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Service Centre video function 

We now have a video function available to help residents when  
they contact the Service Centre. If a Service Centre advisor feels  
it would be helpful to see the issue the resident is reporting, they 
may ask for permission to activate the video option.

Things to know about the video option:

•	 It can only be activated by a Service Centre advisor with the  
resident’s permission.

•	 It uses the camera on the resident’s mobile phone.

•	 It is a one-way video call. The advisor can see what the resident is  
showing them, but the resident will not be able to see the advisor.

This feature helps us better understand and assess issues, allowing  
us to provide support more quickly and accurately.

Read about the history of our 
newest housing development, 
Acorn House, on page 7
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Verification of identity when contacting the Service Centre
When residents contact the Service Centre, 
staff will ask a series of security questions 
before discussing their enquiry.

Identity checks are also carried out when we  
make outbound calls to residents. These measures  
help protect residents’ personal information and 
maintain account security.

Depending on the nature of the enquiry, residents  
may also be asked to confirm certain personal  
details when corresponding by email.

For enquiries relating to rent accounts 
or fob purchases, residents may 
additionally be asked to confirm  
their date of birth.

Residents’ Forum update 
from Jon Cuming-Higgs. 
Jon is Chair of the 
Residents’ Forum and 
a Newlon resident

At the May Residents’ Forum meeting, members 
came together with staff for an open and honest 
conversation about the things that matter most 
to residents, particularly repairs, the condition 
 of homes, value for money, complaints and 
overall satisfaction.

Repairs were a major focus. Members talked through the 
current situation and the challenges linked to one of our 
contractors who is not meeting the expected standards. 
Residents shared real experiences of delays, missed 
appointments and the day-to-day frustration this can 
cause. While there have been some improvements, 
especially around better communication and progress  
in reducing outstanding jobs, it’s clear that performance  
in some areas is still not where it needs to be.

Importantly, the discussion didn’t stop at the problems. 
There was a strong focus on what’s being done about 
it. Members heard that performance is now being more 
closely monitored, with stronger oversight and clearer 
accountability. Work is being redirected where needed  
to make sure repairs are completed, and contingency  
plans are in place to keep services running. There are also 
options on the table for further action if the contractor does 
not improve, alongside work to strengthen how contractors 
are selected in the future. The Forum welcomed this honest 
approach and the focus on learning lessons to prevent 
similar issues happening again.

The condition of homes was another key part of the 
conversation. Members discussed how investment is  
being made to maintain and improve properties, and  
how resident feedback has helped shape these plans.  
There was recognition that improving homes, especially 
where there are backlogs, takes time and continued 
investment. Members were encouraged by the ambition  
not just to meet basic standards, but to improve the  
overall quality of residents’ homes and neighbourhoods.

Value for money also came up. Members were keen to 
understand how money is being spent and what difference 
it makes. There was a clear feeling that residents want more 
transparency, particularly around repairs and major works, so 
they can see how decisions are made and what outcomes are 
being delivered. This will be reflected more clearly in future 
communications, including the Residents’ Annual Report.

Complaints were seen as an important way of 
understanding where things aren’t working well.  
Members agreed that complaints should be used  
as a learning tool, helping to highlight issues and drive 
improvements. Better communication, quicker responses, 
and a more consistent approach were all highlighted as 
areas residents want to see improve.

Finally, the Forum looked at overall satisfaction.  
While results are improving and compare well with other 
landlords, members were clear that repairs continue to  
have a big impact on how residents feel about services.  
Getting this right will be key to maintaining trust and confidence.
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Mystery Shopping results – spring 2026
We regularly check how well we respond  
to residents’ enquiries. In spring 2026, 
trained resident mystery shoppers made  
51 enquiries (47 emails and 4 phone calls)  
to test our service. 

Overall performance
•	 85% of email enquiries (40 emails in total) met our  

Gold standard, meaning they received a full and  
timely response.

•	 Only two email enquiries received no reply – a positive 
result, although we are always aiming for zero.

