tel 020 8778 6699 email 
moneysupport@hexagon.org.uk



Anti-social behaviour (ASB) covers a 
wide range of unacceptable activity 
that can affect people’s lives. It 
often leaves victims feeling helpless, 
desperate and can seriously reduce 
their quality of life.
We investigate all reports of anti-social behaviour 
and take them seriously. We have two specialist 
ASB Officers and a dedicated email address 
asbreporting@hexagon.org.uk where you can 
report incidents to us. You can also call Customer 
Services on 020 8778 6699 to make your report.

The information you give us will be treated 
confidentially. We won’t tell anyone else that you 
came forward as a victim or witness unless we have 
your permission.

What, when, how often?
When you first report anti-social behaviour we 
will ask a few questions including what, when and 
how often the incidents are happening and how it 
is making you and others in your household feel. 
We can then start to build up a full picture of the 
situation you are reporting and assess the risk to 
you and your household.

If you are reporting noise or other nuisance, we 
may send you diary sheets to complete for two 
weeks and instructions for downloading The Noise 
App so you can record any disturbances. This 
helps us decide what action to take and provides 
an accurate record of what you’ve experienced, in 
your own words. This may be important when we 
sometimes have to take legal action.

Is it anti-social behaviour?
There are some behaviours that can be annoying 
but are not classed as anti-social. These can include 
doors closing, furniture being moved, children 
playing, dogs occasionally barking, cooking 
smells, DIY in reasonable hours, disputes between 
neighbours. In these cases we will ask you to speak 
to your neighbour or drop them a ‘dear neighbour’ 
card. We can arrange mediation if both parties 
want to participate.

If your report involves ASB it will be allocated to 
and ASB or Neighbourhood Officer to manage.

How quickly will my report be 
investigated?
If the incident involves violence, threats of violence 
or a hate crime an ASB, or Neighbourhood Officer 
will call you back within 24 hours and give you 
advice on keeping yourself and your household 
safe. We will also offer a home visit within 5 days if 
it is safe to do so.

With all other cases we aim to contact you within 
3 working days.

6 WE ARE SUPPORTING ANTI SOCIAL BEHAVIOUR WEEK

What Happens When You Report 
Anti-social Behaviour to Us?

#Making 
communities 

safer

mailto:asbreporting@hexagon.org.uk
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What happens first?
The case officer will carry out a detailed risk 
assessment and agree a set of actions with you 
that we will take and actions you will take (this 
may be keeping a diary or sending us crime 
reference numbers) to help resolve the situation. 
We will agree how often we will contact you and 
the method we will use. We will send you the 
completed action plan and an acknowledgement 
letter that includes the case number and who will be 
managing the case. 

Investigating your case
We will use the methods agreed in the action plan to 
investigate your case. We may interview witnesses, 
visit the location where the incident(s) took place 
and knock on neighbouring doors, review CCTV 
footage, speak to external agencies such as mental 
health and social care teams and work with the 
police if they were called to an incident.

What happens when your investigation 
is complete?
You will hear us use the term ‘evidence’ quite a lot. 
For us to act against someone, we need to have 
evidence to show that the allegations made to us 
are true and reflect what is happening.

Once we have completed the investigation, if we 
don’t have enough evidence to take action, your 
case officer will contact you to discuss closing your 
case. We can always re-open the case if there is 
further evidence of ASB.

The action we take where there is evidence of ASB 
will depend on the type of incidents being reported 
and the risk to residents. 

What happens to people who cause ASB?
Our aim is to provide the person causing nuisance 
the chance to change their behaviour, and just 
by bringing it to their attention can often stop the 
behaviour. In most cases issuing verbal or written 
warnings, visiting with support workers or the 

police, using an acceptable behaviour agreement 
or referring for mediation can resolve the issue. In 
some cases our solicitors will send a letter warning 
that legal action will be taken if the ASB continues.

