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CONGRATULATIONS  

to 

MRS NURUN  

NAHAR BEGUM 

 

who won our prize draw and received £250.00 

shopping vouchers for completing the  

last Tower Hamlets  

Housing Options Customer Survey. 

 

For your chance to win this year then 
please complete the 2016 survey that will 

be posted to you in the 

near future. 



Immediately Available Homes Nationwide 
  

Homefinder UK is a national housing mobility scheme which brings social housing     
applicants, properties and landlords together, all in one portal.  

With a fast growing supply of properties nationwide, this scheme helps tenants and 
homeless households, who want or need to move, to find a home that better matches 
their household size and personal and financial circumstances. 

Homefinder UK offers the following type of schemes/properties: 

 Immediately available social housing properties 

 Mutual exchange 

 Wheelchair Accessible 

 Retirement / Sheltered housing 

 Right to move - moving for employment purposes 

  

Case Management Service 

Homefinder UK offers personalised support to applicants considering a long-distance 
move. Whatever help you need with finding the right social housing property, the 
Homefinder UK Case Management Team can help. Whether that means sourcing the 
property for you in your chosen location or helping you with the registration process, no 
task is too big, or too small! 

How do I find out which properties are available? 

Properties are made available by landlords and advertised on the Homefinder UK web-
site. They also offer mutual exchanges through House Exchange and access to the 
government's Homeswap Direct service. By registering on Homefinder UK, applicants 
are able to see all immediately available homes and mutual exchanges. 

  

Tower Hamlets Council has joined the scheme to offer homeless households and ten-
ants more choice and opportunity to find suitable homes. Homefinder UK is not run by 
the council. 

To find out more about the scheme and to register, please go to www.homefinderuk.org  

Contact email: enquiries@homefinderuk.org 

For more information contact the council's housing options team.                                                                        

 

 

http://homefinderuk.org/
http://homefinderuk.org/
http://www.homefinderuk.org
mailto:homefinderuk@home-connections.org.uk


Benefit Cap 

From Autumn 2016, the government is reducing  the benefit cap which caps the amount of 
benefits out-of-work working-age families can receive. This means that many households who 
are claiming out-of-work benefits will become subject to the cap for the first time, and may 
have difficulty affording their rent. 

The new weekly benefit cap is outlined below 

You have been contacted by your council because you are amongst those who will be         
affected. The cap is implemented by cutting the amount of housing benefit paid to affected 
households.  The Council has helped to cushion the impact of the benefit cap by subsidising 
the rents of affected households through Discretionary Housing Payments (DHP).               
Unfortunately the money allocated by the Government is not enough to meet demand which 
means if affected households in temporary accommodation are not able to find work the 
Council will have to take steps to move them to cheaper homes, which in most cases will be 
outside Tower Hamlets, and in many, outside of London altogether. 
 

Tower Hamlets Council joined Homefinder UK to help find affordable Council and Housing 
Association properties 

 in parts of the UK where there is much greater supply and lower rents. Homefinder UK is a 
national mobility scheme that helps households who want or need to move to find a home that 
better matches their household size and personal and financial circumstances. 

Should you be willing to settle permanently out of London, Homefinder UK staff will also      
provide you their Case management support. This could mean anything from helping to     
identify best areas for you to move to, to sourcing a property in a low demand housing area. 

Households in temporary accommodation who are affected by the benefit cap and do not wish 
to settle permanently out of the Borough will be found cheaper temporary accommodation as 
the Council cannot continue to subsidise their rents indefinitely.  

The Council is providing support to people who wish to find work.  If you are interested in     
receiving help with employment, please let your Housing Officer know 

To find out more information and to register for FREE, go to www.homefinderuk.org. Contact 

Homefinder UK team on 0207 619 9705 

http://www.homefinderuk.org


 
 

 

 

 

 

Last month, Kath Dane, Street Population Co-ordinator in HOST 
was presented with an award by the Home Office in recognition 
of excellence partnership working. On behalf of the Council, 
Kath leads on tackling rough sleeping in the borough. She is 
passionate about ensuring that everyone receives the right    
support and accommodation option so no one is left living in the 
dangerous and harmful conditions which are associated with 
rough sleeping.   
 