•	 Of the 45 emails that received a response, 23  
received a top 10/10 score.

•	 The overall satisfaction score rose to 8.21 out of 10, 
indicating that residents generally felt valued – an 
improvement from 7.9 in the Winter Mystery  
Shopping report.

•	 83% of responses fully answered the resident’s question.

What residents told us
Feedback was mostly positive, with many  
residents saying responses were:

•	 Professional (mentioned 38 times).

•	 Respectful (29 times).

•	 Friendly (18 times).

•	 Warm and empathetic in many cases. 

Importantly:
•	 No responses were described as unprofessional  

or disrespectful. 

What’s working well
•	 High-quality responses:  

Over half of replies  
achieved full marks (10/10).

•	 Quick responses: Timely  
replies help residents feel respected and valued.

•	 Positive tone: Most replies were polite, friendly  
and helpful.

•	 Strong phone service: Staff were described  
as professional and supportive.

Where we need to improve
•	 Missed responses: While low,  

we still aim to eliminate all no replies.

•	 Late replies: Some responses did  
not meet our 10-day target.

•	 Email auto-replies: Around one third  
of teams did not have these switched on.

•	 Clarity: A small number of responses  
did not fully answer the question.

Phone enquiries – key points
•	 All calls were answered and handled professionally.

•	 Residents said staff were polite, friendly and helpful.

•	 Waiting times varied, with some longer delays reported. 

•	 Most enquiries were resolved at the first point of contact.

What we’re doing next
We are working to improve further by:

•	 Ensuring every enquiry receives a response.

•	 Improving management of shared inboxes.

•	 Making sure automatic acknowledgements are in place.

•	 Recruiting and training more resident mystery shoppers.

Thank you
Thank you to all residents who took part and helped  
us improve our services.

You said

We listened

My Newlon online portal 
Not registered for our online portal? Sign up 
today and enjoy quick, convenient access to 
services online. Through the portal, you can:

•	 Pay your rent.

•	 View rent statements.

•	 Check estate inspection schedules  
(if you live on an estate or in a larger block).

•	 Report local issues.

•	 Request repairs.

•	 Track the progress of repair jobs.

•	 Access newsletters and annual reports.

•	 Update your personal details.

•	 View communal documents relevant to your building  
(if you live on an estate or in a larger block).

Take control of your housing needs – anytime, anywhere.  
If you need assistance accessing the My Newlon portal, 
please contact the Service Centre on 020 7613 8080.
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Tenant Satisfaction Measures:  
2025–2026 a year of progress
Tenant Satisfaction Measures (TSMs) are 
national standards set by the Regulator of Social 
Housing. They help ensure that landlords listen 
to residents, understand their experiences, and 
continually improve the services they provide.

All social housing providers must report their TSM  
results each year, helping to improve transparency  
and accountability across the sector.

We are pleased to report that resident satisfaction has 
increased across almost all measures. This suggests that the 
improvements we have made are having a positive impact 
and that residents are beginning to see the difference.

For the fourth year in a row, overall satisfaction among 
residents who rent their homes from us has increased, 
reaching 65%.

Some of the most significant improvements were in:

•	 Residents feeling safe in their homes.

•	 Satisfaction with the maintenance of communal areas.

•	 Residents feeling that we listen to their views and  
take action based on their feedback.

While these results are encouraging, we recognise that 
there are still areas where we need to improve. Satisfaction 
with our complaints handling remains lower than other 
measures. We welcome complaints as an opportunity 
to learn and improve, but we know we need to do more 
to resolve issues quickly and at the earliest stage, so that 
residents do not feel the need to escalate their complaint.

Satisfaction with repairs has improved slightly, but progress 
has been modest. Improving the repairs service remains 
a key priority this year. Our focus is on strengthening 
accountability, improving contractor performance, carrying 
out better quality checks, improving fault diagnosis, and 
keeping residents informed throughout the repairs process.