Legal action is always a last resort after all other 
attempts to resolve a case have been tried and 
failed, and the matter is so serious that it is agreed 
as necessary and proportionate. We can apply for 
an injunction, which is a court order that requires 
the person to cease the behaviour that is causing 
the ASB, or a possession order, which can lead to 
the person losing their home.

Where we take legal action we may ask you 
for a witness statement or to attend court to give 
evidence. The judge will decide if it is ‘fair’ and 
‘reasonable’ to make an order against the person 
by looking at all the facts presented to the court, 
which may include evidence from both parties. Your 
case officer will work closely with you and make 
sure you are supported throughout the process.

Closing your case
We will contact you to close your case when we 
have resolved the ASB, the action plan is complete 
or when we are no longer receiving reports. We 
aim to resolve any complaints if someone asks for 
a case to remain open but we may need to close 
a case without agreement where we do not have 
enough evidence to proceed. 

Satisfaction Surveys
We will contact you after your case is closed to 
check whether you are happy with the way your 
case has been managed.

Useful links:
To report crime anonymously call 
Crimsestoppers: 0800 555 111

Support for victims of ASB: ASB Help: 
asbhelp.co.uk/

https://asbhelp.co.uk/
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It’s Here! – 
MyHexagon!
Do you wish you could check your rent 
account, make payments and view your 
repairs history at a time and place that 
suits you? 
Well, the wait is over for the launch of MyHexagon, 
the new Customer Portal.

Residents can to view and download Rent & Service 
Charge statements, view the repairs history for their 
homes, make payments, set up Direct Debits or simply 
get in touch with us – all this via MyHexagon. Access 
will also be available via an App making it even easier 
to get to the information you need.

Look out for more information about MyHexagon in 
the coming days and weeks including a letter with 
your activation codes.

MyHexagon will truly mean accessing your 
Hexagon information, your way.

Sign up today!

Scan the QR code or visit 
MyHexagon.org.uk to manage 
your home remotely
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Sunil – My First Year at 
Hexagon
My first year as Repairs Manager 
at Hexagon Housing has been both 
challenging and rewarding. 
The trials and tribulations of stepping into this role 
has taught me the importance of perseverance, 
teamwork, and maintaining a focus on delivering 
quick, high-quality repairs for our residents. Each 
day presents new obstacles, whether it’s dealing 
with unexpected issues or coordinating across teams 
and contractors to ensure efficient service delivery. 
However, the unwavering dedication of our team 
has been the key to overcoming these challenges.

At the heart of everything we do is our commitment 
to putting our residents first. We work together, 
appreciating the diversity of our community and 
workforce, and ensuring every voice is heard and 
respected. By being responsible and accountable, 
we hope to have built trust and transparency 
with both residents and contractors, setting clear 
expectations and striving to exceed them.

As we look to the future, I’m excited about the 
opportunities ahead. Together with our residents, 
teams, and contractors, we will continue to empower 
one another, always upholding Hexagon’s core 
values: putting residents at the heart of our work, 
appreciating differences, taking responsibility, and 
empowering people. These principles will guide us 
as we strive to deliver an even better service and 
build a brighter future for our community.

Sunil Mahadeo, 
Responsive Repairs 

Manager
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‘Project You’ 
Launch 
Hexagon is launching a new service 
this Autumn called Project You. 
This pilot project explores a new approach to 
providing help to residents experiencing money 
issues, health conditions, long term unemployment 
and low confidence to overcome the challenges 
they sometimes face in finding work.

Project participants will benefit from a structured 
6 month programme of holistic support, which 
integrates employment, money, health and 
motivational support. This involves:

	¥ an assessment 

	¥ a financial well-being questionnaire

	¥ a Better Off Calculation 

	¥ resource packs

	¥ an action plan 

	¥ a workbook to review progress and record 
progress points

	¥ 4 Group workshops covering employability, 
money, health and confidence

	¥ 6 1-1 sessions with your Project You advisor 
who will provide advice and practical support 
including referral to additional services 

	¥ In work support for up to 6 months if you find 
work, including help with your first month’s 
travel, childcare, equipment, help applying to 
Access to Work and monthly review calls.

