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Welcome to the
Summer Edition of

Pioneer Press!

In this edition, you
can find the latest
information, events,
and recent news at
WPH. This includes
service updates, local
events, and more.
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Tenant Satisfaction Surveys

We are dedicated to improving our services, especially in areas you've told us that are important to
you. One of the ways we capture your thoughts about our service is through satisfaction surveys.

What are Tenant Satisfaction Measures?

TSMs (Tenant Satisfaction Measures) were
introduced by the Regulator for Social Housing
in 2024. These are measures that all social
housing landlords report on each year, providing
information on how well we are doing at
providing quality homes and services.

TSMs are designed to demonstrate our

performance against key measures, including how

well we:

e Keep homes in a good state of repair

e Make sure your homes are safe

» Give you opportunities to have your say, and
act on your views

e Handle complaints

e Manage your neighborhood

We conduct these surveys twice a year, reaching
300 residents annually. We have commissioned
an independent company called Acuity to contact
residents, conduct phone interviews, and capture
your thoughts on how satisfied you are with your
home and our services.

The survey is a general satisfaction survey asking

you what you think about your home and the FAQs
Housing Services provided by WPH. Acuity may
phone and invite you to complete a survey over
the phone, you can also request to complete this
via email.

Are the surveys confidential and anonymous?
The surveys are strictly confidential. If you wish
to remain anonymous, you can request that the
results be given back to WPH anonymously
without your name attached.

When will | receive a call?

Acuity call between 9am-8pm Monday to
Friday, and between 10am-6pm Saturday. They
will call from a local area code with the number
0203 769 4400. Acuity will begin phoning
residents throughout June.

Who should | contact if | have further
questions?

If you have queries about the survey, please
contact WPH on 0208 749 7112 or via email on
customerservices@womenspioneer.co.uk




You Said, We Did

We're committed to listening to residents and turning your feedback into meaningful improvements.
Find out the changes we have made based directly on your feedback.

Service Updates in Customer Services

Following feedback from residents about delays
in answering calls and completing repairs, we
have recently worked with our Customer Services
Team to introduce a new rota system aimed at
improving response times and streamlining the
service. The rota has helped provide clearer
ownership of tasks, improve communication
across the team, and ensure enquiries are dealt
with more efficiently.

Since introducing this approach, we have seen
a noticeable improvement in performance,
particularly in aiming to respond to customer
enquiries within 5 working-days.

Repairs performance has also improved across
several key areas.

The team continues to work hard to stay on top
of repairs and correspondence, while maintaining
day-to-day delivery standards and ensuring
residents continue to receive a consistent and
responsive service.

Their focus remains on improving communication
with residents, responding more promptly to
enquiries, and ensuring repairs are completed
within target timescales wherever possible to
deliver a more reliable and efficient service.

Paper Copies of Pioneer Press

We received feedback that some residents
wanted physical copies of Pioneer Press. We
have taken this on board and will fulfil any
requests for a paper copy!

| .

If you are interested in receiving a physical

copy of this newsletter going forwards, please
contact Customer Services at customerservices@
womenspioneer.co.uk who can arrange this!

Resident Engagement and Scrutiny Panel Meeting - August 2025



Fire Door Surveys

As a social housing provider, WPH must abide by specific regulations to keep residents safe. These
compliance activities focus on both safety inside residents’ homes and in the communal areas of the

building.

WPH have commissioned Delco Safety to

carry out flat entrance and communal door fire
safety inspections to all of our properties. These
inspections are being undertaken following
recommendations identified within the Fire Risk
Assessment (FRA) and form part of Women'’s
Pioneer Housing’s legal duties under the Fire
Safety (England) Regulations 2022 and the
Regulatory Reform (Fire Safety) Order 2005.

The purpose of these inspections is to complete
a full inspection and survey of flat entrance

fire doors to ensure they are compliant, fit for
purpose, and operating correctly in the event of
a fire.

