
Welcome
The very best of the season’s 
greetings to you all! 

With the natural opportunity to look back on the 
calendar year, I’m conscious again that nothing 
stands still!
Elsewhere in the newsletter you’ll see about changes to our 
Board at Innisfree, with a new Chair and two new Board 
members.  Carolina Cabral joined us in the summer as our 
new Customer Services Assistant – you might hear her voice 
when you ring in to the office.
You might have seen the Innisfree staff team around 
your scheme more this year too? We haven’t got round 
everywhere yet, but we’ve brought the minibus out with 
a crowd of us on it - just to chat to you on your doorsteps 
and find out, in conversation, how things are going for you.         
I’ve had some great chats at Unity Close, Innisfree House, 
Slaney Court and Paul Daisley Court to name a few. Do get in 
touch if you want us to knock on your door when we’re out 
and about.
Finally, after a number of years of work, we are very close 
now to having some brand-new homes to add to our 
Innisfree portfolio. We’ll share details soon, but we are really 
excited about being able to help more families settle into 
high quality, affordable homes. We know it will make such a 
difference to their lives.
We would like to wish everyone a very peaceful and Happy 
Christmas and New Year.
Nollaig Shona Duit 
John Delahunty, Chief Executive
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Inside this issue...

Introducing our new Chair –        
Kevin Hartnett 
We are delighted to introduce our new Chair, Kevin 
Hartnett, who was elected Chair of the Board in October. 
Kevin has many years’ experience in housing, design and 
construction, having worked for several local authorities and 
housing associations as well as spells in the private sector. 
This ranged from large-scale inner-city regeneration projects 
through to small rural schemes.

Kevin commented on his appointment, “Being the Chair of 
Innisfree provides a great opportunity to lead a very special 
organisation which is highly regarded both in the Irish 
community and the wider housing movement. I am looking 
forward to building on that profile and helping Innisfree 
provide more truly affordable homes for our communities 
and new migrants. My father was an Irish immigrant and 
I saw first-hand the issues faced by the Irish diaspora, so I 
have a personal commitment to Innisfree’s work.”

Kevin takes over from our outgoing Chair, Anne McLoughlin, 
who left the Board after 9 years of service, with our grateful 
thanks for her leadership at the helm of Innisfree. She will 
not be forgotten!

We are also pleased to welcome two new Board 
members, Nick Yandle and Brian Brady. Nick works at the 
Infrastructure and Projects Authority in the Cabinet Office 
as a Senior Policy Advisor, having previously worked at the 
National Housing Federation. And Brian is the Managing 
Director at Eco World International Ltd and has extensive 
residential development experience for leading national 
housebuilders and developers.

Kevin is pictured (front right of picture above) with the rest 
of the Board at our recent Board Strategy Event.
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Community News

Gardening competition                           
– winners announced
Thank you to everyone who entered our Gardening Competition 
in the Summer. We had a great time judging them and it was a 
pleasure to meet and talk to residents.

Our Resident Consultation Group 
is a group of residents who will 
help shape and improve services, 
improve communication and                           
develop and review our policies 
through consultation.
We will consult with you in a variety 
of ways, depending on your interests 
and preferred communication options. 
This could include consultation by focus 

groups, website polls, email/phone/
online surveys, mystery shopping -        
you can choose how you would like to 
be involved.
Joining the resident consultation 
group, shouldn’t take up much of your 
time. We will do what we can to make 
it easy for you to dip in and out of 
opportunities as you wish and to fit in 
with your other commitments.

If you are interested in joining  
this group, please contact us on                     
020 7625 1818 or email housing@
innisfree.org.uk We will ask you to 
complete our application form detailing 
your areas of interest and preferred 
contact methods. We will then add you 
to our list of Resident Members and the 
next time we are consulting within your 
area of interest we will get in touch!

Congratulations to 
everyone that won. 
We hope you enjoy 
spending your B&Q 
vouchers on lots of 
lovely plants for your 
gardens next year!