Your feedback plays a vital role in shaping how we work. 
We’re grateful for your continued input and proud to  
see that our efforts to listen and respond are making  
a meaningful difference.

Great news on repairs! 
We’re working hard to improve our repairs service and reduce delays.

When two new contractors were appointed in summer 2025, some initial problems were 
inevitable as the new service got up and running. We are pleased to share that the service has 
improved significantly over the past six months, with transactional satisfaction levels now at 85%.

What we’ve done

•	 Improved how the repairs service is managed internally.

•	 Set clear targets with contractors to reduce  
outstanding repairs.

•	 Worked closely with contractors to improve performance.

•	 Brought in additional contractors to help clear the backlog.

•	 Contacted residents with overdue repairs to keep  
them updated.

Progress so far

•	 Repairs in progress have fallen significantly since September.

•	 Overdue repairs have reduced by almost 75%.

•	 Resident satisfaction with repairs has improved from  
69% to 85%.

Looking ahead

•	 Our Board and Residents’ 
Forum continue to closely monitor performance.

•	 We are using daily reports to identify and prevent  
repairs becoming overdue.

•	 Repair performance information will continue to be 
published monthly on our website www.newlon.org.uk/
improving-our-repairs-performance/. 

If you need to contact us

If you have an overdue repair, or feel a repair has not been 
completed to a good standard, please get in touch. We will 
investigate and work with our contractors to resolve the 
issue as quickly as possible.

Renters 
2024

Renters 
2025

Renters 
2026

Overall satisfaction 60% 61% 65%

Repairs last 12 months  
overall satisfied

63% 65% 67%

Repairs last 12 months 
satisfied time taken

60% 60% 62%

Well maintained homes 61% 63% 68%

Safe homes 69% 70% 77%

Listens and acts 52% 55% 61%

Kept informed 70% 72% 74%

Fairly and with respect 71% 71% 75%

Complaints handling 34% 38% 38%

Communal areas 66% 73% 76%

Neighbourhood 
contributions

67% 63% 68%

Approach to ASB 57% 63% 65%
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Looking beyond my own home   
written by Richard Jacob, Newlon resident
Ruth Davison, Newlon’s Chief Executive, and 
several Directors have been visiting Newlon 
properties across north-east London as part 
of a series of Executive Tours. The visits have 
allowed them to meet residents, see their 
homes first-hand and hear about any issues 
or concerns they wanted to discuss.

When I joined them on one of the tours, I wanted to look 
beyond my own home and gain a broader understanding 
of the homes and neighbourhoods Newlon manages 
across north-east London. As residents, we naturally 
become familiar with the issues affecting our own 
homes and neighbourhoods, but I was interested in 
seeing different types of developments, understanding 
the challenges they face and learning more about how 
Newlon manages them.

During the tour we visited several developments 
across Hackney, each with its own character, history 
and priorities. Some of these had been selected 
because they were experiencing significant repair and 
maintenance issues. Although the developments were 
very different from my own, it was striking how often 
similar issues emerged, particularly around leaks, water 
ingress, damp and mould. It made me realise that many 
of the challenges residents experience are shared across 
different homes and developments, even if they present 
themselves in different ways.

Before the tour, I might have thought of a leak as  
simply something that needed fixing in someone’s 
home. Seeing the developments first-hand helped me 
realise that sometimes the leaks we saw were symptoms 
of wider problems affecting the building as a whole. In 
many cases, what appears to be a single repair inside 
one home can require investigation to identify the 
underlying cause before it can be properly resolved.

I was also struck by how decisions made many years 
ago, when a development was originally designed,  
can influence everyday life for residents. For example, 
we discussed how the layout of some communal areas 
can make them more difficult to oversee or manage, 
contributing to issues such as anti-social behaviour.  
It was a reminder that managing homes is not just about 
responding to repairs, but also about working with the 
legacy of decisions and their impact. That gave me a 
much greater appreciation of why some challenges  
are more complex than they first appear.