	¥ Referral to alternative employment support 
with a partner organisation if you want to 
continue your job search after 6 months.

The project will be reviewed in April 2025, with a 
view to further strengthen the delivery and expand 
the service to more residents. 

Call 020 8778 6600 or email 
et@hexagon.org.uk for more information.

Residents at the Heart  
– Recruiting staff
Residents are at the heart of everything we do at 
Hexagon so it’s important that we involve you in 
as many areas as we can – this includes recruiting 
the staff who will be working with you on a day-
to-day basis. We are looking for residents to sit on 
interview panels or stakeholder groups (alongside 
Hexagon managers) to select our staff of the future. 
Sitting on an interview panel will see you taking 
a full decision-making role in who is appointed to 
the vacancy whilst if you’re part of a stakeholder 
panel you will be part of a panel who will meet 
with candidates before their interview and your 
feedback on each candidate will be shared with 
the interview panel. It is important to us that you 
have a say when recruiting the staff who will be 
working directly with you like our Neighbourhood 
Officers, Surveyors and Customer Service Advisors.

We will offer full training in our recruitment process 
and in return you will develop and improve your 
communication, interpersonal and decision-making 
skills. Many people find that getting involved 
in recruitment exercises helps them in their own 
interviews and it’s great experience that you’ll be 
able to add to your CV.

So over to you – are you interested? If yes, please 
email humanresources@hexagon.org.uk by 
the end of December 2024 and we will 
be in touch to let you know the next 
steps. If you have any questions, give 
us a call on 020 8778 6699 and ask 
for the Human Resources team.

Hexagon 
colleagues, 

residents and 
contractors at 
Employability 

Day

mailto:et@hexagon.org.uk
mailto:humanresoures@hexagon.org.uk
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Celebrating 
Employability 
Day

Complaints  

– How are we Performing?
We recently published our Annual Complaint 
Performance and Service Improvement Report 
2023-24 on our website. You can read the 
full report on the Complaints page on our 
website, or request a copy by post. We have 
submitted this report, along with our Complaint 
Handling Code Self-Assessment and policies 
(also available on our website) to the Housing 
Ombudsman Service. The Housing Ombudsman 
will review our submission and assess if we are 
compliant with the Complaint Handling Code. 
Once the Ombudsman has completed their 
review, we will publish their response in Home 
News so that you know how we are performing. 
We are committed to continuing to improve the 
complaint service and to keeping you updated 
about our progress. Our aim is to provide an 
empathic and effective complaints service, and 
to use the learning from complaints to improve 
all our services. 

Celebrating its ninth year, Employability 
Day was started by ERSA (Employment 
Related Services Association) to 
celebrate and champion the work of the 
employment support sector. 
This year’s theme was Employment Support for 
Every Citizen and our Community Investment Team 
held a small event at our offices on Friday 13th 
September to mark the occasion.

Our contractors Just Ask, Murray Birrell and 
Gilmartins came along to talk to residents about 
returning to work, tips on creating a good CV, giving 
a good interview and job vacancies. Good People 
and Jennings Bet came to talk about job opportunities 
within the Green Sector and Betting Industry. 

We also took the opportunity to update residents 
on the training and employment support on offer 
from the Community Investment Team.

Our CEO, Sheron Carter, Operations Director, Andy 
Vincent and Development and Sales Director, Kerry 
Heath all popped in to show their support for the day.

Feedback has been overwhelmingly positive from 
both contractors and residents that attended.

Sarah, Assistant Director from Gilmartins said, 
“Thank you for the invite today…Residents seemed 
to really enjoy the event.”

John, a resident said, “it was a good event and I’m 
interested in applying for the Concierge job.”