The winners were:

Best Communal Garden
Clochar Court residents, 
Margaret, Seamus, Denis 
and Michael 

Communal Garden                 
Special Recognition Award
Sarah at Innisfree House

Communal Garden                  
Special Recognition Award
Tom at Mowbray Road

Best Small Garden 
Michael at Nore Court

Best Large Garden
Jacqueline and Alan at Finch Avenue

We hope their beautiful efforts inspire you for next summer, and we 
look forward to receiving your entries for next year’s competition!

Our resident consultation group 
  

Join today and make sure your voice is heard
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Performance

Our Performance – at a glance
As we do each year, we wanted to let you know how 
we are doing, and this summary is taken from our key 
performance indicator results for the year to the end 
of March 2019. It isn’t a list of everything we measure, 
but it does help us compare how we performed against 
other housing associations, and also to help us ensure 
the service we provide to you is a good quality service. 

The Housing Sector Scorecard measures our performance 
against other landlords, we have seen some areas where 
we seem to be really strong compared to others, and 
some where we think we could improve. 

Your customer experience

Your feedback is important to us. To help us get your 
opinions and feedback more frequently, a company called 
Callerz carries out monthly telephone satisfaction surveys 
on our behalf.  

Please talk to them when they phone you. It will only 
take a few minutes of your time and we have planned the 
calls so you will only get called once a year. This regular 
feedback will help us to improve our services so that we 
can be more responsive to you. 

Overall 
satisfaction 86%

Complaints

We received 6 complaints in the year with all but one of 
these being resolved on time. We recognise when we 
get things wrong, and we take the opportunity with each 
complaint to try to improve our services.  

Complaints 
received 6

Complaints 
resolved 
on time 83%

Our empty properties re-let time has improved. We have 
undertaken a review of our lettings process which has 
helped us speed up reletting our properties.  

Empty properties

Collecting rent

Our rent performance is good at 101% and is in the top 
bracket compared with other housing associations of our 
size. We were on target with the collection of rent arrears 
but did have to end one tenancy in the last year where 
rent arrears had reached a very high level in spite of all 
our support.  

Rent 
performance 
101%

Repairs

Repairs performance continues to be good, with repairs 
satisfaction at 85%. We work with and monitor our 
contractors and strive to improve our repairs satisfaction. 

Repairs satisfaction 85% Reactive repairs 99.5%
completed within target
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Our Services

My Tenancy
How to use your online account
Would you like to be able to access your rent account or report a repair online, 
24 hours a day? Did you know you can do this using My Tenancy on our website 
– on your mobile, tablet or PC! 

• You can pay your rent online

• Look at your rent account to see recent transactions 

• Place a repair request

• View your repair order history and see any 
outstanding repairs

• Download documents relating to your tenancy, such as 
your tenancy agreement

• See the personal information we have about you

Getting set up
1. Go to www.innisfree.org.uk

2. Click on My Tenancy in the online tools 

3. Click create an account

4. Enter your email address and create a password

5. An activation link will be sent to your email account

6. Activate the account by clicking the link

You are now registered!
Call us on 020 7625 1818 to get your unique tenant key or email us on housing@innisfree.org.uk

1. Go to www.innisfree.org.uk

2. Click on My Tenancy in the online tools 

3. Sign in by entering your email address and password

4. Accept the use of cookies

5. Select your provider from the dropdown list – 
click Innisfree

6. Enter your Tenant Key

7. Enter your Birth Date

8. Click Submit

Congratulations! You are now online!
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The key features of your secure online portal are:



How to use your online account

Our Services

Contact us – here you will find our contact details and links 
to our email addresses relating to your tenancy. 

Files – here you can download documents relating to your 
tenancy, such as your tenancy agreement.

Sign out – make sure you click sign out when you are 
finished to protect your personal information.

You can still report a repair by phone and request a paper 
rent statement. If your repair is urgent or is an emergency 
then please call us on 020 7625 1818.

If any of your contact details change, please email  
housing@innisfree.org.uk

Pay your rent first! 
As Christmas nears your expenditure will increase as 
you buy gifts and food for the festive period.

It is important that you ensure that your rent is paid first!

Don’t risk losing your home...

If you are struggling with your rent payments, please 
contact our Income Management Officer, Sean Cogan on 
020 7625 1818 or pop along to the office to see him.
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Home – here you will find a summary of all your 
personal information.