During these inspections, Delco Safety will

inspect the flat entrance door, frame, self-closer,

hinges, smoke seals, gaps, ironmongery, and
overall fire door condition.
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Any works identified will be recorded and
arranged separately where required. Each
inspection is expected to take approximately
10-20 minutes maximum per property. Residents
will be contacted by email to arrange access prior
to the inspection date.

To date, we have completed inspections across
70 different buildings, which includes both flat
doors and communal doors. We are carrying out
the programme in phases, with the first phase
expected to complete in early June.

If you have any queries regarding the inspection
programme or require further assistance, please
contact the Customer Services Team who will
direct your query to the compliance team. Thank
you for your cooperation in helping us complete
these important fire safety inspections.



Golden Keys System

WPH keeps copies of all communal front door keys, which allows us to carry out repairs and
inspections to communal areas without having to disturb residents for access.

You may have noticed a red box installed by
your communal front door. This box is part of
the Golden Key System, which is a highly secure
master key system used primarily by the Fire
Brigade. This system allows the Fire Brigade to
access the property without having to break
down the main communal door, taking less time
to keep residents safe, and minimises repair
costs.

A copy of the communal door key is stored

in the red box, and can only be accessed
through a key held by WPH or the Fire Brigade.
WPH contractors can also access this box for
communal repairs, but only via a monitored key
provided by WPH which is returned immediately
after.

As part of this process, and alongside our fire
door survey programme, we are carrying out a
review programme of all communal door keys.
The purpose is to ensure that any replacement or
additional front door keys are requested through
WPH only, which will help prevent unauthorised
people gaining access to the property. This

will mean that the front door lock is replaced
with a secure Mul-T lock, and 2 new keys per
flat will be distributed to residents. If residents
require more keys, we will be able to provide
this for free where a receipt for previous keys
can be provided. We will not be carrying out
replacements of individual flat door locks unless
under exceptional circumstances.

Resident safety remains our top priority, and
this programme of works will keep our buildings
secure and safe.




Brooke House Officially Opens

A Landmark Partnership for WPH

Brooke House in Acton has officially opened,
marking a major milestone as the UK’s first high-
rise development designed exclusively to provide
safe, affordable homes for single women.

The opening ceremony on 24 March brought
together partners, residents and local
representatives to celebrate the completion of
the 15-storey building, which delivers 102 much-
needed affordable homes. The ribbon was cut by
Kate Henderson, Chief Executive of the National
Housing Federation, recognising the significance
of the scheme in addressing housing inequality.

This landmark development is the result of a
strong partnership between Women's Pioneer
Housing and L&Q, with HG Construction as the
main contractor. Together, we have created a
development that more than doubles the number
of affordable homes previously on the site,
replacing an outdated estate with high-quality,
modern accommodation.

Brooke House has been designed to support
women who may face barriers in accessing
housing, including those affected by the gender
pay gap, rising living costs, or challenges securing
housing as a single person in London. It will also
provide homes for essential workers in the local
community, including NHS staff, teachers and
transport workers.

Residents and WPH Employees, Brooke House Mural
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The scheme reflects a long-standing mission. As
many of you will know, Women's Pioneer
Housing was founded in 1920 by suffragists, with
a vision to ensure women have access to safe,
secure homes; a mission that continues today
through developments like Brooke House.

The opening event was attended by project
partners, local councillors and representatives
from the Greater London Authority, with
speeches from senior leaders across the
partnership highlighting the collaborative effort
behind the scheme.

Alongside its high-quality homes, Brooke
House also features welcoming shared spaces,
landscaped gardens and a striking mural in

the entrance foyer. Created by artist Eliza
Southwood, the artwork celebrates women
past, present and future, and was developed in
collaboration with residents through workshops
delivered in partnership with London Transport
Museum.

These workshops gave residents the opportunity
to share their ideas and experiences, helping

to shape a mural that reflects the identity of

the community. The result is a vibrant and
meaningful feature that greets residents and
visitors, reinforcing a sense of belonging from the
moment they arrive.