What I found most valuable about the tour was not only 
seeing the buildings themselves but experiencing them 
alongside Newlon’s Directors. Walking around Hackney 
together created opportunities for open and honest 
conversations that simply wouldn’t have happened 
in a meeting room. Looking at the same properties 
meant we could discuss the challenges in context, ask 
questions and explore different perspectives. I found it 
particularly valuable to hear directly from the Directors 
about the practical challenges involved in managing 
Newlon’s homes, while also having the opportunity 
to share my own observations and experiences as a 
resident. I came away with a much better understanding 
of Newlon’s perspective, and I hope our conversations 
also gave the Directors a deeper understanding of 
residents’ everyday experiences.

The tour also included visits to residents in their own 
homes, which I felt added another important dimension 
to the day. By opening their doors and welcoming the 
Directors into their homes, residents were able to share 
their lived experiences first-hand. I would encourage 
any resident who has the opportunity to take part in a 
future tour to do so. It offers a unique chance to look 
beyond your own home, see a wider cross-section of 
Newlon’s homes and gain a broader understanding 
of the organisation. Equally, if a future tour visits your 
neighbourhood, take the opportunity to speak with the 
Directors, share your experiences and show them your 
home. That’s where the real value of these tours lies, 
creating opportunities for residents and Directors to 
learn from one another, turning lived experience  
into shared understanding.

Newlon home in Amhurst Road, Hackney.  
One of Newlon’s first street properties 
purchased in the late 1960’s.



6

If your social rented home has spare bedrooms, downsizing could provide a home 
better suited to your needs and free up much-needed space for another family.

For many people, their housing needs change over time. 
Children move out, family circumstances change, and 
rooms that were once busy become spare spaces.  
Moving to a smaller home can bring a range of  
practical benefits and make day-to-day living easier.

The benefits for you:
1.	 Save money

A smaller home can often mean:

•	 Lower rent.

•	 Reduced heating and energy bills.

•	 Lower household running costs.

•	 Less money spent on decorating and maintenance.

With rising living costs, moving to a home that is more 
affordable to run could help you make your budget  
go further.

2.	 Easier to manage

Looking after a larger property can take time and effort.  
A smaller home often means:

•	 Less cleaning.

•	 Less maintenance.

•	 Fewer repairs and decorating costs.

•	 More time to spend doing the things you enjoy.

Many residents find that a home better matched to their 
needs feels more manageable and less demanding.

3.	 A home that works for you

Downsizing isn’t about giving something up. It’s about 
choosing a home that reflects your current lifestyle.

A move could provide:

•	 A more practical living space.

•	 Easier day-to-day living.

•	 A home better suited to your future needs.

•	 The chance to move closer to family, friends  
or local amenities.

The benefits for other families
Choosing to downsize can also make a real difference  
to your community.

Across London, many families are waiting for larger homes 
and some are living in overcrowded conditions. By moving 
from an underoccupied property, you could help:

1.	 Give a family the space they need 

Your current home could become available for a  
family who needs extra bedrooms and more room  
to live comfortably.

2.	 Help reduce overcrowding 

Many families are waiting for larger accommodation so 
their children can have the space they need to sleep, 
study and play.

3.	 Make better use of social housing

Social housing is a valuable resource. 
When homes are occupied by 
households that need the space 
available, it helps ensure more people  
can access suitable housing.

How to downsize
There are two main ways you can find a smaller home.

1.	 Mutual Exchange with another Newlon resident

A Mutual Exchange allows you to swap homes with 
another Newlon resident.

This option is available to residents with a:

•	 Secure tenancy.

•	 Assured tenancy.

•	 Five-year fixed-term tenancy.

To help residents find potential swaps, Newlon publishes 
a quarterly Mutual Exchange Board, featuring residents 
who are also looking to move.

The board is distributed with resident newsletters and  
can also be downloaded at:

www.newlon.org.uk/publications/mutual-exchange

If you find a suitable match, you can apply by  
completing a Mutual Exchange application form.

