
Appendix 2: Current Group structure chart 
 

 
 
 
 

Catalyst Communities Housing 
Association Ltd 
RP – L0699 
Charitable I&P Society – 16561R 

Catalyst Finance 
Ltd 
Guarantee Co  
4285958 
 

KHT Community Fund 
Guarantee Co 
4757599 
Charity - 1099367 

Barnet 
Community 
Homes Ltd 
Guarantee Co 
4137272 

Vintage Care 
Limited 
Guarantee Co 
4332708 

Catalyst Gateway 
Guarantee Co 
5677196 
Charity - 1113922 

Catalyst 
Developments 
(Brent) Ltd 
Share Co 
6244183 
 

Kensington Housing Trust 
RP – L0265 
Charitable I & P Society – 
10550R 

Page Road 
Developments 
Limited 
Share Co - 
4383701 

Southall Day Centre Limited 
Share Co – 2633497 
Charity - 1025600 

Catalyst Housing Group Limited 
RP – L4344 
Charitable I & P Society – 29390R 

Dee Park 
Developments 
(Catalyst) Ltd 
Share Co  
6133854 
 

Catalyst By 
Design Ltd 
Share Co  
6345572 
 

Fortunegate Community 
Housing 
RP – L4168 
Guarantee Co - 3523717 
Charity - 1068484 



 
 
 
 
 
 
 
 
 
 
 
 
 
Appendix 3: Proposed Group structure Chart 
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Appendix 4: Analysis of responses to quantitative questions 
 

Row Labe Good idea No strong view Not a good idea Other Total 
1a. Local boards will make decisions about local 
service delivery. Up to half the places on these 
boards will reserved for residents. 

CCHA London 331 52 9 6 398 

CCHA SE  62 7 3 2 74 

FCH 60 14 1 75 

KHT 56 9 5 4 74 

Total 509 82 17 13 621 
2. A single customer services department will be 
responsible for all housing services and customer 
services 

CCHA London 286 54 47 11 398 

CCHA SE  48 14 9 3 74 

FCH 56 10 8 1 75 

KHT 43 11 16 4 74 

Total 433 89 80 19 621 
3. A designated neighbourhood manager will be 
responsible for all our residents and homes in a 
specific area 

CCHA London 331 30 24 13 398 

CCHA SE  68 3 2 1 74 

FCH 58 10 6 1 75 

KHT 63 3 5 3 74 

Total 520 46 37 18 621 
4. We will improve on how we deal with your 
queries on the telephone so we are able to answer 
80% of your questions straightaway. We will also 
develop a new approach to customer services ... 

CCHA London 369 20 2 7 398 

CCHA SE  69 3 2 74 

FCH 70 2 2 1 75 

KHT 69 2 1 2 74 

Total 577 27 5 12 621 
5. We will join our housing associations together 
and make the four changes above. We expect that 
these changes will help us improve our services to 
you, and and free up resources for improving your 
homes and our services. 

CCHA London 341 35 4 18 398 

CCHA SE  54 9 7 4 74 

FCH 58 12 2 3 75 

KHT 64 5 4 1 74 

Total 517 61 17 26 621 
 
 

Row Labels Hybrid Selection Election 
No strong 
view Bad idea Other Total 

1b. Local residents will elect their local board 
members from a pool of volunteers who meet the 

selection criteria for board member roles. 

CCHA London 176 136 25 49 12 398 

CCHA SE  37 22 3 9 3 74 

FCH 34 21 5 13 2 75 

KHT 36 20 6 8 1 3 74 

Total 283 199 39 79 1 20 621 
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 1a. Local B
oards w

ill m
ake decisions about local service developm

ent. U
p to half the places on these 

boards w
ill be reserved for residents 

I feel that resident representatives should be selected to represent cultural groups and religious groups 

It is a good idea for residence to have a real say on the local service delivery 

P
rogress and future challenges 

T
here is need to consider the tenants' ability to contribute m

eaningfully during Lettings 

W
hen you put the Local board, I prefer to be art then on bold letters and chosen colours 

Y
our detailed explanation on w

hat local boards stand for have covered all the im
portant points, consequently I cannot 

have m
ore points to offer. 

