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GET IN TOUCH
Email talktous@barnethomes.org 
Email customercontact@opendoorhomes.org 
Call 020 8080 6587 (Barnet Homes) 
Call 020 8080 6586 (Opendoor Homes) 
Web barnethomes.org | Web opendoorhomes.org 
Twitter @thebarnetgroup | Twitter @barnethomes 
Twitter @opendoor homes | Twitter community_tbg  
Instagram @tbg_community1

PAY YOUR RENT OR SERVICE CHARGE
0845 356 3456 (24 hours) or barnet.gov.uk

OUR OFFICE
2 Bristol Avenue, Colindale, NW9 4EW

COMPLAINTS 
Barnet Homes and Opendoor Homes are committed to continuously 
improving what we do and the way we do it as a result of feedback 
from customers. We aim to listen to and learn from our customers 
so that we can address any service failures and monitor services in 
a customer-focused way.

We welcome complaints and feedback from our customers to 
help us do this. Feedback can be given to us by email, by letter, 
through our websites and social media, by telephone, and in 
person. You can find our contact details above. Please visit  
barnethomes.org/complaints or opendoorhomes.org/complaints to 
find out more about our complaints process and about the Housing 
Ombudsman’s Complaint-Handling Code to which we work.
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Hello and welcome to a bumper issue of 
our Spring and Summer atHome resident 
magazine. We are committed to providing 
the best value for money for our customers, 
and unfortunately the costs of printing and 
posting this magazine have kept on rising. 
We know it is valued by so many of you, so 
we will keep printing atHome twice a year 
instead of four times a year. This will help us 
continue to invest in providing good quality 
services. Each edition will be packed with 
information and articles to keep you informed, 
and you can also keep up-to-date with all the 
latest information about us on our websites, 
barnethomes.org and opendoorhomes.org.

After six and a half years as Chief Executive 
of The Barnet Group, I will be moving on 
to pastures new. It has been an incredible 
privilege to work here, and with you. I love the 
organisation and have enjoyed working with 
a brilliant team over the years and we have 
achieved so much over that time. The future 
of The Barnet Group is very exciting and 
there are huge opportunities to do more for 
our residents and service users, I know I only 
play a small part in that, I know I leave behind 
challenges, but also lots of opportunity for 
the organisation to make a real difference.

I was honoured to be part of our Community 
Awards evening held at the Sangam Centre 
in Burnt Oak earlier this year. I’m always 
blown away by the incredible nominations 
we receive from our community, this year 
we had over 70! We were joined by almost 
200 people from our community and some of 
our contractor partners who sponsored the 
event. The winners are featured on pages 10 
- 13. 

On page 7 we have an inspiring interview 
with Brooke, Barnet Homes’ first female 
Gas Engineer Apprentice. Together with our 
partners BOOST, we welcome and encourage 
apprenticeship applications from people from 
diverse backgrounds, with the aim of making 
Barnet Homes a truly inclusive place to work.

Whether you’re considering downsizing your 
home through the Fresh Start Scheme, like 
our resident Tracey (page 27), or moving 
outside the borough of Barnet through the 
Mutual Exchange home swapper scheme, 
like residents Kim and Lisa (page 29), our 
staff are here to help you take that first step.

I’m incredibly proud of the groundbreaking 
achievements of our staff working together 
with residents, community groups and 
the police to tackle crime and anti-social 
behaviour on the Grahame Park Estate. 
In recognition of outstanding acts of 
service, our Senior Regeneration Manager, 
Michelle Davies was honoured with a Police 
‘commendation’, read more on page 31.

And finally, thank you to residents from Barnet 
Homes and Opendoor Homes who took part 
in our Tenant Satisfaction Survey, key results 
of which are presented on page 20.

Best wishes,
Tim
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THE CHIEF EXECUTIVE - TIM MULVENNA



A stopcock is a valve that regulates the flow of 
water through a pipe, particularly the main water 
supply feeding your home. A stopcock looks a 
bit like a tap, but without an outlet spout and it 
will be between two lengths of pipe, acting as 
a connector. It is important to know where it is 
located so that you can quickly shut the water off 
if there is a leak. 

As a leaseholder, it is your responsibility to 
find out where your home’s stopcock is and to 
arrange any works relating to the water supply. 

You will usually find the stopcock for your home 
under the kitchen sink, but this is not always 
the case, especially in older homes. If yours is 
not under the kitchen sink, you should look 
elsewhere, such as;

•	 In the airing cupboard,
•	 Near the boiler,

•	 Next to the front door, behind a panel, 
•	 In your bathroom,
•	 Or elsewhere in your kitchen, perhaps 

hidden in a cupboard.

If you are still struggling to find it and you live 
in a shared house or flat, you might find your 
stopcock in a shared landing or hallway – you 
can locate it by looking for service pipes around 
your building. 

For more information on leaseholder repairs 
responsibilities, scan the QR code.

Leaseholder repair responsibility: 
Finding your stopcock
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REPAIRS

If you need to report an emergency repair outside of our normal operating office 
hours, please call the Out of Hours service on 020 8080 6587.

If you need to report an emergency repair 
outside of our normal operating office 
hours, please call the Out of Hours service 
on 020 8080 6587. The service is available 
between 5pm and 8am. Examples of repairs 
which are more urgent and are often unable 
to wait until the morning to be reported are 
loss of heating and uncontainable leaks. 

Once the repair has been reported an 
operative (from MCP) or an engineer (from 
Purdy) will aim to attend your home within 

24 hours, please remain in your home for the 
entire period to ensure access is granted.

Out of Hours Repairs Service
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Jenny lives in one of our sheltered schemes 
and was voted Good Neighbour of the 
year. Receiving 19 nominations from her 
fellow residents and the winning vote 
from our judging panel, 84-year-old Jenny 
fought back the tears and said, “Before my 
husband passed away, I promised him that I 
wouldn’t get down and depressed and that 
I’d continue to try to make people happy. 
With the love of my neighbours and friends 
like Anne and Gwen who’re here with me 
tonight, I’ve carried on, and I always try to 
make people smile and laugh. Thank you 
so much. This award makes me feel like a 
movie star!” 

Here Jenny shares a little about herself.

When did you move to your sheltered 
scheme and why?
I came to live here six years ago. My 
husband wasn’t very well, and we needed 
some extra support. Before that, I lived just 
around the corner. We had two children, 
and now I have five grandchildren, and nine 
great- grandchildren!

What did you do before your retirement? 
I worked at Barnet Hill School, as a Mealtime 
Supervisor, for around 25 – 30 years, and 
every child was so special to me. I still see 
a lot of them around Barnet, and they have 
their own children and grandchildren with 
them!

What do you like about living at the 
sheltered scheme?
I love that it gives me my independence, 
and yet any support I need is also right on 
hand. 

What do you think of the neighbours 
living in the scheme? 
I try to make my neighbours happy. If they 
are feeling down, I sing to them. If they are 
ill, I will get them shopping. I try to convince 
them when they are down, that things can 
only get better.

How does it feel to be nominated by 19 
of your neighbours for The Barnet Group 
Community Awards? 
I am very grateful to my neighbours for 
voting for me, the award is really for the 
people of our community.