Brooke House stands as a powerful example

of what can be achieved through partnership
combining expertise in housing, construction and
community engagement to create a place that is
not only functional, but inclusive, welcoming and
rooted in the lives of the people who call it home.



Creating Safe Spaces for Women

Women's Housing Forum

Women'’s Pioneer Housing has been campaigning
for gender equality since it was established,

in 1920, and we continue to highlight more
specifically housing inequality today.

As co-chair of the Women's Housing Forum, our
CEQ is joined by senior colleagues across the
social housing sector discussing activities and
events across the sector that help to highlight
and challenge gender inequality.

In April, the Women'’s Housing Forum hosted its
latest webinar. Joining forces with the Future of
London and chaired by Women in Architecture’s
previous Chair - Charlotte Morpeh, we heard

from senior urban planners challenging planning

authorities” approach to approving developments.

One of the key speakers — Marina Milosev
shared her toolkit for developers which was co-
created with the London Legacy Development
Corporation (LLDC) .

The toolkit sets out a thoughtful approach to
planning and designing public spaces that create
safer, more inclusive places for women and

girls. We were also joined by one of our own
WPH residents of over 40 years whose work
has focused on public engagement around the
areas of the built environment and placemaking.
Over 60 professionals attended our webinar and
together we heard about the work across public
and private sectors to make urban spaces more
accessible and safer for women and girls.

In May, at the annual UK Real Estate conference
in Leeds (UKREIiF), WPH signed up to a proposal
for collective Action for Gender Equity in the UK
Built Environment.

We will continue to voice our concerns and
hope that with our partners and colleagues, we
can help to make our public spaces safer for
everyone.

Creating places that work for
women and girls

Gender-transformative urban design and

planning

Marinag Milosey, Bayond the Red Line
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Help Shape the Services that Matter to You

Are you ready to make a real difference? Do you want to see meaningful change in the services
you rely on every day? We are looking for enthusiastic residents to join our brand-new Mystery
Shopping Group, and we would love to hear from you.

Inspired by our Resident Engagement Strategy
consultation, this is your opportunity to put our
services to the test and ensure Women'’s Pioneer
Housing is truly delivering for you and other
residents. Your feedback won't just be listened to
- it will directly shape how we work.

What does a Mystery Shopper Do?

As a Mystery Shopper, you will experience our
services just as any resident would: contacting
our Customer Service team, reporting a repair,
reviewing letters and digital communications,
or assessing how easily information can be
accessed.

You will then share honest, constructive feedback
on what is working well and where improvements
can be made. It is straightforward, flexible, and
genuinely impactful.

TR

I
Residents and Scheme Manager

Make Your Voice Count

Why Get Involved?

Joining the Mystery Shopping Group is a

fantastic way to influence service delivery. As a

member, you will:

e Drive tangible improvements to services that
benefit every resident

o Ensure resident voice is heard at every level
of the organisation

e Influence real, lasting change - not just
consultation, but action

e Develop valuable new skills and gain practical
experience

e Connect and collaborate with a network of
engaged, like-minded residents

No special qualifications are required - just a

willingness to share open and honest feedback.

We will provide full guidance and support for

every task, with participation designed to fit

flexibly around your existing commitments.
g—

Your insights will help us strengthen communication, improve our processes, and deliver better

outcomes for everyone across our community.

If you're interested in becoming a Mystery Shopper or would like to learn more, contact us at
feedback@womenspioneer.co.uk, or call us and ask to speak with our Resident Engagement and

Resolutions Officer.
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Working Together to Tackle Anti-Social Behaviour

Creating safe, peaceful communities is something we all want, and tackling anti-social behaviour
remains a key priority.

Recently, we were successful in court in securing
possession of a property following a prolonged
period of severe and persistent anti-social
behaviour. This outcome was not achieved
quickly or easily, but it demonstrates that action
can and will be taken where serious ASB is
affecting neighbours and the wider community.