C
ar parking is a nightm

are, you should rem
ove half of the green area near the club m

ake it a car park w
hen there is 

events going on late w
ay and that area in double parking 

I believe a m
ixture is a good idea as residents w

ho live in the area are able to give a personal view
 

I think you should consider the people that live locally 

It is im
portant to consider those w

ho w
ill be able to perform

 the job effectively 

Let us know
 because I am

 interested to be in the board 

R
esidents need to be heard and reflect on the services provided. T

he board need to be able to take all the concerns on 
board and produce a positive outcom

e w
hich w

ith address a association &
 and residents needs 

S
ounds F

air! 

T
hat all standards are m

aintained or increased 

T
he B

oard's places reserved for residents m
ust be done in a very transparent w

ay. T
he residents m

ust cover all areas.  

T
he individuals capability to contribute m

eaning fully during board m
eetings - w

hich go to pay he/she m
ust be literate or 

m
eet certain criteria 

T
he service they give in m

y area F
ortunegate is very good and m

ore attention if you have problem
 in the area and 

m
aintenance is m

ore attention. A
nd they give m

ore support 

T
hink about support service for the elderly tenants. 

T
o think m

ore of you com
m
unity tenant/residents safety in their hom

es and surrounding area, to im
prove on com

m
unity 

relaxing and support centre w
ithin the centre. 

Y
es, please let m

e know
 w
hat w

ill be happening, so I know
 w
here I stand. 

 1b. Local residents w
ill elect their local board m

em
bers from

 a pool of volunteers w
ho m

eet the selection 
criteria for board m

em
ber roles 

A
s long as the "pool of volunteers" is a current one and not an existing list of nam

es 

B
ecause people w

ill just choose their friends w
ithout know

ing any backgrounds 
I don't know

 w
hat is im

portant to be recruiting local board m
em

bers because he has to be relating to all the estate 

Integrate the tw
o. T

here w
ill be a selection process of a group of people. T

hen to a separate board of residents to 
elect out of group 

M
y com

m
ent is check very w

ell any candidate. If he or she w
ell, honest, be fore putting, in-position. 

S
ince I'm

 a new
 resident m

em
ber in this area, I can't say anything, but it is better for som

e people w
ho know

s each 
other for long tim

e to choose their boards. 

T
he selection criteria for B

oard m
em

ber roles is very essential, in order to get the right set of people to carry out the 
board m

em
ber roles. T

here w
ill not be a case of round peg in a square hole 

T
his is a right w

ay forw
ard - round pegs in round holes. 

A
s long as there is no conflict of interest 

B
oard m

em
bers should be tenants or leaseholders or at least the m

ajority 

B
rilliant w

ay to em
pow

er residents to get involvem
ent and care about w

here they live 

F
or the recruitm

ent I think you should choose those that stay close to the local office 
H
ave a board w

ith all ages 
  



1b. Local residents w
ill elect their local board m

em
bers from

 a pool of volunteers w
ho m

eet the selection 
criteria for board m

em
ber roles 

It is relevant to consider this or her educational background and possibly involvem
ent in the com

m
unity activities 

It should be fair, and selection of local board m
em

bers should be based on ability to perform
 the roles w

ell w
ithout 

any self interest. 

Local m
eaning residents of F

ortunegate/C
atalyst only! 

T
he selected local board m

em
bers m

ust be from
 different resident areas. F

or exam
ple, w

e should avoid selecting 
B
oard m

em
bers from

 'one housing' com
m
unities. 

T
here m

ust be a local board m
em

ber to represent the original council tenants before C
atalyst housing took over 

C
hurch end. O

ur rights need to be highlighted and im
plem

ented into your current and regular changes so that our 
needs are alw

ays m
eet and are never overlooked, and to inform

 us how
 w
e can purchase our hom

e. 

T
o find the right one and one from

 each com
m
unity 

Y
es, it w

ould be im
portant to consider m

em
bers from

 each estate, w
hich understands w

hat's going on in their areas. 
 2. A

 single custom
er services departm

ent w
ill be responsible for all housing services and custom

er 
services 
C
om

m
unications action positivity dedication 

F
or the sake of thoroughness in the operation services departm

ent m
ust be sectionalised according to 

speciality. 
I think a single custom

er service is not a good idea, it should be m
ore for all housing services 

It is better things of services to be com
pleted w

ithin a single custom
er service because scattered offices 

m
akes custom

ers frustrated 
P
rovided com

plaints as requests for repairs are handled prom
ptly 

A
 single custom

er services departm
ent w

ill not be able to cope w
ith the w

ork load and decision m
aking 

process 
A
t present if there is a concern w

ith a departm
ent there is no solution except w

rite a letter w
ith no 

satisfactory conclusion. T
here needs to be a head office to override and m

anage the individual 
departm

ents practises especially the accounts departm
ent. T

he w
ay the departm

ent show
 your rent 

paym
ents is positively dishonest. O

ur rent needs to be claim
ed from

 your holding account before all 
statem

ents are sent. If our rent officer is never available there m
ust be an alternative to deal w