2.	 HomeSwapper

HomeSwapper is the UK’s largest mutual exchange  
service for social housing residents and helps thousands  
of people move every month.

The service offers:

•	 Access to thousands of potential exchange opportunities.

•	 Daily matching updates.

•	 Match alerts for suitable properties.

•	 The ability to search locally or across the UK.

If you find a property you’re interested in, you can contact the 
resident directly and arrange to view each other’s homes.

Newlon residents can use HomeSwapper free of charge.

Register at: www.homeswapper.co.uk

Interested in finding out more?
Moving home is a big decision, but we’re here to help  
you explore your options.

If you’re living in a home with more bedrooms than you 
need and would like to find out whether downsizing  
might be right for you, please get in touch.

Call: 020 7613 8080

Email: homesandlettings@newlon.org.uk

A home that’s the right size for you could save you money, 
be easier to manage and help another family find the 
space they need. Why not start the conversation today?

Could downsizing be the right move for you? 
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Before redevelopment, the site was occupied by a 1960s 
office building. For many years it was home to the National 
Union of Journalists before being demolished to make way 
for the new housing scheme. 

The history of Gray’s Inn Road
Gray’s Inn Road is far older than many people realise.  
The route dates back to medieval times and was originally 
known as Purtepol Street before becoming Gray’s Inn Lane, 
named after the nearby Gray’s Inn, one of England’s historic 
Inns of Court. References to the road can be traced back to 
the 13th century. 

Long before London expanded into this area, the road was 
an important route leading north out of the city towards 
what is now Hampstead. Archaeological discoveries show 
that people lived and travelled through the area thousands 
of years ago. One remarkable find, a 350,000-year-old hand 
axe discovered nearby, is now held in the British Museum. 

From fields to streets
The land around Acorn House was once part of the historic 
Swinton Estate. Until the late eighteenth century, much of 
this area consisted of open fields, meadows and market 
gardens on the edge of London.

As London expanded northwards, developers began 
creating new streets and housing. Swinton Street,  
Acton Street and parts of King’s Cross Road were laid out 
during this period. Historical records show that Swinton 
Street was still being built in 1778, making it one of the 
earliest Georgian developments in the area. The street was 
named after the Swinton family, who owned the estate.

The section of Gray’s Inn Road where Acorn House  
now stands once formed part of a Georgian terrace 
development known as Constitution Row.

The arrival of the railways

The biggest transformation came in the nineteenth century 
with the arrival of the railways. The opening of King’s Cross 
Station in 1852 and St Pancras Station in 1868 turned the 
area into one of London’s most important transport hubs.

New businesses, warehouses, hotels and housing  
quickly appeared to serve the growing railway district.  
Gray’s Inn Road became a busy route connecting Holborn 
with King’s Cross, and by Victorian times the area was 
densely populated and fully urbanised.

Regeneration and renewal
Like much of King’s Cross, the area changed significantly 
during the twentieth century. Many older buildings were  
altered or replaced following post-war redevelopment,  
and office buildings became a common sight along  
Gray’s Inn Road.

Since the early 2000s, King’s Cross has undergone one  
of London’s largest regeneration programmes. The creation 
of Acorn House is part of this wider renewal, bringing 
affordable housing back to a site that has been part of  
the area’s history for more than two centuries. 

Today, Acorn House stands at the meeting point of  
several chapters of London’s history, from medieval roads 
and Georgian terraces to Victorian railways and modern 
affordable housing. It is a reminder of how this small corner 
of Camden has continually evolved while remaining an 
important part of the London’s story.

Secret history: Acorn House and 
the story of its neighbourhood
Acorn House is Newlon’s newest affordable housing development, located in Camden close to Kings Cross, 
on the corner of Swinton Street and Gray’s Inn Road. Completed in early 2026, it provides 33 affordable  
rent homes as well as community space, a children’s play area and a retail unit for local businesses.  
The building was designed and carefully planned to fit into the surrounding Bloomsbury Conservation Area.
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Hoarding – My friend the bag lady
Written by Jeannie Lowen, Newlon resident

She was always loaded down with numerous 
shopping bags along with a bulging rucksack. 
My friend the lovely eccentric Italian.  
You’d invariably bump into her at some 
cultural event or other. 