RESIDENT SNAPSHOT

Resident snapshots
This year’s Good Neighbour winner of The Barnet Group’s Community Awards is Jenny Pymont

Above: Jenny (centre) with 
friends and residents Anne 

and Gwen.

If you would like to be 
featured in our Resident 

Snapshot column, please get 
in touch by emailing 

athome@barnethomes.org
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Domestic Abuse 
One Stop Shop 
Case Study, Sarah
Sarah is a 21-year-old care leaver 
from Barnet. She moved into a 
one bedroom flat at the age of 
19. She got into a relationship 
with an older man, who moved 
in with her. The relationship 
turned abusive early on, with 
Sarah suffering emotionally and 
physically.

Sarah said, ‘He would hit me, 
lock me in my room, and not let 
me speak to people or use social 
media. And it just began to feel 
like it was normal.”

Thankfully Sarah was assigned a 
support worker from the Onwards 
and Upwards Team at Barnet 
Council, who noticed a decline 
in her wellbeing, and referred her 
to the Domestic Abuse One Stop 
Shop (OSS) managed by Barnet 
Homes.

Sarah said, “Because of the OSS 
support and their understanding, 
I felt comfortable talking to them, 
it’s hard to tell people you don’t 
know, it’s so personal, it’s hard to 
do that.

But I sat there and explained how 
I felt, they made me realise that I 
deserve better than that and they 
helped me to understand that I’m 
not the issue. 

Everyone at the One Stop Shop 
has been so welcoming and 
understanding and helped me 
come out of my situation. They’re 
amazing! They’ve helped with 
housing and emotional support. 
Just having that stress go away 
makes a huge difference. I feel so 
much better.”

* name has been changed to 
protect her identity.
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Meet Brooke, The Barnet Group’s 
Apprentice Gas Engineer

Brooke, 22 is an inspirational Gas Engineer 
Apprentice paving the way for other women 
engineers to join the Barnet Homes Repairs 
& Gas team. She talks to atHome about her 
apprenticeship. 

Why did you go down the apprenticeship 
route? 
I was working part time and doing a normal 
college course, and I realised that I didn’t actually 
want to go to university. I’d got the taste of 
working. So, I preferred something where I’m 
learning while I’m earning. 

What does your apprenticeship involve? 
It’s a two year Level 3 Apprenticeship. I go to 
college one day a week to learn the theory side. 
We have to do tests, portfolio work from college 
and then be on site with other gas engineers. 
The practical side involves doing servicing, 
repairs and void works. I’ve just sat my ISA/
ACS practical exam and once I have finished my 
portfolio I will be put on to the gas safe register 
and I will become a qualified gas engineer.

How do you feel about being the only female 
apprentice gas engineer? 
In Barnet Southgate College I’m the first girl doing 
the gas apprenticeship, so I’ll be the first girl to 
pass at college. I feel honoured in a sense. But I 
also feel disappointed because I feel all women 
can do it. It may seem quite daunting going into 
a class full of lads, but it’s fine after a while you’ll 
get along with them.

How did the men react to you being on the 
Barnet Southgate College course?
When I first walked in they were like, oh, can 
you do this? Can you do that? And then after a 
while, you get the banter and you get along with 
them and then you start like taking the mick out 
of them! They want to help me as well. They’re 
protective and caring. The boys in my class are 
going to be my friends for life. We’ve been in the 
same boat. They’ve looked out for me the last 

two years, it’s brilliant. 

What’s it like 
working the other 
days in the Repairs 
team at Barnet 
Homes?
I guess because 
I’m a girl they make 
sure that I’m alright, but they don’t treat me any 
different really. They teach me how to do the 
jobs, then they let me do it. They expect the 
same standards as what they would do with a 
male. I haven’t experienced any sexism.

What’s it like working with Barnet Homes’ 
residents?
They’re all different. You adapt yourself to each 
customer. You have got to put yourself in their 
shoes, like if someone’s got no heating and hot 
water, you sympathise with them. Some people 
might be upset, some might be angry, they might 
be happy to see you. You just go with the flow. 
They’re all good people at the end of the day.

What do you most like about your 
apprenticeship?
I quite like the thought of everyday being 
different. It’s not repetitive like a normal job. Like 
every house you walk into is different.

Would you say that the gas apprenticeship is 
a good one for women?
100% yes! If you feel like this job suits you and 
you feel like you can do it and you’ve got the 
capability of doing it - You can do it. You can. 
There’s always opportunity for you to do things. 
So, take it, don’t be shy.

Details on this year’s Apprenticeship 
recruitment will be available  at boostbarnet.
org from July 2024.  Alternatively, email 
michael.gehr@barnethomes.org to get an 
update on what vacancies will be available and 
how to apply.

APPRENTICESHIPS
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Data, data, data!... We need it!

Spring has sprung, and so has the latest edition of AtHome 
magazine! I’m Deborah Blyth, the Barnet Group’s Equality, 
Diversity, and Inclusion Lead. 

We need your data... Why? 
We understand that there may be barriers for sharing your 
sensitive data including questions like: 

How will it be used? 
We will use your data to better understand the needs of our 
residents. It helps us to plan and deliver services, make sure our information and services 
are accessible, address any discrimination or disadvantage that residents may face,  and 
monitor services to make sure we maximise positive outcomes for everyone and remove 
any barriers that might affect some people negatively.

Who is it shared with? 
We will only share your personal data with our partners or contractors where there is a 
legal reason for us to do so. Any data sharing that we do is carefully controlled to make 
sure we meet legal requirements and protect your privacy. You can read more about how 
we use your personal data on our websites: www.barnethomes.org/privacy and www.
opendoorhomes.org/privacy

Will sharing my data disadvantage me? 
The Equality Act 2010 protects people from discrimination in the workplace and in wider 
society. The Act defines nine protected characteristics: 
•	 Age 
•	 Disability 
•	 Gender reassignment 
•	 Marriage and civil partnership 
•	 Pregnancy and maternity 
•	 Race 
•	 Religion or belief 
•	 Sex 
•	 Sexual orientation 

We can use data to improve our services: 
•	 Better allocation of resources: Understanding our resident needs through data 

analysis, we can prioritise repairs, maintenance, and upgrades in areas with the highest 
demand. This can lead to a more comfortable and functional living environment for 
all residents. 

•	 Targeted support programmes: Data can help us identify vulnerable residents who 

EQUALITY, DIVERSITY AND INCLUSION
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may need additional support with finances, employment, healthcare, or other issues. 
This allows us to develop targeted programmes and services to address those specific 
needs. 

•	 Increased safety and security: Data on crime patterns and anti-social behaviour can 
help us work with local authorities to improve safety measures in your property.

Enhanced Communication and Engagement: 
•	 Personalised communication: we can use data to tailor our communication with 

our residents, ensuring you receive relevant information about services, events, and 
policies. 

•	 Improved tenant satisfaction: By understanding your needs and concerns, we can take 
steps to improve resident satisfaction and create a more positive living experience. 

•	 Stronger community building: Data can help The Barnet Group identify residents with 
shared interests or needs, facilitating the creation of community groups and activities.

An update on Equality, Diversity and Inclusion at The Barnet Group
Over the past few months, we’ve been buzzing with activity! We celebrated cultural events, 
including LBGTQ history month, international women’s day, Race Equality Matters week, 
Neurodiversity Celebration Week, Ramadan and Easter, sparking conversations about the 
challenges faced by marginalised groups and celebrating our differences. 