ith 
unforeseen situations prom

ptly 
H
ow

 w
ill w

e get inform
ation on this 

I think this w
ould be a good idea as the service and inform

ation given w
ill be the sam

e 
S
om

ew
hat like a call centre? A

ny queries, tenants or R
esidents have w

ould be put through the call centre 
services and then directed to the allocated representatives! 
T
his is encouraged based on the current financial trend of events but has to be w

ell organised to 
accom

m
odate prom

ptness, effectiveness and satisfaction of tenants dem
and 

Y
es for the last 5 years I w

as single and have 2 kids and w
here I live m

ore im
prove and service m

y place 
w
here I live now

 is very good condition and very clean area now
. 

you should get one big office w
here you do all your services and a head of that departm

ent 
 3. A

 designated neighbourhood m
anager w

ill be responsible for all our residents and hom
es in a specific 

area. 
A
ny tim

e the m
anager w

ants to m
eet us should m

ake pre-m
eeting contact 

A
s a tenant I w

ould rather deal w
ith one m

anager than different ones this m
akes m

e feel m
ore at ease 

I think after rolling out the system
 you w

ill com
e up w

ith som
ething m

ore. 
It w

ill be consider to only som
e m

em
bers of residents 

S
hould be m

ore than one person current neighbourhood m
anager has large w

orkload + should have 
another person w

orking alongside 

A
gain this is supported to ensure that clients have som

e one to channel their dem
ands or com

plaints to, 
as and w

hen necessary 
I don't think the m

anager should w
ork at a specific area but he/she should w

ork and be responsible for 
the residents and hom

es as a w
hole. 

  



3. A
 designated neighbourhood m

anager w
ill be responsible for all our residents and hom

es in a specific 
area. 
I think that m

ay be too m
uch responsibility for one person, at least tw

o m
anagers. 

If the areas allocated to the neighbourhood m
anager is a m

anageable am
ount of hom

es and that there are tw
o 

m
anagers one as a deputy to second all the decisions m

ade by the m
anager and to confirm

 w
hat the m

anager  
have agreed w

ith the individual tenants in respect of their concerns. 

M
ake sure the right person is chosen for the job 

M
anager to hold m

onthly surgeries on the estate 

P
roviding that w

e as the residents/tenants actually get the help w
hen needed, not to say w

e didn't before. B
ut to be 

sw
ift in dealing w

ith help w
ithin our house/flat etc. 

 4. W
e w

ill im
prove on how

 w
e deal w

ith your queries on the telephone so w
e are able to answ

er 80%
 of 

your questions straightaw
ay. W

e w
ill also develop a new

 approach to custom
er services w

hich w
ill m

ean 
that the custom

er services departm
ent w

ill be open longer, including early m
ornings, evenings and 

w
eekends. 

A
 good idea for those w

ho w
ork different shifts that gives everyone tim

e to solve their problem
s 

E
verything is perfect in advance, I have never fail or w

ait longer for anything I very happy including early m
orning 

and w
eekends, W

ell done. 

It is better to see previous gathered inform
ation w

henever you take the steps. 

Y
es it is a good idea 

P
riority m

ay be given to people that are in full tim
e em

ploym
ent at the proposed opening tim

es. 

P
rovided all calls are dealt w

ith appropriately 

V
ery good idea 

W
hat if too m

any queries at a tim
e happens. It w

ill bring m
ore delay to sim

ple straight m
atters 

A
n 'online' custom

er service should be considered. W
e can have a custom

-m
ade 'online' form

, w
hich w

ill be very 
specific. 