In the week that followed the event, the 16 attendees 
were contacted, 12 booked appointments for follow 
up support, 5 were supported to update their CVs, 4 
applied to access the Green Jobs programme and 3 
applied to Just Ask vacancies.

11
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Carol volunteered with Hexagon from 
2006 as an Estate Grader to keep her 
skills updated and help improve the 
delivery of our services. 
She’d been unemployed for years focusing on being 
her son’s carer. In 2022 Carol decided to access 
employment support so she could do some training. 
Her advisor referred her to an online course, but she 
was unable to complete this due to other commitments 
on her time.

Carol took some time out from accessing support, 
but re-engaged in July 2023 so she could attend 
the 7 signs employability course delivered by 
Clean Slate and funded by Hexagon. Hexagon 
paid Clean Slate to deliver to residents. This course 
covered CVs, interviews, networking and promoting 
yourself to employers. 

Carol attended the course in August and fed back 
that she found it very helpful and engaging. She felt 
more motivated to find employment and worked 
with her advisor to update her CV. Her advisor then 
referred her for a mock interview with our contractor 
Murray Birrell in September so she could put the 
learning from the course into practice. Carol said,

“At the beginning of the interview I was nervous 
but as it progressed I was more relaxed. They were 
excellent interviewers, made me feel welcome 
and gave good feedback…it really helped my 
confidence on doing interviews in the future.”

Carol and her advisor continued to work together 
and a couple of months later her advisor referred 
her to Clean Slate’s Peer Worker programme that 
provides training and paid part-time employment. 

Carol had to be interviewed for the program and 
effectively put her training and mock interview 
feedback to use by giving a great interview which 
secured her place on the programme.

Carol worked for Clean Slate as a Peer Worker on 
a fixed term contract and completed an accredited 
Mental Health course. She continued working 
with them beyond her contract and they were so 
impressed with her, that they offered her more 
hours as a Support Worker, running their drop in 
sessions, across 4 London Boroughs, providing a 
triage service for people in need of money and/or 
employment support.

Carol said, “I’m so grateful for participating in 
Hexagon’s employment support program and 
to my advisor for all the help and support given. 
Never in a million years did I think I would be 
a Support Worker. But if I can succeed on this 
programme so can anybody else.”

From Volunteer to 
Employment: Carol Brown
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To report damp and mould issues to 
Hexagon, please follow these steps:
	¥ When you contact us, we will ask you for 
some details, such as, where and when the 
damp and mould is occurring, the extent 
of the problem, any potential causes you 
suspect (like leaks or poor ventilation) – 
Send us some photos if you can!

	¥ Based on what you tell us we will decide on 
an appropriate course of action: This could 
be offering you advice and assistance on 
ventilating your home in the first instance, 
raising an order for a repair, or arranging 
for a surveyor to visit you.

	¥ If we offer you initial advice and assistance, 
we will ask you to call us back and let us 
know how things are going – whatever 
action we decide to take, we will check 
back with you in 3 months’ time to make 
sure all is well.

Damp and 
Mould

Hexagon strives to 
provide good quality 
homes that are safe.
Health hazards, such as 
asbestos, are all around us. 
Although banned in 1999, 
estimates have suggested that 
over a million tonnes of asbestos 
were imported into the UK. This 
material was predominantly used 
within the building industry where it remains today 
as part of building fabric. Buildings constructed 
after the ban do not contain asbestos.

Asbestos was primarily used to make our buildings 
safer (it is fire resistant) and energy efficient (it 
is good at insulating heating pipes). Due to its 
utilitarian nature, it was also used in flooring 
products, plastics, artex coatings, mastics, paper 
and cloths to name but a few. 

Asbestos only poses a health risk when the material 
is damaged as this can produce asbestos dust, 
which is dangerous when inhaled. When left alone, 
asbestos presents a negligible risk to health and 
guidance from the Government is to only remove 
asbestos products that are damaged or when 
planned building work will disturb them.