Why? Because at The Barnet Group, we believe in fostering a community that reflects the 
richness of our residents. By understanding your unique needs and experiences, we can 
create homes and environments that feel truly supportive and empowering. 

Please take the opportunity to update our staff during any contact with us, by your preferred 
method of contact. 

So, grab a cuppa, enjoy the read, prepare to share and let’s explore what makes our Barnet 
Group community so special!

EQUALITY, DIVERSITY AND INCLUSION
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Celebrating our Community Award winners!

The Barnet Group held our annual Community Awards evening at the Sangam Centre in 
Burnt Oak earlier this year. Almost 200 people attended from our community plus some of our 
contractor partners who sponsored the event.

Brilliantly hosted by Head of Partnerships at BOOST, David Thomas, the Mayor of Barnet Cllr 
Nagus Narenthira handed out the awards to five of our community winners and a Social Value 
Contractor of the Year.

Volunteer Group or registered charity – 
Art Against Knives
Rickardo Stewart, Head of Quality and Innovation & Serious 
Youth Violence Specialist, accepted the award and said, 
“Thank you so much to Barnet Homes for our award! Art 
Against Knives is delighted to win the Barnet Homes Charity 
of the Year 2023 Award. Being recognised by Barnet Homes 
means so much due to our longstanding work together and 
being able to contribute to impactful work for young people 
and our community at such a challenging time in society.”

Art Against Knives is featured in Community Spotlight on page 16.

YOUR COMMUNITY

Winners pictured above back row left to right: Johara on behalf of Tania Novick (Volunteer over 25’s), Zara Karim and Billy Grant 
of Barnet Panthers (Community Group), Tim Mulvenna (CEO Barnet Homes), Jenny Pymont,(Good Neighbour), Martina Gaspani, 
EffectAble (Social Value Contractor), Olivia Da Cruz (Volunteer under 25). Front row: Maureen Clemetson of The Monday Youth Club 
(Project of the year) and The Mayor of Barnet Cllr Nagus Narenthira.
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Community Group of the Year – Barnet Panthers
The Barnet Panthers football club brings together girls 
and young women from all backgrounds in a safe, friendly, 
supportive, and fun environment and gives them the platform 
to express themselves in a male dominated sport. The 
coaches, and especially their lead, Billy Grant, volunteer 
their time passionately to ensure equal opportunities are 
provided to all involved, both in football and in the other 
activities and days out provided by the club.

Billy who started the club two years ago, came along to the event with 
21-year-old Zara, one of the club’s ten coaches, they beamed with delight as the Barnet 
Panthers were announced winners of the Community Group of the Year. Billy said, “We 
weren’t expecting to win tonight, so it’s a real honour. Our club is not only about football and 
girls being on the pitch, but we want to make girls grow within themselves. For us to be able 
to do that has been a real honour, so I’m really appreciative to be acknowledged.”

Zara added, “I want to say to young girls in Barnet, just join us, it will change your life and 
you’ll love it! Our age group categories are Under 13s, under 15s, and 10-11 year olds. We 
want to give every girl an opportunity to play, we’re not elitist.”

YOUR COMMUNITY

Project of the year – The Monday Youth Club
The Monday Youth Club was set up by Maureen Clemetson 
almost 19 years ago in her local church hall in East Finchley. 
The aim of the club was to provide youngsters between the 
ages of 7-12 and 13-16 with some place to go after school 
and to provide them with plenty of things to do to keep them 
engaged. 

Maureen explains, “We’ve always provided membership, 
all activities, food and outings for children absolutely free 

of charge. The club started off with a handful of children attending 
in the first few months. Within 2 years the club had become so popular that we 

needed to relocate to cater for almost 50 children per session. Early on we were fortunate 
enough to have the trust and full sponsorship of a local businessman who wanted to help our 
community. 

Over the years, I’m proud to say that I’ve supported three generations of young people 
through our club doors. I’ve watched them grow up and have children of their own who’ve 
also attended the Monday Youth Club, they all call me Aunty Maureen. It’s a joy to see them 
go on and do well. Recently, one of the old members contacted me to say that he is training 
to be a pilot and he’s promised to take me on a flight to Jamaica!”
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YOUR COMMUNITY

Good neighbour – Jenny Pymont

With 19 nominations, the winner of this year’s Good Neighbour 
Award is energetic 84-year-old Jenny Pymont. 

Every day Jenny visits her neighbours to make sure that the 
elderly and infirm living in her sheltered housing scheme get 
help with their shopping, prescriptions, or anything else 
they may need. She is always singing or whistling, and just 
makes people smile. 

Jenny is featured in our Resident Snapshot on page 5.

Volunteer of the Year (under 25) - Olivia Da Cruz

Olivia is a sixth form student and was nominated for this award 
because she has repeatedly demonstrated her selflessness for 
her community within different settings. Olivia is 
kind-hearted, humorous and motivated. She has volunteered 
to assist with teaching subjects such as P.E to children in 
younger years at school, completed work experience with 
FUSE Youth Project, and guided youth work sessions for 
young people, as well as completed a junior leadership 

program with FUSE.
When asked what made Olivia start volunteering, she replied, “I was inspired to 

volunteer after we had a school visit and talk from a member of the FUSE community group 
that works in my local Stonegrove Estate. Now I like to volunteer at every event I can in 
Stonegrove. I like working with young people as I can relate to them and their issues and I find 
it easy to communicate with them.” 

Contractor of the Year is EffectAble 

Pictured from EffectAble, Martina Gaspani and partner

John Walters, Financial Director, EffectAble Construction 
Services Ltd said, “EffectAble was honoured to have been 
awarded Barnet Homes Social Value Contractor of the Year 
award. All of us at EffecAble continually strive to add value 
to our work and improve the lives of the residents we work 
for and the wider Barnet community.” 
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YOUR COMMUNITY

Volunteer of the Year (over 25) – Tanya Novick

Tanya Novick has been volunteering with New Citizens 
Gateway (NCG) since 2006. She is the women’s group 
coordinator, managing 5 other volunteers and running the 
NCG Women’s Group. The group meets at Sacred Heart 
Church in Mill Hill every Friday from 10:30 to 12:30. The 
project’s aim is to provide refugee and asylum-seeking 
women with a ‘safe space’ to meet, build friendships, feel 
empowered, and learn about life in the UK. The group’s 
overarching goal is to create a secure and inviting space for refugee and 
asylum-seeking women, fostering social integration and overall well-being. 

Winner Tanya Novick said, “I am very honoured to receive this award, especially in the 
company of the other wonderful nominees who are all doing such worthwhile work in the 
community. It is good to have the work we all do recognised & celebrated. I am delighted to 
accept the award on behalf of all my colleagues at New Citizens Gateway (NCG) and the work 
we do with refugees & asylum-seekers.

For more information on NCG, please visit www.ncgateway.org.uk

My Say Matters 
If you are aged 11-18 and want to make a 
difference in Barnet, then My Say Matters is 
the place for you. My Say Matters is a group 
where young people can voice their opinions 
about their experiences living in Barnet. Young 
people can tell us how well we are doing or 
what we need to do differently to make sure 
we are making changes that you want to see. 
There is also the chance to change an issue in 
your local community by getting involved in one 
of the many forums on offer such as the youth 
board or youth assembly. 