C
ustom

er satisfaction is suppose to be the w
atch w

ord - and if this developm
ent w

ill deal w
ith that squarely, fine 

again the w
aiting tim

e on custom
ers m

ust be so lim
ited not hanging on for so long and eventually not getting to 

anyone 

H
ope that these im

provem
ents are for the right reasons and the tenants and leaseholders w

ill really benefit. 

I hope you w
ill open your telephone lines for people w

ho w
ish to talk to you w

ould be able to talk to you 

It is im
portant to ensure that staff are alw

ays present to answ
er telephone calls instead of voicem

ail 

M
ore lines should be open, because it takes to long to get through. 

T
hat w

ould be so helpful and considerate to all. A
 very good idea 

T
his probably w

ill help m
ore due to lot of w

aiting in the past, though it w
as never late in appointm

ents. 

T
his w

as supposed to be up and running already, w
e're still w

aiting for this service. 80%
 is still low

 as 20%
 of us w

ill 
not be dealt w

ith at all. In this case there is only 5 houses here and 1 of us w
ill not be dealt w

ith effectively. T
here 

need to be a 90%
 im

provem
ent to quality as providing a high quality service w

hich m
atches the organisation that 

you are/ 

Y
es a great w

ay so w
orking residents w

ho w
ork hours can contact F

ortunegate at anytim
e rather that from

 w
ork 

Y
es, dealing w

ith queries on the telephone for us to have an answ
er straight aw

ay w
ithout us having to hold on to 

the line as it costs us a lot in telephone bills, and if the staff aren't able to answ
er queries straight aw

ay, they can call 
/e-m

ail the custom
ers back 

 5. W
e w

ill join our housing associations together and m
ake the four changes above. W

e expect that these 
changes w

ill help us im
prove our services to you, and free up resources for im

proving your hom
es and 

our services. 

G
ive m

e a m
ore chance than I can give m

y ideas 

I think these im
provem

ents w
ill be so useful for w

orker and the tenants. A
lso I think things w

ill be m
ore easier, rather 

than different departm
ents here and there. I believe in one people one H

eart! 



5. W
e w

ill join our housing associations together and m
ake the four changes above. W

e expect that these 
changes w

ill help us im
prove our services to you, and free up resources for im

proving your hom
es and 

our services. 

It is good idea if you able to deal all those different places, because w
e have different councils and every 

area needs good feedback from
 you groups, house ever good lucky. 

It w
ill be only one side to others and it w

ill be confusion of planning 
T
his is based on the fact that prom

ises are lived up to. 
C
all a tenant m

eeting 

D
ear S

ir - M
adam

, w
hen I join H

A
 for the last 4 or m

ore years I am
 very happy for your service in 

F
ortunegate A

ssociation the service they give m
e is very very good service.  

I don't believe by joining the housing associations you w
ill im

prove the service 
I'm

 not sure and w
orried about if the other housing services are not as good as ours how

 w
ill the effect 

ours. 
In these econom

ic tim
es I think that it m

akes sense to do this 

M
erging the above associations in one entity is good idea provided change w

ill not lead to redundancy of 
staff for the sole industrial point of interest. T

he hum
an faction and interest of the em

ployees of the 
m
erging association should be taken into account.  

P
lease consider how

 the progress of the joining of the different associations is effecting the tenants i.e. 
T
he housing officers/m

anagers putting aside som
e contact tim

e to com
m
unicate w

ith their tenant, answ
er 

their m
essages and be m

ore proactive in delivering the service you are planning to deliver. 

P
rovided this arrangem

ent realistically satisfies the need of both parties - the custom
er and service 

provider, and w
hichever resources result if their adequately reinvested in to ease the high dem

and of 
housing currently facing the country. 
T
ake the K

ey successful feedback to becom
e the best H

A
 in the U

K
, Leading and changing the w

ay 
people live. 

T
he only thin is that m

ore im
provem

ents in hom
e furnishing, the basics of carpets, lino, cooker. M

ore 
funding for furnishing household goods - just the basics. 
T
he proposals are so lengthy and tim

e consum
ing to read 

 6. If there is anything else about these proposals that you w
ould like to com

m
ent on. 

I alw
ays believe in changes for the better so please go ahead 

I can see the im
provem

ents you have m
ade you are on the right track w

ith great success. A
ll the best for the future 

I do not have strong view
. T

hank you for letting m
e know

 

I w
ish all three groups happy join and honest w

ork together.  