Personal information – here you will find all personal and 
household details linked to your account.

Statement of account – here you’ll find a breakdown of 
payments made and due.  

You can also click pay online to make payments. You will 
need your Allpay password to access the payment section.

Repair history – here you will find the last 12 months of 
your repairs history. 

You can also click Request a Repair to report (see graphic 
below) any new repairs. Select an option in the repair 
wizard, attach photos, and tell us more about the issue.



Community

Who is your Housing Officer? 

Kathy Macdonald 
kathy@innisfree.org.uk / Tel: 020 7692 1245 
BRENT:  Kilburn Lane   
CAMDEN: Aerynn House, Belmont Street, Belsize Road, Cotleigh Road, Hemstal Road, Gladys Road, 
Inkerman Street, Linstead St, Lowfield Road, Mansfield Road, Medley Road, Messina Avenue, Parkhill 
Road, West End Lane

Juliet Salt
juliet.salt@innisfree.org.uk / 020 7692 1258 
BRENT: Airco Close, Carlton Vale, Claremont Road, Corcoran House, Ealing Road, Hirst Crescent, 
Maybank, Salusbury Road, Sellons Avenue, Shakespeare Drive, Sudbury Croft, Tookey Close, Woodgrange 
Close   
EALING:  Castle Road, Greenway Gardens, Holly Park Road, Newdene Villas, Whitton Avenue   
HAMMERSMITH & FULHAM:  Erconwald Street, Foliot Street, Gravesend Road, Hemlock Road, Inver 
Court, Jeddo Road, Jeddo Mews, Kylemore Court, Starfield Road, Sundew Avenue, Waldo Road  
HARROW: Glynn Court  
HILLINGDON: Marlborough Road          
LEWISHAM & LAMBETH:  Alloa Road, Brocklehurst Street, Cheviot Road, Finch Avenue, Jerningham 
Road, Skiffington Close, Talcott Path, Tivoli Road

Aisling McDowell
aisling.mcdowell@innisfree.org.uk / 020 7692 1247
BRENT:  Anson Road, Cambridge Close, Charterhouse Avenue, Clochar Court, Harrington Close, Innisfree 
House, Slaney Court, Warren Way, Waterford Way   
EALING: Maldon Road, Vale Grove,
HARINGEY:  Brandon Place, Buller Road, Bysouth Close, Cambridge Road, Church Road, Dawlish Road, 
Dunloe Avenue, Elmhurst Road, Fenton Road, Ferndale Road, Frinton Road, Gospatrick Road, Greyhound 
Road, Kenmare Court, Kimberley Road, Philip Lane, Seymour Avenue, Sherringham Avenue, Tenby Close, 
Vicarage Road, Whitbread Close, Winchelsea Road  
HERTS: Welham Close  
ISLINGTON:  Julius Nyerere Close   

ENFIELD: Burren Court, Yeats Court

Saoirse Keating 
saoirse@innisfree.org.uk / 020 7692 1254 
CAMDEN: Belsize Square, Claddagh Court, Hillfield Road, Lir House, Loveridge Road
BRENT: Boyne Court, Brook Road, Lagan Court, Liffey Court, Mowbray Road, Nore Court, Paul Daisley 
Court, Shannon Court, Westfield Close
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Community

Standing together against 
domestic violence 

Low-income families with young 
children could be eligible for food 
vouchers. 

Healthy Start vouchers can pay for 
essentials like fruit, fresh or frozen 
vegetables, plain cow’s milk and ‘first-
stage’ infant formula milk. 
Only registered retailers can accept the 
vouchers, but this includes corner shops, 
pharmacies and supermarkets.  If you 
qualify you can also apply for green 
vouchers which you can swap for Healthy 
Start vitamins.  Your midwife or health 
visitor will be able to tell you where you 
can swap your coupon for vitamins in 
your area.
You can apply if you’re on a low income 
and are pregnant, are a new mother or 
have children under the age of 18. To 
apply, visit www.healthystart.nhs.uk or 
call 0345 607 6823.