Most importantly, this result was only possible
because residents came forward to support the
case. We would like to sincerely thank those who
reported incidents, kept records, and, in some
cases, were willing to attend court as witnesses.
We understand how difficult this can feel, and
we are incredibly grateful for the courage and
commitment shown.

Cases involving ASB often rely on evidence
gathered over time. Persistent reporting from
residents helps us build a clear picture of what is
happening and allows us to take appropriate legal
action where necessary. Even when incidents
may seem small in isolation, continued reporting
can make a significant difference.

We know ASB can have a serious impact

on people’s wellbeing, sense of safety, and
enjoyment of their home. Our teams are
committed to investigating reports thoroughly
and supporting residents throughout the process,
but we cannot do it alone.

If you are experiencing or witnessing anti-social
behaviour, please continue to report it to us. Your
information matters, and by working together

we can help ensure our homes and communities
remain safe, respectful places to live.

Thank you again to everyone who helped us
achieve this recent outcome and for continuing
to support your community.




Governance at Women's Pioneer

Our Governance Officer, Ellie, speaks about governance at WPH, what this means in practice, and
how this ensures we are a reliable housing provider to residents.

My name is Ellie and | am excited to introduce
myself and share a bit about my role here. |
joined WPH in February 2026 with governance
and compliance experience across several
different markets, such as Higher Education and
Fast-Moving Consumer Goods (supermarkets).
As the Governance and Performance Officer,
my main priority is ensuring that WPH operates
with the accountability and high standards you
deserve as residents.

In my role, | work closely with the Board and
Senior Team to ensure they have the most
accurate and reliable information to make
decisions that affect our community. You might
not see me every day, but | am working behind
the scenes to ensure compliance, protect your
privacy, and maintain transparency.

| assist with the reporting of our Key
Performance Indicators, to ensure that we always
meet the strict standards required of a social
housing provider. | oversee data protection and
information governance to keep your personal
records safe and secure. | also keep our policies
and board records organised and up to date,
ensuring our decision-making process is clear and
well-documented.

Overall, my goal is to use my experience to
provide the ‘checks and balances’ that help us
remain a housing provider you can trust and rely
on.
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WPH Employees, with Ellie Mapletoft, Governance and Performance Officer (Circled), June 2026



Get Involved with Pioneer Press

We'd love to hear from residents about
what topics you'd like to see featured in our
newsletter.

Please send us your suggestions, ideas, or
community updates for future editions.

Submit these using the link below, or scan the
QR code below.

https:/forms.office.com/e/OsnFdt8JGe

T

Support With Energy Costs

Residents in the Garden

Are you struggling with energy costs? Help is at hand.

There is financial help and energy advice available. All you need to do is log on to the Lightening
Reach Portal, you can access this through our website, visiting www.womenspioneer.co.uk. There
are various organisations offering help with energy cost and advice.

If you need any support logging in or accessing the Lightening Reach Portal, please contact our
Financial Inclusion Officer for help and advice on 0208 749 7112.
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Get to Know Our People!

Behind every great service is a team of people who care about residents and neighbourhoods. At
Women'’s Pioneer Housing (WPH) we are incredibly fortunate to not only have purpose-driven and
energetic staff, but also passionate and insightful residents on our Board and Resident Engagement
and Scrutiny Panel (RESP). WPH's success is inextricably tied to the contributions of every single
person who continues to show up, committed to making a positive difference both within the

organisation and the wider social housing sector.

We are starting a new Pioneer Press series that will highlight the individuals contributing to WPH's
success. We will feature both staff and resident members of our Board and RESP, introducing the
wider WPH community to the brilliant individuals who make WPH the unique place it is.

Our first interviewee is WPH staff member ,Alison Roberts (AR). Alison is the Corporate Assurance
and People Manager at WPH. Alison was interviewed by Nikole Farler (NF).

NF: Can you tell me a bit about your current
role, what you do, and how long you have
worked at Women'’s Pioneer Housing?