We always presumed her bags were full of shopping 
but then we discovered they were in fact bags full of 
newspapers; so many newspapers! This was before 
mobiles, and she would collect the discarded broadsheets 
from the tube and bus. In later years it was a shopping 
trolley as she became frailer. She only reluctantly let friends 
help a little after she had an inevitable fire scare caused 
by stacks of papers near a heater. However, she resisted 
too much intervention and out of shame she would avoid 
letting people into her home.

The stigma associated with hoarding often prevents 
individuals from seeking the help they need. It leads 
people to feel ashamed or fearful of judgement. I later 
discovered that after my friend needed post-operative 
medical support; she rented an Airbnb rather than have 
the nurse visit her at home. Her friends and neighbours 
were very concerned about her living conditions but as 
she owned her own house intervening was incredibly 
difficult. We all tried on numerous occasions. 

Hoarding is more common than you might expect  
and often develops gradually and quietly. It often  
leads to significant distress for the individual.  
Early awareness helps prevent crises and supports 
safer living environments for everyone. The excessive 
collection of items can interfere with everyday activities 
like cooking, cleaning and sleeping. There is help available 
and approaching the situation with empathy is essential.

I had an elderly neighbour who was caring for her 
autistic son. He liked building computers but collected 
so much kit, he filled every space in the flat, to the 
extent that he even rendered his mum’s bedroom 
unusable; she could only sleep on her sofa. Eventually 
his social worker was able to support him to let some  
of his things go. 

Housing teams, health professionals, fire services, 
and social care regularly work together to create safe, 
sustainable solutions. Community awareness and 
support can also play a vital role and may well encourage 
individuals to seek help. Neighbours have often had a 
pivotal role in alerting authorities, which ultimately can 
lead to a positive outcome. However, the situation must 
be approached with sensitivity and compassion. 

Matt Morrall, Newlon’s Investigations Manager, reports 
that residents hoarding is not such an issue as it has 
been in the past. This is because Newlon has done a lot 
of work with residents to resolve hoarding concerns.  
It has successfully worked with a specialist decluttering 
service to help residents reclaim order. Ongoing 
awareness is important as hoarding can become  
an issue over time. 

If you feel safety is at risk it is important to liaise with 
Newlon who will ensure the right help is mobilised. 
Several support services exist for both hoarders and  
their families. Dealing with hoarding is more than 
cleaning up a space and appropriate support is available. 

Concerned about hoarding in your home or 
the home of another Newlon resident? 
You’re not alone, and support is available. If you would 
like help or advice, please contact our Service Centre on 
020 8613 8080 or email asb@newlon.org.uk.  
We can work with you to find the right support and help 
create a safer, more comfortable living environment.
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Awaab’s Law: 
Improving Homes 
and Services  
for Residents
Since the introduction of Awaab’s Law,  
Newlon has been working hard to strengthen 
how we respond to reports of damp, mould 
and other housing hazards. The new legislation places a greater focus on investigating issues 
quickly, keeping residents informed and making sure homes remain safe and healthy.

Responding to residents’ concerns
Between October 2025 and May 2026, Newlon received 
905 reports relating to damp, mould and other issues 
covered by Awaab’s Law. During that period, 868 cases 
were investigated, with only a small number remaining 
open, largely due to difficulties arranging access or because 
they were newly reported and still within target timescales.

In some cases, significant damp, mould or water damage 
meant residents could not safely remain in their homes while 
repairs were carried out. As a result, 20 households were 
temporarily decanted while essential work took place.

Improving the way we work
A key requirement of Awaab’s Law is responding quickly 
and effectively when residents report concerns.