It is also an opportunity to socialise with 
other young people with similar interests and 

build new skills such as public speaking and 
teamwork which look great on CVs or personal 
statements. 

If you would like to get involved or find out 
more information please email:  
mysaymatters@barnet.gov.uk

Nominations are now open for The Barnet Group’s Community Awards 2024. Please 
visit barnethomes.org to make your nomination, or alternatively you can call our 

Community Engagement Team on 020 8359 5307.
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YOUR COMMUNITY

Community Chest Fund 

Thank you to our fund sponsors

In April we launched our new Community 
Chest Fund 2024, sponsored by our 
contractor partners as part of their social 
value investment. It aims to support Barnet 
based community projects throughout 
2024.

We welcome ideas from Barnet residents, 

community groups and local charities that 
would benefit from up to £250 to run their 
own community project or event. 

To apply for funding, simply scan the below 
QR code from your mobile device or visit 
the Community Chest Fund page on our 
website.

Scan here 
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Take part in The Big Lunch!
The Big Lunch is the UK’s annual get-
together for neighbours and communities, 
with millions of people coming together 
for a few hours for food, friendship, and 
fun. It connects people and encourages 
friendlier, safer communities where people 
start to share more – conversations, 
ideas, skills, resources and friendship.

This year, The Big Lunch will be taking 
place on 1-2 June. It can be anything from 
a small gathering in a garden or park, to 
a larger party that involves the whole 
street. Can’t organise a get together for 
this date? Not a problem! You can host 
a Lunch with your community at any 
point during the month of June as it’s 
the month to celebrate community. If you 
need funding to host your event, speak 
to us about applying from our Community 
Chest Fund.

Head to edenprojectcommunities.
com/the-big-lunch to download a free 
resource pack to get started.

Join us in appointing new contractors 
Calling all tenants and leaseholders! We have an exciting opportunity for residents to be 
involved in the process of appointing contractors to carry out works to homes that are 
managed by Barnet Homes and Opendoor Homes. Your Involvement will include a number 
of different parts of the process including;
•	 Scoring and evaluation of contractors’ tender submissions
•	 Interviewing potential contractors
•	 Monitoring the contractors’ performance

Overview and training sessions will be provided by one of our specialist consultants. 
If being part of appointing new contracts is of interest to you, then email your expression of 
interest to charmaine.carr@barnethomes.org for more information or call 020 8359 2632.

YOUR COMMUNITY
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Community Spotlight: Art Against Knives

Our Community Spotlight features Art Against 
Knives (AAK), this year’s winner of the Volunteer 
Group of the Year at The Barnet Group’s 
Community Awards. Rickardo Stewart, Head 
of Quality and Innovation and Serious Youth 
Violence Specialist, introduces the aims and 
work of the registered charity.

AAK Founded in response to the unprovoked 
stabbing of Oliver Hemsley, a 21-year old student 
from Central Saint Martins College of Art & Design 
in 2008, which left him in a wheelchair. AAK 
started with an exhibition organised by Oliver’s 
friends and fellow students to raise money and 
awareness a year after he was attacked. The 
event gained support from some of the biggest 
names in art and fashion with work donated by 
Antony Gormley, Banksy, Tracey Emin amongst 
others.

We wanted to channel this support into action, 
addressing the root causes of knife crime by 
listening to young people and putting them in 
the lead. In 2011, AAK registered as a charity 
and started running creative community projects 
with young people, involving them in creating 
solutions to the problems they face and through 

this, preventing them from becoming victims of 
violent crime.

Over the past decade we’ve engaged, listened to 
and supported over 2000 + young people at risk 
of violent crime in London. During this time we 
found ourselves in Barnet - having close ties to 
the Borough; specifically with Barnet’s housing 
estates, we focused our efforts on working with 
those furthest from creative youth provision 
and support, including on Dollis Valley Estate, 
Grahame Park and Strawberry Vales estate. 

We embed creative spaces in Barnet’s 
communities, co-designed with young people, 
that build on their strengths and create 
opportunity. In these spaces our team of 
creative, highly skilled professionals build trusted 
relationships with young people, provide creative 
skills training, mentoring and specialist support 
to keep them safe and make it possible for them 
to thrive.

Find out more information about Art Against 
Knives please visit artagainstknives.com or 

@ArtAgainstKnives on Instagram

COMMUNITY SPOTLIGHT 
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Greenfingered? Join a Garden Club! 
Gardening isn’t just about planting seeds 
and watching them grow – it’s about 
fostering connections and blossoming 
friendships. Our gardening clubs are full 
of enjoyment, where every member is 
welcomed with open arms. 

With 27 clubs already registered in the 
borough, we are thrilled to see the growing 
enthusiasm for gardening and community 
involvement. But we haven’t stopped 
there…

A chance to showcase magnificent 
blooms  
A recent addition is the community 
garden at Malins Close, High Barnet, 
where a group of residents wanted some 
help to start growing fruit and veg in 
their communal garden. We approached 
one of our Contractor and through their 
Social Value commitment, we were able 

to pull some funding 
together to finance 
this project. The 
contractors were 
able to tidy the 
garden, install some 
raised beds and fix 
damaged fencing.

Not only will this 
promote resident 
health and wellbeing, 
but it will also add economic and 
environmental benefits to this community. 
We’re looking forward to sampling their 
produce!

If you are interested in setting up a Garden 
Club getinvolved@barnethomes.org or 
get.involved@opendpoorhomes.org.

Finest Flowers Competition 2024
It’s never too early to start planning to enter for this year’s Finest Flowers competition! 
So, get your gloves on, spades and watering cans ready and start planting!

To enter you can submit your nomination online by visiting the Barnet Homes or 
Opendoor Homes websites, alternatively you can email 
deborah.beckford@barnethomes.org or call on 020 8359 5307.

The categories are
•	 The best front/back garden
•	 The best communal garden
•	 The best balcony/container
•	 The best new gardener

The Geoff Beddingfield award for the most outstanding garden (all entries are 
automatically included in this category) The closing date for entries is Friday 12 July 
with judging taking place on the Friday 26 July.
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Paying your rent
This rent calendar is only applicable to Barnet Homes 
customers.

Your tenancy agreement says that you must pay your rent in 
advance. Therefore, you must make your first weekly, fortnightly 
or monthly payment on or before 1 April 2024. If paying 
fortnightly, you must pay on the bold dates, with the exception 
of 24 March (week 52) where you should only pay one week’s 
rent.. 

Weeks 13, 26, 39 and 52 are rent free.

We offer monthly direct debits. You can payon the 1st or 15th 
of each month

If you have a debit or credit card, you can pay your rent by 
telephoning us on 020 8080 6587 between 8am and 6pm or 
online at barnethomes.org.

You can also pay your rent by telephoning the 24/7 automated 
payment line on 0845 356 3456. Please select “housing rent” 
as the payment option and ensure that you have your nine-digit 
rent account number to hand (this starts with a ‘1’). This can be 
found on your rent statement or a rent letter.