Tower Hamlets works with the Home Office to ensure those who 
are not entitled to benefits and have no accommodation options 
in the UK return to their home coun-
tries. HOST commissions TH SORT 
outreach services to provide           
vulnerable non-UK national rough 
sleepers with the right support to     
return home safely and with dignity.  
 
Kath says 'In Tower Hamlets, tackling 
and preventing rough sleeping is 
complex and requires a range of    
partners and solutions to ensure no 
one dies on our streets. Tower     
Hamlets has an excellent track record 
of working in partnership to help 
rough sleepers rebuild their lives.’ 



 

 

 

 

To visit our Ask Mo website, please go to:                                                     

https://towerhamlets.ehodirect.org.uk  



 

  
 
 
 

 

 
 
A full document containing the summary of the results from our annual 
Customer Satisfaction Survey (CSS), conducted in December 2015 is 
available on our Tower Hamlets Housing Options Service website. 
  
Your 2016 Customer Satisfaction Survey should have 
been posted to you can you please find the time            
to complete as we value our customer feedback. 
  
Below are some of the findings from this year’s survey. 

 

  We received 225 responses our best yet and another     
welcome improvement in   service user engagement levels.  

 

 74% of respondents said when calling the Housing Options 
Service they were dealt with respectfully. 

 

 79% of our customers found the bidding system easy  
 

 86% of our customers stated they knew who their housing 
officer was 

 

 68% of our customers in temporary accommodation knew 
who their Managing agent was  

 

 52% of customers were satisfied or very satisfied with the 
repairs carried out in their property  

 

 63% of customers were satisfied or very satisfied with the 
overall service they received , this is a 10% increase from 
the previous survey. 

 

for full results and summary please click onto this link,  
“Customer Satisfaction Survey Summary Report” 

http://www.towerhamlets.gov.uk/lgnl/housing/housing_options_service/housing_options_service.aspx


 

 

 

 

 

 

Housing Advice passed the Advice Quality Standard (AQS) audit with 
flying colours. The team have been ‘quality mark’ assessed, passed 
and re-certified to give   Quality Standard advice to the public. Tower 
Hamlets is one of only two boroughs whose Housing Advice Service 

has been awarded the AQS. 

  

Janet Slater Service Manager Options and Assessments echoed this 

saying 

“A big WELL DONE to you all for your contribution to the Housing     

Advice Service passing the inspection with flying colours.   

We will receive the full report in due course, with the inspector            

indicating only one minor area requiring improvement. 

The team has come a long way in the last 18 months with the             
development of strong partnership working, personal and professional 

development opportunities and tight, focussed team work.   

The inspector had particular praise for the regular appraisals and      
supervision conducted by Sandra Awotesu (Housing Advice team    
leader) and thanked Debra Woznicki (Admin Officer) in her absence for 
all the work on updating the manual and providing the statistics on    

attendance, absence and performance. 

All the team impressed with 
their detailed case file 
notes, enthusiasm and   

professional approach.  

  

The accreditation will last 
for two years and we are 
looking forward to          
displaying the AQS          
certificate in a prominent 

place when it is received. 

Thank you all and           

congratulations”. 





 

 
 

Tower Hamlets Housing Advice service in partnership 
with homeless charity Barnados are running a series 
of free workshops on Budgeting skills. The workshop 
is to help participants acquire budgeting skills and   
encourage financial sustainability  especially for     
tenants  affected by benefit cap and those who        
require the skills needed to take control of their        
finances 

The workshop is held every month and 
runs for three hours month at Albert 
Jacobs House.  