To support this, Newlon has reviewed its assessment 
process to ensure reports are prioritised more accurately 
and aligned with surveyors’ findings. Additional measures 
have also been introduced to help residents receive 
updates and reports more quickly, including allocating 
dedicated office time for surveyors to complete 
investigations and communicate outcomes.

Performance is improving, with more than 84% of 
residents receiving investigation reports within  
target timescales.

Understanding residents’ needs
The data collected through Awaab’s Law assessments 
is helping us build a better picture of who may be most 
affected by housing hazards.

Among households reporting damp and mould issues,  
the proportion of cases involving vulnerable residents  
has reduced since February 2026:

•	 Children under five: 27% to 16%.

•	 Residents with long-term health conditions: 70% to 55%.

•	 Residents aged over 65: 32% to 23%.

•	 Pregnant residents: 5% to 2%.

While these reductions are encouraging, we know some 
vulnerable residents may be less likely to report problems 
themselves. That’s why we continue to use inspections, 
stock condition surveys and other monitoring methods to 
identify issues and provide support where it is needed most.

Investing in better homes

Addressing damp and mould properly requires significant 
investment. Since Awaab’s Law was introduced, Newlon 
has completed 1,417 related repair orders at a total cost 
of more than £900,000.

This investment reflects our commitment to tackling 
problems thoroughly and creating healthier homes  
for residents.

Looking ahead
Awaab’s Law will eventually be extended to cover a wider 
range of housing hazards. Newlon is already preparing for 
these changes by developing new systems and processes 
that will help identify risks earlier and improve how we 
manage them. The aim is to be ready ahead of future 
regulatory requirements and continue delivering  
a responsive, resident-focused service.

Recent analysis has also highlighted some of the most 
common risks affecting residents aged over 65, including 
excess cold, falls on stairs, fire safety concerns and 
bathroom-related falls. Understanding these risks will  
help us target future improvements and investment  
where they can have the greatest impact.

Working together
Residents play an important part in helping us keep  
homes safe. Reporting damp, mould, leaks or other 
concerns as soon as they appear allows us to investigate 
quickly and prevent issues from becoming more serious.

By continuing to work together, we can ensure our homes 
remain safe, healthy and comfortable places to live.
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Newlon’s Asset Management and Investment 
Strategy sets out how we will look after and 
invest in our homes over the next five years. 
Our aim is to ensure every resident has a safe, 
comfortable and sustainable place to live,  
both now and in the future.

The strategy has been shaped with residents and  
reflects the things that matter most to them:

•	 Well maintained homes.

•	 Reliable services.

•	 Strong communities.

•	 Clear communication.

It also helps us plan ahead, so we can keep homes in  
good condition, meet national standards and make  
the best use of our resources.

Over the next five years,  
we will focus on:

•	 Keeping homes safe, warm 
and well-maintained.

•	 Further enhance the quality  
of our information so we  
can make better decisions.

•	 Reducing delays in  
cyclical works.

•	 Completing building safety 
improvements more quickly.

•	 Reducing backlog of planned investment and  
work with residents who are less satisfied.

•	 Preparing homes for a greener, more sustainable future.

To read our Asset Management Strategy 2026-2031 in full, 
please follow the link to our website www.newlon.org.uk/
asset-management-strategy/.

Asset Management Strategy 2026-2031

Contents insurance – protect what matters to you 
Your home is more than just bricks and mortar 
– it’s the belongings inside that make it yours. 
From furniture and clothes to TVs, phones and 
laptops, replacing everything after a fire, flood 
or burglary can be stressful and expensive.

Many people are surprised to learn that Newlon’s insurance 
only covers the building, not the contents of your home. 
This means your belongings are not protected unless you 
have contents insurance in place.

What is contents insurance?
Contents insurance helps cover the cost of repairing 
or replacing your personal items if they are damaged, 
destroyed or stolen. This can include:

•	 Furniture and carpets.

•	 TVs, laptops, tablets and phones.