For a full list of payment methods, please see the ‘Rent & 
Money’ section on our website, barnethomes.org.
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Rent payment dates 2024/25
Date Week Date Week

1 April 1 30 September 27

8 April 2 7 October 28

15 April 3 14 October 29

22 April 4 21 October 30

29 April 5 28 October 31

6 May 6 4 November 32

13 May 7 11 November 33

20 May 8 28 November 34

27 May 9 25 November 35

3 June 10 2 December 36

10 June 11 9 December 37

17 June 12 16 December 38

24 June 13 (rent free) 23 December 39 (rent free)

1 July 14 30 December 40

8 July 15 6 January 41

15 July 16 13 January 42

22 July 17 20 January 43

29 July 18 27 January 44

5 August 19 3 February 45

12 August 20 10 February 46

19 August 21 17 February 47

26 August 22 24 February 48

2 September 23 3 March 49

9 September 24 10 March 50

16 September 25 17 March 51

23 September 26 (rent free) 24 March 52

31 March 53 (rent free)
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Measuring tenant satisfaction
As of 1st April 2023, the Regulator of Social Housing’s new Tenant Satisfaction Measures (TSMs) 
requirements came into effect. The TSMs are intended to help tenants hold their landlords to 
account in areas that are important to them. There are 22 mandatory TSMs, 12 of which are 
based on perception surveys with a sample of tenants.

For 2023-24, we commissioned an independent company called Acuity to complete perception 
surveys with Barnet Homes and Opendoor Homes tenants. The surveys asked questions about 
the 12 TSMs, and we added an additional question about the ease of dealing with us as we know 
that this is important to tenants. At the end of the survey, an open-ended question was asked to 
allow tenants to give reasons for their scores and suggest improvements. Leaseholder perception 
surveys were also completed across the year by our in-house Customer Care Officer.

Thank you to everyone who has taken the time to complete a survey with Acuity or our 
Customer Care Officer - we are really grateful for your feedback which we are using to 
improve services.

YOUR TENANT SATISFACTION MEASURES

The figures above show the number of people who completed a perception survey, all of which 
met the sample size. The table below shows the first year’s result for each perception measure 
for Barnet Homes tenants and leaseholders and Opendoor Homes tenants.

Indicator
Barnet 
Homes 
tenants

Opendoor 
Homes 
tenants

Barnet 
Homes 

leaseholders

Overall satisfaction with landlord as a social housing 
provider

59.1% 69% 45.9%

Proportion of respondents who have received a repair 
in the last 12 months who report that they are satisfied 
with the overall repairs service

59.5% 61% 45.3%

Proportion of respondents who have received a repair 
in the last 12 months who report that they are satisfied 
with time taken to complete most recent repair

54.8% 55% 41.2%

Satisfaction that the home is well maintained 57.3% 72% N/A

Satisfaction that the home is safe 66.3% 75% 51.5%

Satisfaction that the landlord listens to your views and 
acts upon them

51.3% 53% 31.9%

Satisfaction that the landlord keeps you informed 
about things that matter to you

72.5% 74% 62.6%

Agreement that the landlord treats you fairly and with 
respect

69.6% 77% 53.6%

Satisfaction with the landlord’s approach to handling 
complaints

29.8% 28% N/A

Satisfaction that the landlord keeps communal areas 
clean and well maintained

58.3% 61% 41.1%

981 Barnet Homes tenants 
195 Opendoor Homes 

tenants
501 Barnet Homes 

leaseholders
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YOUR TENANT SATISFACTION MEASURES

What has the survey feedback told us? 
The table below shows the areas that are most important to residents and the specific concerns 
of residents in each area that we need to address.

What improvements are we making?
Repairs remains a key driver of satisfaction with particular concerns being the time taken to 
complete repairs and outstanding repairs. A Repairs Improvement Plan has been developed and 
will be monitored by the Resident Board. 

To improve the repairs service for customers, our current focus is on:
•	 Recruiting more Operatives to ensure we are resourced
•	 Improving how we manage repair appointment changes if we need to make them so that 

residents are always contacted to agree the new appointment time 
•	 Changing how we manage repairs that are not fixed on the first visit to minimise delays for 

residents having their repair fully fixed.

To make it easier for residents to get what they need from us, our current focus is on:
•	 Implementing fixes to the current telephony system to prevent resident calls from not 

connecting or being cut off
•	 Recruiting additional Customer Service Officers to assist with the increased volume of 

customer calls during high demand periods
•	 Introducing a call back service for customers with new repair requests who abandoned 

their call whilst waiting to not get through to Customer Contact
•	 Monitoring customer requests that are passed from Customer Contact to other services 

to help ensure they are actioned on time.

Area Specific resident concerns from survey responses

How well maintained your home is &

Overall satisfaction with the repairs 
service

•	 Time taken to complete repairs
•	 Outstanding/ forgotten repairs 
•	 Missed or rearranged appointments
•	 Lack of action once repair reported

How well we listen to your views & 
act on them

•	 Calls not being returned as promised
•	 Not feeling listened to as have a long wait for a 

response 

How easy we are to deal with •	 Difficult to get through on the phone lines
•	 Long wait time on the phone lines
•	 Lack of response to calls or emails

Indicator
Barnet 
Homes 
tenants

Opendoor 
Homes 
tenants

Barnet 
Homes 

leaseholders

Satisfaction that the landlord makes a positive 
contribution to neighbourhoods

63.5% 79% N/A

Satisfaction with the landlord’s approach to handling 
anti-social behaviour

59.6% 61% N/A

Proportion of respondents who report that they are 
satisfied that their landlord is easy to deal with

56.4% 69% 37.8%

Satisfaction with value for money of service charges N/A N/A 28.7%
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YOUR RENT 

Your Rent
Paying your rent is really important as the 
money that you pay goes towards funding 
a wide range of services. If at any point 
you are struggling to pay, please get in 
touch with us as soon as possible as we 
will be able to provide advice. Our income 
collection team is just a phone call away 
(020 8610 3538) and we are also able to 
offer office appointments and home visits. 
Just give us a call or drop us an email at 
incomecollection@barnethomes.org.

2024/25 Rent
You should have received your rent variation 
notice letter which confirms how much your 
rent will be from April 2024. If you receive 
universal credit (UC), it is important that you 
keep this letter as you may need to provide 
UC with the information that is on it. The 
annual rent calendar can be found in the 
centre fold of this edition. You will note that 
2024/25 is a 53-week year which means 
that there will be one extra chargeable 
week. Please ensure that you budget ahead 
for this extra week. Unfortunately, if you are 
in receipt of UC, this additional week will 
not be covered. Please note that the rent-
free weeks on this calendar do not apply to 
Opendoor Homes customers. 

Our method of payments can be found on 
our website at barnethomes.org/rent-and-
money/ways-to-pay-your-rent/

Discretionary Housing Payments (DHP)
Are you in rent arrears and struggling to 
pay your rent and feel that you need a bit 
of support? If so, please contact us as 
we will be able to assist you in making a 
DHP application. A DHP may clear part or 
even all of your rent arrears! To qualify for 

a DHP you must be in receipt of housing 
benefit or the housing element of universal 
credit. Our income collection team is here 
to assist you so please give us a call on 
020 610 3538 or email incomecollection@
barnethomes.org so that we can assist you 
at a one2one appointment. Our partners 
at BOOST may also be able to support 
you – please have a look at their website at  
boostbarnet.org which gives further 
information on the services that they 
provide.