Warning over Whirlpool             
danger dryers
Over the summer, you may have 
heard about the recall of Whirlpool 
appliances which are a potential 
fire risk in homes.  As of July, there 
were still 800,000 faulty dryers in 
homes around the UK. More than 
100 Creda, Hotpoint, Indesit, Proline 
and Swan tumble dryer models (all 
brands owned by Whirlpool) made 
between April 2004 and October 
2015 could pose a fire risk.
Whirlpool has said if you have an 
affected machine you must unplug it 
immediately and do not use it until 
it’s been fixed.
If you own an affected dryer and 
have not already had it modified by 
Whirlpool, we urge you to contact 
them immediately on 0800 151 
0905, or visit www.which.co.uk/
consumer-rights/advice/whirlpool-
tumble-dryer-safety-alert for more 
information.

If you think you or a friend may be a victim of domestic abuse you 
can access support over the telephone.
These helplines are strictly confidential, and most are available 24/7:
National Domestic Violence Helpline – 0808 2000 247
The Men’s Advice Line, for male domestic abuse survivors – 0808 801 0327
The Mix, free information and support for under 25s in the UK – 0808 808 4994
National LGBT+ Domestic Abuse Helpline – 0800 999 5428
Samaritans (24/7 service) – 116 123
In an emergency situation always call the police on 999.

Healthy start for 
children

Combatting 
loneliness
Millions of older people will wake up 
this festive season feeling lonely and 
isolated and with no one to turn to.

The Silver Line charity was founded by 
Dame Esther Rantzen in 2013 to offer 
support to the 1.2 million older people 
in Britain believed to be struggling with 
loneliness and social isolation.
The Silver Line is a confidential helpline. 
Callers are free to express their feelings, 
and describe their lives honestly, and 
can trust us to respect their privacy. 
In cases of abuse or neglect, with the 
callers’ permission, The Silver Line 
will involve specialist safeguarding 
organisations such as Action on 
Elder Abuse or the appropriate social 
services team.
The Silver Line is the only confidential, 
and free helpline for over 55s that’s 
open 24 hours a day, seven days a 
week, 365 days a year.
To contact The Silver Line, call 
freephone 0800 4 70 80 90 or visit 
thesilverline.org.uk

Health             
and Safety  
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Who to contact
When contacting us, please dial 020 7625 1818 and select 
one of the following options:

 z to report a fault with your heating or hot water system 
press 1 

 z for all other repair and maintenance enquiries press 2
 z to discuss your rent account or make a rent payment press 3
 z for all other tenancy matters and general enquiries press 4

www.innisfree.org.uk
Innisfree Housing Association,
190 Iverson Road, London NW6 2HL

Tel: 020 7625 1818
Email: housing@innisfree.org.uk

Have you liked our Facebook page yet? 
Keep up-to-date with activities and 
opportunities offered through Innisfree. 
You can also use the page to send an 
email to a member of our team.

Like us on Facebook

Whilst the office is closed emergency repairs will 
be dealt with by our out-of-hours repairs service. 

Please call 020 7625 1818 and select option 1. 
Please note, non-urgent repairs will be dealt 

with when the office re-opens. 

To find out which repairs qualify as an 
emergency please see our webpage  

www.innisfree.org.uk/tenant-services/repairs/ 

Season’s greetings and a happy new year to you all!

Holiday season opening 
hours and emergency service
Tuesday   24th December Open

Wednesday  25th December Closed

Thursday   26th December Closed

Friday   27th December Closed

Monday   30th December Open

Tuesday   31st December Open

Wednesday  1st January Closed 

We are pleased to welcome Carolina Cabral who joined 
us in August in the role of Customer Service Assistant.  
Carolina is a great asset to the housing team and 
has already completed an Housing Quality Network 
Introduction to Social Housing.  She will be your first point 
of contact when you call or email us.

#fixthehousingcrisis
 Leading up to the general election, 
the National Housing Federation (the 
umbrella body for housing associations 
in England) asked us to take part in a 
social media campaign to ensure that 
housing is a priority in the election.          
We hope you like our take on it!

Welcome to Carolina!

www.facebook.com/
InnisfreeHousingAssociation/
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