Hexagon employs a proactive approach 
to managing asbestos risks and has a 
dedicated asbestos team to ensure tenants 
and contractors are safe. Further information 
is available on Hexagon’s website 
hexagon.org.uk/our-properties-2/asbestos-3/, 
which also includes a link for reporting asbestos 
concerns. You can also contact the asbestos team 
directly by calling 020 8768 7982.

Asbestos and 
Your Home

KEEPING YOU SAFE 13
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In 2023, the Regulator for 
Social Housing introduced a 
regulatory standard for landlords 
– the Transparency, Influence, and 
Accountability Standard. An important 
part of this new standard is a new 
series of measures designed to help 
residents assess how their landlord 
is performing. These measures 
are called the Tenant Satisfaction 
Measures (TSMs) and are made up of 
a combination of satisfaction surveys 
and other performance information. 
After the end of the 2023/24 financial year, 
Hexagon has had our results audited, reviewed 
by our Board, and submitted to the Regulator, 
and are now sharing them with you. 

These results come after a year of phenomenal 
change for Hexagon, all with the intent to improve 
services for residents. It is important for us to restore 
trust and confidence. In our recent annual report to 
residents, we provided updates on how we are laying 
the foundation to continuously improve services. In 
the five-year corporate plan approved in March 
2023 we acknowledged the need for a reset to 
ensure our structures, systems, and processes were fit 
for purpose. In 2023/24, the first year of this plan, 
we laid foundations, including staff restructures, 
implementing new IT modules, re-tendering services, 
completing high risk fire safety works, and completing 
the stock condition survey so we can plan for major 
works. We are now in year two of our reset and 
continue to make improvements. We have brought in 

lots of new faces to support us with our improvement 
journey, including two new Directors and three new 
Heads of Service. We are focused on providing the 
best possible service we can to you, our residents. 

We know, and these results show, that we have some 
way to go. Our performance is improving in many 
areas, and we continue to focus all of our efforts on 
delivering the best possible service for our residents.

hexagon.org.uk/tenant-satisfaction-
measures-how-did-we-do/ 

Tenant Satisfaction 
Measures



H O M E  N E W S  A U T U M N  2 0 2 4 15NEIGHBOURHOODS

You Asked, We Listened

Pop up 
Hollywood 

Way

Where did we ‘Pop up’?
We ‘popped up’ in Lyles Court, Crayford, and 
Hollywood Way, Slade Green. 

Alongside Hexagon Team Members, our Estate 
Services Contractor, Just Ask, were in attendance, 
as were Local Councillors. 

We heard the concerns of residents, including 
concerns regarding anti-social behaviour 
and the need for urgent repairs to 
communal areas. 

We have now put together an action 
plan for each area and are providing 
regular updates to residents on the 
progress of these. We are working 
collaboratively with residents where 
this is possible and want to build on 
these positive relations. 

More Pop Ups will be happening 
so, look out for when we ‘pop up’ 
near you or better still suggest your 
neighbourhood as our next pop up.

You asked
A frequent concern we 

hear from residents is that 
we are not visible, and that 

we don’t spend enough time 
in the neighbourhoods 

where you live. 

We Listened
One of the actions we have taken 

to organise is Neighbourhood 
Pop Ups. These pop ups take 

place in different neighbourhoods, 
providing an opportunity for 
residents and Hexagon Team 

Members to connect, for residents 
to raise concerns, for us to learn 
and understand more about any 

concerns you may have. 
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Estate Services, How 
Are We Performing?
In August, Just Ask, our Estate Services 
contractor, demonstrated exceptional 
performance by completing 934 visits 
focused on cleaning and grounds 
maintenance across various schemes. 
This impressive number highlights Just Ask’s 
commitment to maintaining high standards in service 
delivery and ensuring that community spaces are 
clean, safe, and well-kept. 

The proactive approach taken by Just Ask not only 
pertains to routine maintenance but also includes 
active engagement with residents during Action 
Days. These events have provided a platform 
for residents to voice their concerns and share 
feedback directly with the Just Ask team. 