Look out for the Financial well-being 
workshops!
These are fun interactive educational 
sessions, together with one2one support 
with accessing benefits, and discretionary 
funds. You will receive a £50 voucher for 
taking in part!

Benefits calculator – Are you claiming all 
the right state benefits?
If you are unsure as to whether you are 
claiming all of the relevant state benefits, 
then check out our benefits calculator at 
benefits.inbest.ai/
barnet?subpartner=barnethomes

Paying your rent 
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Dear fellow residents,

Welcome to my update for the Spring/Summer issue of 
atHome!

At our last Resident Board meeting on 29 November 
we discussed and reviewed Barnet Homes’ service 
performance.

The Healthy Homes team is now fully recruited and 
dedicated to addressing mould and damp issues within our community. 

We continue to monitor and prioritize communication, which needs to be clearer for all, and 
it was encouraging to observe numerous compliments from residents of certain contact 
centre agents who have gone above and beyond to provide assistance and support. 

Speaking of above and beyond, the 2023 Community Awards ceremony, held on January 
25th, was an incredible opportunity to see the achievements of our community members 
and groups. Congratulations to the winners and nominees. 

We are happy to welcome our new member, Marielle Morlette, and congratulations  
to Jennifer Lyle, who has been appointed Vice Chair of our resident board group.

Looking ahead, we are collaborating with Barnet Homes on the repairs and improvement 
plan, and we are excited to embark on various scrutiny tasks within different areas of Barnet 
Homes during the year. These evaluations will help identify areas for improvement and 
ensure that we continue to prioritise our community’s needs.

If you would like to be part of shaping and helping services that we need, please 
contact Deborah Beckford by emailing deborah.beckford@barnethomes.org or  
call 020 8359 5307. 

Best wishes,
Tatiana

Resident Board 
Chair’s Report

YOUR RESIDENT BOARD

 Tatiana Jose  
 Chair of our 
 Resident Board 
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GET INVOLVED

Get involved in shaping Barnet Homes’ housing services

As a member of the Barnet Homes Resident Support Group, you will receive regular 
updates about upcoming involvement opportunities, and community related news and 
information. 

You may choose to join a contractor selection group, 
a focus group or a scrutiny group. Whatever your 
preference may be, your participation will support the 
work of the Resident Board, to ensure that the voice of 
our residents is fairly represented. 

We appreciate that you will be giving up your time, we 
therefore may incentivise your participation! Scan the 
QR code to register your interest.

Register your interest in our 
involvement opportunities

Make a difference by joining our Resident Board

We are recruiting to our Barnet Homes 
Resident Board

Involving residents is at the heart of what 
we do at Barnet Homes. 

Our drive is to ensure residents have 
meaningful opportunities to take part in the 
day-to-day management of their homes. 
We also want residents to be involved in 
the strategic decision making. 

We believe the Resident Board provides 
that opportunity to contribute to shaping 

our services. We recognise you will be 
committing some your valuable time to 
work with us, and will provide a financial 
incentive of £75 for each ‘business’ 
meeting’ attended, which will be held four 
times a year. Shorter, less formal meetings 
may also take place in between these 
meetings. 

If you are interested in finding out more 
or attending a meeting as an observer 
on Thursday 6 June, 6.30-8.30pm email 
deborah.beckford@barnethomes.org or 
call 020 8359 5307.
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An update from our Healthy Homes Team
Barnet Homes and Opendoor Homes are committed to providing 
homes where residents can live long and fulfilling lives. To 
ensure residents are safe and comfortable where they 
live, we are investing £2m to tackle damp and mould in 
properties.

By thoroughly surveying our homes, we have a 
comprehensive record of residents who may have 
damp and mould in their homes, and will be attending 
the homes with the most severe cases as a priority.

We have also created a Healthy Homes Team, who will 
invest in making our homes great places to live; with 
dedicated members of staff to help treat cases of damp 
and mould in homes, and give advice to all our residents.

Ryan Bolton, The Barnet Group’s Head of Repairs said “This £2m investment in our homes 
shows that we are committed to making our residents’ homes the best possible place to 
live. We have a detailed action plan to tackle damp and mould in homes, which we are now 
working on. We will share more information about it with you in the next issue of atHome.”

TACKLING DAMP AND MOULD 

The first year of our Healthy Homes Team

Number of inspections completed 
2023-2024

1288
Number of jobs completed 

including works

829

Repeat orders

1202
This includes 3-month re-visits to 

ensure no repeat issues found

Number of properties with works

793
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Considering downsizing?
Try the Fresh Start Scheme!

What do you think of the Fresh Start 
scheme?
I think it’s a really good scheme. It’s 
helped me to move home to a smaller 
and more suitable place.

Why did you want to downsize your 
home?
I was in a 3-bedroom house with stairs 
which I couldn’t manage anymore. It 
was a maisonette with internal stairs, 3 
steps and then a further 14 stairs up. For 
medical reasons I kept falling down them 
or up them. Then when it became really 
hard for me to go upstairs, I started living 
downstairs. I now have quite a lot of health 
and mobility issues. My family have all left 
home and had their own children, that’s 
made my move easier. However, it took a 
long time to find my next property. I’d like 
to thank Denise Bracken, the Fresh Start 
Officer, as she went above and beyond 
to help me.

What do you think of your new home?
This home is all on the ground floor, it’s a 
2 bed flat, for me and my carer. It’s only a 
mile down the road from where I used to 
live before, I know and love the area. It’s 
helped me a lot. I am registered disabled, 
and there’s plenty of parking so I don’t 
need a designated disabled parking spot 
anymore. It has a lovely garden which is 
nice and private. I’m hoping that I can 
garden this summer!

DOWNSIZING

The Fresh Start Scheme 

If you are a social housing tenant in Barnet, 
you may be eligible for a payment of up to 
£15,000 if you downsize to a property with 
fewer bedrooms through our Fresh Start 
Scheme. 

Assistance to help you move 
To help make the move as smooth as 
possible, our Fresh Start Scheme also 
offers to: 
•	 Pay your moving costs. 
•	 Pay for the installation of your white 

goods, including washing machine and 
cooker. 

•	 Pay for your mail to be redirected for 
three months. 

•	 Provide B&Q vouchers to help you to 
redecorate. 

To find out more about the scheme, whether 
you are eligible, and how to get involved. 
Please visit our website barnethomes.
org/tenants/my-tenancy/moving-home/
downsizing, or call 020 8359 4695.

Barnet Homes resident, Tracey, shares her experience of downsizing 
her home through the Fresh Start Scheme.
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Mutual Exchanges

MOVING HOME

What are the benefits of doing a Mutual Exchange?
Tenants can choose where they want to move to and can swap with anyone within the UK.  
This can solve an issue of overcrowding or under-occupying.  If a tenant downsizes within 
the London Borough of Barnet, an incentive payment through the Fresh Start scheme may be 
made. 

How do I apply for a Mutual Exchange?
Residents who wish to apply simply need to register their details on to Homeswapper 
homeswapper.co.uk which is a service that is offered free of charge to tenants of The Barnet 
Group (including Opendoor Homes).  Remember to add as much information as possible 
about your property as well as uploading photos. It is advisable to view the property you are 
interested in first, before committing to a Mutual Exchange. This needs to be arranged between 
the exchange partners.