AR: I am currently the Corporate Assurance

and People Manager, however | joined the
organisation in September 2020 as an HR
Administrator and have previously held the roles
of Governance and Performance Officer and
Corporate Governance Manager.

Before joining WPH I'd worked in retail
management for a number of years, so | already
had a strong background in leadership, people
management, customer service and operational
delivery. Moving into the housing sector was

a new challenge for me, but it gave me the
opportunity to apply those transferable skills in a
much more purpose-driven environment.

My current role is very varied and covers
Governance and Data Protection, IT and systems,
Insurance and Risk, People Management,

and Facilities. | provide support across the
organisation in a role that balances strategic
responsibilities with supporting people directly.

NF: Wow, it sounds like you've worn a lot of
hats! So, what do you enjoy most about working
for Women's Pioneer Housing?

AR: That has to be the fact that every day, in a
roundabout way, | know the role | play genuinely
makes a difference to women'’s lives. There's a
really strong sense of purpose behind what we
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Alison Roberts, Corporate Assurance and People
Manager at WPH

do, and that makes the work feel far more
meaningful. It naturally makes you want to go
above and beyond because you can see the
impact an organisation like ours has.

| also enjoy that my role gives me the opportunity
to work across many different areas of the
business, which keeps things interesting and
constantly challenges me to learn new skills.

| really enjoy supporting the development of
colleagues as well and seeing people succeed.

NF: | definitely agree, the work WPH does
provides a strong sense of purpose and certainly
motivates you to go the extra mile, even when
things get tough. Now we've talked about what
you enjoy, but where do you feel you have made
the biggest impact?



Get to Know Our People - Continued..

AR: | think a lot of my impact is behind-the-
scenes because my role is mainly focused on
back-office operations, but one of the biggest
areas has definitely been the implementation of
the new organisation-wide IT system.

The project started in 2024 and involves
replacing the main legacy housing management
system along with a number of separate add-
on systems that didn’t integrate effectively. It's
a major transformation project that impacts
staff, residents, contractors, and the wider
organisation.

The aim is to modernise the way we work,
improve reporting and accessibility of data,
and support better decision-making based on
accurate information rather than assumptions.
Although the project is still ongoing, we're
already seeing significant improvements. Even
something as simple as being able to provide
residents with a reference number when they
report a repair or enquiry has made a real
difference in terms of communication, tracking,
and resident experience.

I'm proud to have played a key role in a project
that will have such a long-term positive impact
across the organisation.

NF: The new system has certainly been a game
changer for organisational operations!

Ok, lastly, can you share with me one of your
best memories while working at Women'’s
Pioneer Housing?

And Finally... A Reminder to Get Involved

If you are interested in joining RESP or getting
involved on an ad hoc basis, please send a note
of interest to feedback@womenspioneer.co.uk.

You can also find out more about getting involved
on our website: https:/womenspioneer.co.uk/
resident-engagement/

AR: I've made lots of great memories during

the nearly six years I've been here but one of
the highlights for me every year is the Annual
General Meeting (AGM). Because my role is
mainly internally focused, supporting employees
and back-office operations, | don’t always get a
lot of direct interaction with residents in my day-
to-day role.

The AGM is one of the few opportunities where
everyone connected to WPH comes together

- Board members, former Board members and
shareholders, residents involved in RESP, resident
Board members, colleagues, and the wider
organisation.

It's always such a positive and enjoyable
evening because you get the chance to speak
to individuals you wouldn’t normally work

with directly, hear different perspectives, and
learn more about individual experiences and
connections with WPH while also reflecting on
the organisation’s achievements over the year.

What | really like about it is that it reminds you
that everyone, regardless of their role, is working
towards the same purpose. There's a real sense
of community and shared commitment, and |
think that reflects the culture of the organisation
really well.

NF: That’s a perfect way to close things off.
Thank you again for sitting down with me and
letting the rest of the WPH community get to
know you a little bit better. Until next time!