The attendance of Just Ask at these Action Days 
has been met with a positive response, illustrating 
their willingness to foster open communication 
and collaboration with the community. Residents 
have expressed appreciation for Just Ask’s efforts 
in addressing their needs. By listening to their 
concerns, Just Ask is not only resolving immediate 
issues but also building trust and rapport within the 
community. This two-way communication has been 
crucial in identifying areas requiring improvement 
and ensuring that the services provided align 
with residents’ expectations. Additionally, the 
feedback collected during these Action Days has 
allowed Just Ask to adapt and refine their services 
based on real-time insights from the community. 
This responsiveness has proven to be a key factor 
in enhancing overall satisfaction and ensuring 
that residents feel valued and heard. The focus 
on cleaning and grounds maintenance has also 
contributed to a more pleasant living environment, 
fostering a sense of pride among residents.  

Well-maintained communal areas not only improve 
the aesthetic appeal of the neighbourhoods but 
also promote community cohesion and well-being. 
Residents are more likely to engage with their 
surroundings when they see visible improvements, 
leading to a more vibrant and connected 
community. As Just Ask continues to prioritize 
both maintenance and resident engagement, 
their efforts are yielding positive outcomes. The 
combination of high-quality service delivery and 
active listening has positioned Just Ask as a reliable 
partner in community development. The ongoing 
commitment to addressing residents’ concerns 
through regular visits and Action Days ensures that 
the needs of the community remain at the forefront 
of their operations. 

Just Ask Team 
with Andy Vincent, 
Operations Director, 

Hexagon
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We Are Visiting All Our Homes 
to Carry Out Tenancy Reviews.

What is a tenancy review?
A Tenancy Review is a survey, which involves one 
of our Neighbourhood Services Team, visiting your 
home to complete a short questionnaire, including 
details about you and your household. These 
surveys are important as they help us to check that 
we are providing the right kind of services to you 
and to ensure that the details we hold about you 
and your family are up to date and accurate.

Will you let me know?
Tenancy reviews are unannounced, but we will 
always introduce ourselves, provide identification 
and explain why we’re visiting you in your home. If 
you are unsure about the identity of anyone visiting 
on behalf of Hexagon, please call our Customer 
Services Team on 020 8778 6699.

Why do we need this information?
Verifying who lives in our homes can assist us and 
you in an emergency situation, protect against 
things like tenancy fraud, cuckooing and enable 
us to identify support or safeguarding issues. It will 
also speed up the process if you need to move or 
make any changes to your tenancy.

What information is being collected?
During the visit we will ask who lives in your 
household and ask for identification for all 
household members. This could include a birth 
certificate, a passport or driving licence. We will 
also ask for national insurance numbers and proof 
of occupation. 

This information will be recorded on a secure on-
line or paper form and our staff will take a picture 
of your documents to upload. All personal data will 
be held securely, in line with our data protection 
and retention policies, which you can find here: 
hexagon.org.uk/residents/all-policies/

As an additional check, you will also be asked to 
sign the completed tenancy review survey, which 
will help us to verify your signature against your 
Tenancy Agreement.

If you don’t have all of these documents available, 
we will ask you to bring them to the office or email 
them to us.

You can find out more about our Tenancy Reviews 
on our website: hexagon.org.uk/we-are-
conducting-tenancy-reviews/

https://hexagon.org.uk/residents/all-policies/
https://hexagon.org.uk/we-are-conducting-tenancy-reviews/
https://hexagon.org.uk/we-are-conducting-tenancy-reviews/
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 1: Improve email responses 
and updates.
By using our Customer Relationship 
Management (CRM) system we’ve 
improved communications by noting  
call backs and overdue work and 
keeping residents informed. 
We’re also working on a new 
mindset for staff to make sure things 
are done in a timely manner.

2: Improve communication 
between Hexagon & contractor.
We’ve changed our management 
structure where we interface with our 
contractor which means that new 
management teams are now in place 
at both ends. This is aimed at improving 
communication and coordination and 
enables us to manage issues together 
more clearly should they escalate.