What is a Mutual Exchange?
A Mutual Exchange is an assignment of tenancy between households who are in social housing.  
This can be between any social housing tenants (council or housing associations) as long as 
they have completed their introductory tenancies and are not in temporary accommodation. 
Tenants can move within or outside of the London Borough of Barnet. 

I have found a property I wish to swap with what are the next steps?
You should complete a Mutual Exchange form, which can be found on our website. If you have 
difficulties downloading the form from our website, please contact talktous@barnethomes.org. 

All parties who wish to exchange need to complete one form. Once completed you should send 
it to talktous@barnethomes.org and we will consider your application. An acknowledgement to 
your application detailing the process will be sent. Once your Mutual Exchange application has 
been approved (landlords have up to 42 days from receipt of a Mutual Exchange application 
to do this), a series of checks will be carried out, such as a gas, electric, and survey inspection 
of your home. 

If repairs are identified, they need to be put right before the exchange can be authorised. Any 
rent arrears must be cleared before approval of a mutual exchange.

When can I move?
Once all checks have been completed and are satisfactory, the landlords will agree on a mutual 
date for completion of the exchange. A date will be agreed for the assignment of tenancy to take 
place and by assigning the tenancy to each other, tenants take on the rights and responsibility 
of their Mutual Exchange partner’s tenancy.  

If you would like to know more about mutual exchanges, email talktous@barnethomes.org



29

An ideal Mutual Exchange!

Kim relocated with her son, from Barnet to Kingston upon Thames to be closer to her 
daughters. Using the Mutual Exchange Scheme, Kim swapped her 2 bed house for a 2 bed 
maisonette with fellow home swapper, Lisa.

MOVING HOME

What made you use the mutual exchange scheme to relocate to Kingston?
Kim: “I loved my two-bed house in Barnet; it was going to be my forever home. But when 
my daughters moved to Kingston to study, then later settled there, I wanted to live closer to 
them and my grandchildren. I’d been on the Mutual Exchange home swapper for a while. I 
met Lisa on home swapper, and we found our connection. I didn’t care much for my garden 
as it was too much to maintain. Now I’m settled in central Kingston within walking distance of 
the shops, in a property similar in size to what I had in Barnet. I’m very happy with my move.”

Why did you want to move from your 2 bed flat in 
Kingston to the 2 bedroom house in Barnet?
“I really needed to move to a house with a garden for my 
little boy. This house has an amazing sized garden! Also, I’ve 
moved closer to my family and my partner’s family in north 
London, actually halving the journey time that it took from 
Kingston. I’d say that the exchange has worked out better 
all round.”

What would you say to those 
thinking about swapping homes 
under the Mutual Exchange scheme?
“Just try it, sign up to home swapper. Go have a look at what’s out there. Don’t give up, and 
be realistic. My criteria changed over the time I was searching, but I stuck with it and found 
a home that really suited me with my situation.”

Kim - Moves from Barnet to Kingston upon Thames

Lisa - Moves from Kingston upon Thames to Barnet
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Hundreds of arrests made in trial
crime-fighting scheme

SAFER NEIGHBOURHOODS

London’s Deputy Mayor for policing and crime Sophie Linden has visited Barnet to hear how a 
ground-breaking police operation has led to hundreds of arrests.

The ‘Clear, Hold, Build’ framework, centred on the Grahame Park Estate in Colindale, has seen 
local officers from the Metropolitan Police Service engage in a coordinated crackdown on 
gang-related and organised crime in the area.

Sophie Linden with police, councillors and council officers, and Michelle Davies, Senior 
Regeneration Manager from Barnet Homes at Grahame Park Estate

Figures show that since the operation began in 
July last year, officers have made 311 arrests 
– including 60 for Class A drug offences. The 
crackdown has led to the seizure of £30,000 
in cash, 55kg in Class A drug blocks, over 
2,000 wraps of Class A, and 6kg of cannabis. 
Officers have recovered eight firearms and 52 
knives or other weapons.

Local officers have been aided by a £2.3million 
upgrade and expansion of Barnet Council’s 
CCTV network, which has a new control room 
located in Colindale.

The Deputy Mayor for Policing and Crime 
visited the estate for a briefing on the outcomes 
of the first phase and other community safety 
initiatives.
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SAFER NEIGHBOURHOODS

Built in the 1970s and currently undergoing 
regeneration, the Grahame Park Estate has 
previously been affected by high crime rates.

Responding to residents’ concerns around 
anti-social behaviour and drug dealing in the 
area, the Met trialled a new approach that is 
aimed at disrupting crime and preventing it 
from returning.

Deputy Mayor for Policing and Crime, Sophie 
Linden, said: “It has been good to see such 
strong partnership work here in Colindale 
and to hear about the real difference that this 
policing approach is already making to the 
sense of safety and quality of life in Grahame 
Park Estate.”

Police have now moved from the ‘Clear’ to 
the ‘Hold’ phase of the operation, which 
is designed to stabilise the area and stop 

offenders from moving in to fill the void. The 
‘Build’ phase will see community-driven action 
to address the causes of crime and prevent it 
from happening again.

Bina Omare, Chief Executive of Colindale 
Communities Trust, said: “The Clear, Hold, 
Build pilot has highlighted the strength of 
partnerships and listening to the voice of the 
community.”

Detective Superintendent Will Lexton-Jones, 
in charge of delivering Clear, Hold, Build for the 
Met, said: “I am delighted with the progress 
made and the ambition embodied by everyone 
involved in making Grahame Park Estate 
a safer place to live. The Met will continue 
to work closely with the local authority and 
other key partners to design out crime, ensure 
offenders are kept out of Barnet and to help 
build a thriving community.”

Michelle Davies, Senior Regeneration 
Manager at Barnet Homes was honoured for 
her dedicated work on Grahame Park Estate 
at the North West Borough Commander’s 
Commendation Ceremony in February where 
she was awarded a ‘commendation’ by Chief 
Superintendent Sara Leach. 

An award that is normally given to 
serving Police Officers for acts of bravery, 
compassion or outstanding acts of service. 

On receiving her award, Michelle said, “I 
think it is very humbling. I feel proud of what 
we’ve achieved for the residents. It’s lovely 
to be recognised for all that hard work. I’m 
especially pleased for the residents who 
were suffering from Anti-Social Behaviour. 
Clear, Hold, Build has showed what we can 
achieve when all partners work together.”

Kate Laffan, Group Director of Resident 

Services, Barnet Homes said, “This is 
a fantastic honour and recognition for 
Michelle’s drive and commitment to making 
change happen and her tireless joint working 
with the Police, Members, residents, and 
Community Groups. Well done, Michelle!”

Barnet Homes’ Regeneration Manager recognised 
for outstanding commitment

Michelle Davies (right) receives a ‘commendation’ 
from Chief Superintendent Sara Leach
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Warning about the fire safety risks 
of e-bikes and e-scooters

FIRE SAFETY

E-bikes and e-scooters are becoming 
increasingly popular. Most are powered by 
lithium-ion batteries which can be charged in the 
home. Batteries can fail catastrophically, they can 
‘explode’ and/or lead to a rapidly developing fire.