WPH Employees, June 2026

13


https://womenspioneer.co.uk/resident-engagement/
https://womenspioneer.co.uk/resident-engagement/

Local Activities in West London

LA MODISTA|

MADE WITH LOVE

Sip & Stitch Club

Enjoy a warm drink, good company and creative time with us!

Are you 60 or over, or an adult unpaid carer living in Hammersmith &
Fulham?
Join our EREE sewing workshop!

1§ Beginner-friendly: bring your own small or mending project — or
try one led by our instructor!
= Tea & coffee included
¥ Nourish Hub, 1a 5t Ann's Road, London, W11 4SS
Wheelchair accessible
% Dates & times:
= Thursday 21st May from 12.30 to 3.30 pm

Sip & Stitch Club: Nourish Hub, 1a St. Ann's
Road, Hammersmith, W11 4SS

A local and free sewing workshop, every
Thursday between 28th May-30th July,
11:00am-2:00pm for those over 60! Reserve
your free spot by emailing info@lamodista.org.uk.

Kensington Palace

Access £1 tickets if you are receiving certain
benefits such as Universal Credit for a wonderful
day out in the palace. Find out more here: https:/
www.hrp.org.uk/kensington-palace/visit/tickets-
and-prices/

Holland Park Wellbeing Walk:

Held every Thursday between 10:30-11:30 at
Holland Park, lichester Road, W8 6LU. This is a
chance to stretch your legs, unwind, meet new
people, and discover nature in West London! Free
and available to all, meeting point at Holland Park
Cafe. No booking required! Find out more here.
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Kensington Gardens Wellbeing Walk:

Held every Friday at 10:30-11:30 at Kensington
Gardens, W8 5NX. Free wellbeing walks in the
local area to boost connections and community.
Meeting point: King's Arms Gate next to Royal
Garden Hotel, Kensington High Street. Free and
no booking required! Find out more here.



https://www.hrp.org.uk/kensington-palace/visit/tickets-and-prices/
https://www.hrp.org.uk/kensington-palace/visit/tickets-and-prices/
https://www.hrp.org.uk/kensington-palace/visit/tickets-and-prices/
https://www.rbkc.gov.uk/events/wellbeing-walk-holland-park
https://www.rbkc.gov.uk/events/wellbeing-walk-kensington-gardens

Local Activities in West London

Kew Gardens
Access £1 tickets if you are receiving certain
benefits such as Universal Credit for a wonderful

V&A Museum
Several free exhibits are running, from the art
of John Constable to Women Printmakers from

day out in the palace. Find out more here: https:/ the 1900s to now, there is lots on at the V&A in

www.kew.org/kew-gardens/visit-kew-gardens/
tickets

South Kensington. Visit their website for more
information: https:/www.vam.ac.uk/

‘ NORTH END ‘
ROAD SW6

North End Road Summer Festival

There'll be live music, street entertainment,
market stalls, pop-ups and much more. Free

to attend! On 12th July 2026 10am - 6pm in
Fulham, North End Road

For more information, visit: https:/www.Ibhf.gov.

uk/events/north-end-road-summer-festival

Women's Pilates in Kensington

Every Monday at Kensington Leisure Centre,
W10 6EX, balance your body and mind with
women's only Pilates sessions. Free to attend,
book online using the link here: https:/www.
rbkc.gov.uk/events/pilates-women-only
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Contact Us

General Enquiries - Monday to Friday between 9:30am and 5:30pm

Phone: 0208 749 7112
Email: customerservices@womenspioneer.co.uk

Feedback

We always welcome your feedback. Please email feedback@womenspioneer.co.uk

Our office at Angel Walk is open for pre-arranged appointments only, we are happy to make
these arrangements with you. Please only arrive if you have a scheduled appointment as we
cannot guarantee the person you need to speak to will be available.

Emergency Out of Hours Service

If you need to report an emergency repair when the office is closed,
you can call the WPH office number: 0208 749 7112.

The call will automatically be diverted to our Out of Hours provider
who will take the details of the repair and alert our Out of Hours
contractor.