3: Improve internal communication.
This is a lot clearer as we use our 
Intranet to clarify internal roles 
and responsibilities both within 
the Property Service Team and 
across the organisation. 
Customer Services are now clearer on 
who to pass the work onto within the 
business and there’s more ownership 
of the process and escalation routes. 

4: Improve communal 
repairs communications.
We can give good examples 
of how this is improving. 
There was a stair collapse issue at 
Albion Road where we offered clear 
communications with all residents at 
the scheme. Likewise with a solar panel 
fire and water supply at Giblin House. 
This process is becoming embedded 
in the Customer Services Team 
who pass works on clearly to 
the correct colleagues. 

5: Provide better communication 
information for residents.
Our website now offers clear information for 
residents and our contractor can also direct 
residents to the correct contractors such 
as those managing our lifts and electrics.

6: Simplify and resolve issues 
with the Localz App.
Our contractors Localz App is aimed 
at keeping residents updated on status 
of jobs and we’re working to resolve 
the issues such as job cancellations 
to improve customer service.
The job confirmation process 
has improved but cancellations 
remain an ongoing matter 
which we are addressing.

WE ARE LISTENING

In Summer ’23 we invited residents to learn more about our new repairs 
contractor and to share their thoughts on how we could improve our service. 
44 residents took part in our two repairs Open meetings and their feedback mostly focused on 
improving how residents, ourselves and our contractor communicate with each other. The Open 
meetings also covered complicated repairs and getting repairs ‘right first time.’

We recently reflected on the work-plan that came from our meetings with you and can offer this 
update on an area of our work that’s very much a work in progress.

Repairs at Hexagon: 
We’re Getting There...

We’ve 
Listened  

and We’re  
Acting

We’ve 
Listened  

and We’re  
Acting

We’ve 
Listened  

and We’re  
Acting

We’ve 
Listened  

and We’re  
Acting

We’ve 
Listened  

and We’re  
Acting

We’ve 
Listened  

and We’re  
Acting

You 
Said

You 
Said

You 
Said

You 
Said

You 
SaidYou 

Said

Repairs Open Meetings Feedback:
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7: Improve communications 
with residents with visual or 
hearing impairments.
Our contractors get a list of our  
residents’ vulnerabilities and can raise 
vulnerability issues with us to help us 
deliver better customer service and get 
better insights on residents’ needs. 
This means we can make offers around 
communications such as written 
communications for those with hearing 
needs, flashing doorbells for those with 
visual impairments or to give time for those 
with mobility issues to get to their front doors.

8: Reduce multiple visits 
to complete repairs.
We can now check multiple visits and 
ask our contractor for explanations 
where this has been the case. 
We are also aiming to establish a new 
approach to link complex repairs requiring 
multiple visits and as we establish this new 
method, we expect matters to improve.

9: Deal with complex repairs 
that take a long time.
This is covered above, but we also implement 
our No Access Policy where there is 
evidence of properties being damaged 
which can lead to complex repairs. 
Enforcing this policy means issues can 
be taken through the legal route quickly. 
By explaining to residents why we need 
to escalate the situation, we aim to 
take them with us through the process 
of gaining entry but, will have to go 
to court for forced entry if required.

10. Can you get the repair 
complete right the first time?

The quality of repairs work has 
improved, but if our contractor has to 
return to fix a repair again, it’s free 
of charge which is a clear driver for 
them to get the fix right first time.

We’ve 
Listened  

and We’re  
Acting

We’ve 
Listened  

and We’re  
Acting

We’ve 
Listened  

and We’re  
Acting

We’ve 
Listened  

and We’re  
Acting

You 
Said

You 
Said

You 
Said

You 
Said

When we discussed the Open Repairs meeting 
and learned about the work going on behind the 
scenes at our resident-led Repairs Group (which 
holds Hexagon to account for its Repairs work), the 
general view is:

‘Residents are enthusiastic and positive 
about these changes and will be with and 
watching Hexagon along the way.’  
Barrie Hargrove: Resident Chair  
Hexagon Repairs Group.