Please contact: 

Stephen Ayoola on 020 7364 3558  

if you are interested in attending this  

workshop. 

 

 

 

Our temporary accommodation clients that are due to return keys 
over the Christmas and New year period should return them directly 
to their managing agents as they are still open over the Christmas 
holiday.  The tenant should contact the managing agent to find out 
the dates that they will be open so that keys can be returned to 

them.   

Keys should not be left in the property unless instructed by the 

managing agents. 

  

If the tenant is unable to return the keys to the agent then they need 
to return it to us before 12pm on the 3rd January.  If the keys are not 

returned before 12pm then they will be liable for the charges.   





 

 

 

 

See below the Housing Options Service statistics for 2016. 

A full list of the Housing Options Statistic can be found on our website, click 

on the link below; 

http://www.towerhamlets.gov.uk/lgnl/housing/housing_options_service/housi

ng_and_homelessness_publi.aspx 
 

These stats include; 

 

1. Average monthly 
customer waiting 

times 

 Waiting times – the 
target is for 95% of 
our customers to be 
seen within 15 

minutes. 

 

 

 

2. Approaches 

made to our  

Housing         
Options Service 

Family team. 

 

 

 

 

3. Approaches 
made to our   

Housing        
Options Service 

singles team. 

 

 

10

9

9

10

8

9
9

11

9

8
8 9

8

0

5

10

15

20

Oct Jan Apr July Oct

M
in October 2015 - October 2016, 

Average customer waiting times
Ave waiting

Target

76 78

56

78

71
67

60

73
78

67 66 70

80

0

50

100

Oct-15 Jan-16 Apr-16 Jul-16 Oct-16

Monthly approaches Options Families 

Oct 2015 - Oct 2016.

187
180

128

138

185

141

165

145 148 138

111

148

102

50

100

150

200

Oct-15 Jan-16 Apr-16 Jul-16 Oct-16

2. Approaches Options Singles

Oct 2015 - Oct 16 

http://www.towerhamlets.gov.uk/lgnl/housing/housing_options_service/housing_and_homelessness_publi.aspx
http://www.towerhamlets.gov.uk/lgnl/housing/housing_options_service/housing_and_homelessness_publi.aspx


http://www.ideastoreonlinedirectory.org 

CLICK HERE FOR ACCESS 

TO THE WEBSITE 

http://www.ideastoreonlinedirectory.org/kb5/towerhamlets/cd/home.page
http://www.ideastoreonlinedirectory.org/kb5/towerhamlets/cd/home.page
http://www.ideastoreonlinedirectory.org/kb5/towerhamlets/cd/home.page






 

All previous editions of the  

In Touch Newsletter can be found 
on our website  

click on the link below to view. 

http://www.towerhamlets.gov.uk/ 

lgnl/housing.aspx 

CONTACT ME 

If you have any stories or          

information you wish to have   
published in the  In Touch      

Newsletter  please contact me 

Jamie Jackson 

Business Support Team 

Housing Options Service 

Albert Jacob House 

62 Roman Road 

London E2 0PG 

Tel: 0207 3647262  

Jamie.jackson@towerhamlets.gov.uk 

 

The best way to contact the     

Housing Options Service  

is via our generic email box at  

homeless@towerhamlets.gov.uk 

Housing Options Service Christmas and 

New Year opening times at  

Albert Jacob House: 

We will close on  

Friday 23rd December at 4pm  

and reopen on  

Tuesday 3rd January 2017 at 9:30am. 

  

An Emergency number over this period 
can be obtained from our website, 

www.towerhamlets.gov.uk 

We wish all our customers  

Season Greetings and a  

Happy New Year. 

http://www.towerhamlets.gov.uk/lgnl/housing/housing_options_service/housing_and_homelessness_publi.aspx
http://www.towerhamlets.gov.uk/lgnl/housing/housing_options_service/housing_and_homelessness_publi.aspx
http://www.towerhamlets.gov.uk/