•	 Clothes, shoes and personal belongings.

•	 Kitchen items and everyday essentials.

Depending on the policy, you may also be covered for fire, 
smoke or water damage, theft, vandalism and optional 
accidental damage. Some policies can also help with 
temporary accommodation if your 
home becomes uninhabitable.

Is it good value?
Contents insurance is often more affordable than  
people expect:

•	 Cover of up to £50,000 can cost as little as  
£40 – £50 a year.

•	 The average policy costs around £138 a year,  
depending on cover choices.

For just a few pounds a month, it can provide peace  
of mind and significant financial protection.

How to find the right cover
Comparison websites such as GoCompare, 
MoneySuperMarket, and Compare the Market  
can help you find a policy that suits your needs.

You may also want to contact My Home Contents 
Insurance, designed for social housing residents by calling 
0345 450 7288 or by visiting www.thistlemyhome.co.uk.

If money is tight
While it may be tempting to go without insurance, doing so 
means taking on all the risk yourself. Even basic cover can 
make a huge difference during an already difficult time.

Protecting your belongings means protecting  
yourself – and contents insurance offers 
reassurance when you need it most.
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We look forward 
to seeing you 

there!

Barnsbury 
fun day
2026
Come along  
for lots of fun!
There’ll be lots of  
fun things to do and a  
free raffle with amazing 
prizes, including: 

 Tabletop dishwashers

 A vax vacuum cleaner

 Juicers and smoothie blenders 

 Air fryers and microwaves

 A smart watch and tablets

 Interactive toys for kids

 Lots of other children’s toys

 And much more!

There’s also a free toy for  
every child at registration!

Friday  
28th August

11 am onwards 
Barnard Park  

Community Hub

And don’t forget the football!

They’ll also be free hot food, children’s 
entertainment, face painting, henna painting 
and beading for hair ornaments and bracelets.

Registration  
required  
on entry
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Be environmentally friendly by 
getting your newsletters digitally
We can send our newsletters digitally  
to your email address. This is both faster 
and more environmentally friendly. If you 
want to receive them digitally rather than 
in hard copy then please get in touch at 
newsletters@newlon.org.uk.

Write for your newsletter
Do you have an idea for an article for this newsletter?  
We welcome articles from residents of all ages. If we publish  
it we will send you £20 in vouchers of your choice! Send your  
article idea to newsletters@newlon.org.uk.

Newlon House, 4 Daneland Walk, Hale Village, London, N17 9FE 
Telephone: 020 7613 8080

Email (general enquiries): customerservice@newlon.org.uk  
Email (repairs): repairs@newlon.org.uk 
www.newlon.org.uk
Newlon Housing Trust is a charitable Housing Association.

If you have difficulty reading this newsletter or require an  
alternative format please email newsletters@newlon.org.uk
© Newlon Housing Trust 2026. All rights reserved.

Looking for a bright, welcoming and affordable 
venue? Barnsbury Community Centre is a 
modern, light-filled space that can be tailored  
to suit a wide range of events and activities.

The centre includes:
•	 A spacious main hall.

•	 A seminar/meeting room.

•	 Fully equipped kitchen facilities.

•	 Reception area.

•	 Accessible toilets and baby changing facilities.

Whether you’re planning a children’s party, community 
event, fitness or dance class, business meeting, training 
session, workshop, celebration, cultural gathering, support 
group or club activity, our flexible spaces can help bring 
your event to life.

We offer competitive rates, with discounts 
available for:
•	 Newlon residents.

•	 Weekday bookings.

•	 Regular and bulk hires.

Our hire packages are tailored to meet your specific 
requirements, so whether you need the space for  
a few hours or on a regular basis, we’d be happy  
to discuss the best option for you.

To find out more or make a booking, please call  
0207 833 2525 or email HallBookings@newlon.org.uk.

We look forward to helping you host a successful  
event at Barnsbury Community Centre.

Hire Barnsbury Community 
Centre for your next event
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