We would like to thank residents for the time, thoughts 
and ideas that they shared with us last Summer. 

“We are collaborating with 
our contractor to ensure that all 
responsive repairs are attended to 
and completed promptly, in line with 
Hexagon’s repair standards. While 
we are not there yet, we are striving 
to improve day by day, week by 
week, and month by month.”
Sunil Mahadeo: Responsive Repairs 
Contract Manager 



WAYS YOU CAN CONTACT US

Freephone 0800 393 338 
Landline 020 8778 6699
Option 1 for all gas related queries 

Option 2 to report or follow up on a repair  
that is not related to damp and mould 

Option 3 for all tenancy or rent related queries

Option 4 for damp and mould and any other 
general queries

Hexagon 
customer_desk@hexagon.org.uk 
for all general enquiries 
www.hexagon.org.uk 
Text 07537 400 527 
130-136 Sydenham Road, London SE26 5JY

Gilmartins 
To report a repair call Gilmartins on 
0808 178 6785 24 hours a day 365  
days of the year, or email: 
hexagonrepairs@gilmartins.co.uk

Gas and Heating Repairs 
Please call: 0800 088 4433 
To report any new repairs email: 
hexagondomesticgas@smithandbyford.com

ALWAYS HAPPY TO TRANSLATE!

LARGE PRINT
If you would like this edition of Home  
News in large print or Braille, please 
contact Hexagon.

HEXAGON.ORG.UK

20 KEEPING IN TOUCH

Keeping in Touch
It’s important that we hold up to date details for you. 
This includes the best contact number/alternative or temporary 
telephone numbers as well as email addresses. Having up to date 
information means we can communicate with you more efficiently 
and ensure you can access as many of our services as possible. 

You will start to hear us asking more questions. This isn’t just to make 
sure we have the correct details but is also to assist us with the 
exciting introduction of the residents’ online portal ‘MyHexagon’ 
and verifying the details we hold. We want to be able to offer you 
the best possible service, make sure that this is tailored to you, and 
we take everything we can into consideration. 

Now seems a good time to confirm the best ways to get in touch. 
We are aware that there have been issues contacting Gilmartins 
recently which we are working with them to resolve. We apologise 
for any inconvenience this has caused.

Hexagon
Visit our office  
130–136 Sydenham Road, Sydenham, London SE26 5JY 
Office hours: 9am to 5pm Monday to Friday* 
*Please note that without a prebooked appointment, we cannot guarantee 
that the person you would like to speak to will be available

General enquiries and reports of damp and mould: 020 8778 6699  
Our lines are staffed from 9am to 5pm, Monday–Friday. Outside normal 
office hours, a recorded message will give you further information.

Text: You can text us on 07537 400 527.  
Please make sure you include your name and/or address.

Gilmartins Repairs
Repairs freephone: 0808 178 6785 – for urgent repair queries

By e-mail: hexagonrepairs@gilmartins.co.uk – for non-urgent 
repair queries

All emergency repairs can be reported directly to our ‘Out of Hours’ 
Service on 0808 178 6785 when the main Hexagon office is closed.

Busier times for both Hexagon and Gilmartins tend to be Monday 
mornings, Friday afternoons and over the lunchtime period daily 
(11:45am – 2:00pm)

Smith & Byford heating and hot water related queries
Freephone 0800 088 4433 or 020 8722 3434 
24 hours a day, 365 days of the year

mailto:customer_desk@hexagon.org.uk
http://www.hexagon.org.uk
mailto:hexagonrepairs@gilmartins.co.uk
mailto:hexagondomesticgas@smithandbyford.com
http://www.hexagon.org.uk
mailto:hexagonrepairs@gilmartins.co.uk
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