With an increased use of e-bikes and e-scooters, 
comes a corresponding fire safety concern 
associated with their charging and storage. It is 
important when charging e-bikes and e-scooters, 
you do so safely to avoid a risk of a fire starting 
and putting your families and homes at risk. Here 
is some safety advice:

Charging
•	 Follow the instructions when charging and 

always unplug your charger when finished.
•	 Ensure you have working smoke alarms.
•	 If you charge or store your e-bike or 

e-scooter in a garage or kitchen ensure you 
install alarms. We recommend heat alarms 
rather smoke detectors for these areas.

•	 Charge batteries whilst you are at home, 
awake and alert so if a fire should occur you 
can respond quickly.

•	 Always use an approved charger for the 
product, and if you spot any signs of 
wear and tear or damage buy an official 
replacement charger from a reputable seller.

•	 Do not cover chargers or battery packs when 
charging as this could lead to overheating or 
even a fire.

•	 Do not charge batteries or 
store your e-bike or e-scooter 
near combustible or flammable 
materials.

•	 Do not overload socket outlets or use 
inappropriate extension leads.

•	 In the event of a fire – do not attempt to 
extinguish the fire. Get out, stay out, and 
call 999.

Storage
•	 Avoid storing or charging e-bikes and 

e-scooters on escape routes or in communal 
areas of a multi occupied building. If there’s 
a fire, it can affect people’s ability to escape.

•	 Store e-bikes and e-scooters and their 
batteries in a cool place. Avoid storing them 
in excessively hot or cold areas.

Damage and disposal
•	 Batteries can be damaged by dropping 

them or crashing e-bikes or e-scooters. 
Where the battery is damaged, it can 
overheat and catch fire without warning. 
Check your battery regularly.

•	 If you need to dispose of a damaged or 
end of life battery, don’t dispose of it in 
your household waste or recycling, but 
take it to your local recycling centre. When 
punctured or crushed, they can cause fires. 

Enjoy and ride your e-bike or e-scooter safely.

While we continue to improve resourcing in 
the Repairs Service, it is taking us longer to 
book in repair appointments for residents and 
there are delays with completing some types of 
repairs. This is because we have shortages of 
some types of Operatives, including Plumbers 
and Carpenters, and a backlog of repairs to 
work through. We also need to make sure we 
prioritise repairs of an urgent nature. 

Our current target timeframe to complete routine 
responsive repairs is 15 working days. However, 
due to the resourcing issues and the backlog of 
repairs, we are taking around 25 working days 
to complete routine repairs. We are sorry for the 
delays and other difficulties that you may have 
experienced. We are well-resourced to deliver 
some types of repairs, such as electrical repairs, 
so have been able to be complete these within 
the target timeframe.

An update on our Repairs Service
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YOUR HOME

Contact us before making alterations

As a Barnet Homes’ tenant, you may wish to 
make some alterations to your property. Please 
remember: you must first get written permission 
from Barnet Homes before making any significant 
alterations to your home. We will only refuse 
permission if there is a good reason – such as 
not adhering to your Tenancy Agreement, health 
& safety issues, or structural damage to the 
property.

Unauthorised alterations
 
Recently, we have found unauthorised alterations 
which residents have had to remove. The changes 
were causing significant harm to their families, to 
their home or to surrounding properties. Carrying 
out alterations without Barnet Homes’ permission 
may lead to further action or legal challenge.

If you start without permission: we will investigate 

the changes made, and will ask you to submit 
the relevant documents and paperwork to 
support the changes. We may also need to 
complete a property inspection or seek support 
from Structural or Building Control. If we cannot 
approve the alteration, we can charge you for any 
repairs, or require you to put your home back to 
its original condition.

What alterations are permitted?
 
We do not allow structural alterations such as 
lean tos, extensions or bedroom partitions. For 
information on the types of alterations that we do 
permit, and how to seek permission:

•	 visit barnethomes.org/home-advice/
maintenance/making-alterations

•	 or contact our Customer Contact Team by 
emailing talktous@barnethomes.org or 
calling 020 8080 6587.
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OPENDOOR HOMES INVOLVEMENT

New Resident Scrutiny Group for 
Opendoor Homes

Opendoor Homes Service Champion 
Group has now been active for just over 
a year, acting as a voice for all Opendoor 
Homes residents in Barnet. 

As we now look to transition into a 
Resident Scrutiny Group, we are looking 
for more residents to join this group, they 
will have greater influence in the way 
housing services are delivered. 

We appreciate you will be committing 
valuable time to work with us, so we are 
providing a financial incentive of £75 for 
each ‘business’ meeting attended, which 
will be four times a year. Shorter and less 
formal meetings may also take place in 
between these meetings.

“Being part of the Opendoor Homes RSG 
has enabled me to raise issues I faced with 
my property and neighbourhood in a safe 
environment. I was given an opportunity 
to speak directly with the responsible 
teams and have the issues addressed in an 
effective and timely manner. 

It was also helpful to hear from focal 
points from each team, such as customer 
services and repairs, to understand 
how these teams plan to improve the 
service we receive. The experience has 
been positive, seeing meeting actions 
translate into positive changes for us and 
other residents” Anita, Resident Scrutiny 
member, Opendoor Homes.

If you would like to find out more about 
becoming a member, email 
deborah.beckford@barnethomes.org or 
call 020 8359 5307. 

Change of Opendoor Homes Service 
Champions to Resident Scrutiny Group
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OPENDOOR HOMES INVOLVEMENT

Get involved in shaping our Opendoor Homes housing services

Registering to be a part of the Opendoor Homes Resident Involvement Group will provide 
an opportunity to be invited to help us shape or improve a new or existing service. You 
may be invited to attend focus groups, take part in surveys 
and consultations, or give your views, which are sometimes 
incentivised. You will also receive regular updates about 
upcoming involvement opportunities, and community related 
news and information. Scan the QR code from your mobile 
device to register your interest or visit the Opendoor Homes 
website.

Involvement opportunities:
Register your interest

Please note that if you are a Opendoor Homes customer, you can only pay by monthly 
direct debit, bank standing order or bank transfer by using the details below or by debit/
credit card by telephoning directly on 020 610 3538.

Sort code: 09-02-22
Account number: 10672727
Receiving bank: Santander
Beneficiary: TBG Open Door Ltd

Please ensure that your rent account number is 
quoted as the reference number when payments are 
made. This is nine digits long and begins with a ‘1’.

How Opendoor Homes customers 
can pay their rent
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BE A PART OF OUR TEAM
GREAT BENEFITS • CAREER PROGRESSION • VARIED ROLES AVAILABLE

Repairs operatives

Our Repairs and Gas service has a 
wide range of roles available. We are 
currently recruiting for electricians, 
gas engineers, plasterers, plainters 
and decorators, administrators and 
planners.

We offer competitive pay as well as a great 
benefits package. We are also paying a 
retention bonus for certain roles after one 
year of service.

Apply now at thebarnetgroup.org/careers

Support workers
Our Your Choice Barnet Care and 
Support service works with adults with 
learning disabilities. We are currently 
recruiting for as and when support 
workers, to work at a time that suits 
them. 

This role will support people to participate 
in and develop everyday living skills 
including shopping, cooking, and travel, 
including using public transport and 
escorting on centre transport, household 
tasks and activities, socialising, budgeting, 
work and education.

You will also support people with their 
personal care. 

Apply now at thebarnetgroup.org/careers