M
y suggestion is to get a service delivery coach + deck it out w

ith desks, com
puters of legal X

X
X
 can be used to 

visit areas that don't have an office also to train staff + residents, hire it out to other com
panies, it w

ill pay for it self 

N
othing m

ore to add 

O
verall, the proposal is very good but it need deeply know

ledge to contribute your ideas. S
o please give m

ore tim
e 

to give m
y ideas.  M

y E
nglish is so poor. P

lease if it is possible I need interpreter. 

A
gain just to reiterate that the services should be m

aintained or increased 

H
aving m

o0re young peoples services and apprenticeships for them
 to have less tim

e to hang around, m
aybe 

having connexions drop in centre 

I am
 very happy about these proposal, but I w

ould like m
ore inform

ation how
 can I buy m

y property? A
nd If I w

ill be 
able to buy m

y hom
e? P

lease call m
e on M

on - T
ue, 4pm

 - 5pm
. T

hank you 

I don't w
ant to say anything. A

nyw
ay they are doing a very good job + everything. T

hat's all I can say 

I w
ould be grateful if you could do a m

ailing list and send this inform
ation by em

ail. W
ill be less cost and saving for 

the environm
ent plus m

ore effective. 

It is obvious that one thing that rem
ains constant in life is "change" let us all hope that this one w

ill be for the better 
and the expectation of both parties m

et/achieved. 



6. If there is anything else about these proposals that you w
ould like to com

m
ent on. 

M
y experience w

ith F
ortunegate H

A
 has been great! T

hey offer m
e help and support in all m

y housing needs and 
even go beyond m

y expectations. I truly hope this is not lost w
ith the m

erger but sustains it. 

T
he proposal seem

s fair for now
. If the future that m

atters. T
he need for attention w

ithin the com
m
unity is very high 

even though it seem
 unnoticed.  

T
here have been a few

 proposals and even if m
any disagree w

ith any of them
 I alw

ays still go through. E
ven though 

w
e can survive through all your changes, w

e are pow
erless to really object. 

T
hese proposals should ensure that the right of tenants to buy their houses should be supported 



 
Appendix 6: 
 
Summary of Open Meetings with residents 
 
Venue Date No. of 

attendees 
GSR 
Forms 

Completed 

General views on proposals:  
One 

company Selection/Election  Single Customer Services Dept 
Windmill Park 12/01/2011 23 0 Agree No clear preference 

Friary Park 13/01/2011 11 2 Agree Selection Agree 

Melody Court * 17/01/2011 16 16 Agree Selection Agree 

FCH - Unity Centre 17/01/2011 22  3 Agree No clear preference Agree but don't want service diluted 

FCH - Unity Centre 17/01/2011 9  2 Agree No clear preference Agree but don't want service diluted 

Auriol Drive 19/01/2011 10 8 Agree Selection Agree 

Mabel Evetts Court  19/01/2011 23 18 Agree Selection No preference 

Bensington Court 20/01/2011 11 9 Agree Selection Agree 

KHT 20/01/2011 8  7 Agree Selection Agree 

Young Adults 25/01/2011 18 16 Agree Selection Agree 

Wood Court  26/01/2011 22 16 No clear preference 

KHT 26/01/2011 0 0 N/A N/A N/A 

The Clockhouse 26/01/2011  18  12 Agree No clear preference Agree 

Peter Lyell Court 27/01/2011 23 15 Agree Selection Uncertain 

Global Cafe, Reading 27/01/2011  15  10 Agree No clear preference Agree 

Total 196 100 
Notes: 
* This was a scheme meeting to which Katerina (RI Officer) was invited to give info about setting up a new Residents’ Association. Katerina also 
took the opportunity to brief residents about the GSR and 16 of them stayed behind after the meeting to complete the forms 

Most of the residents at the focus groups were in favour of selection on the proviso that residents were allowed to be part of the selection process 
and that residents were given full information/ training on what is expected of them (e.g. a role description) as a Board member. 
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 Q
u
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n
s raised

 at F
o
rtu
n
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ate’s m

eetin
g
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 Q
U
E
S
T
IO
N
S
 @
 1.30p

m
 m
eetin

g
 

C
O
M
M
E
N
T
S
 

W
ith the proposal of less staff and less offices, how

 w
ill this im

pact on the 
quality of services provided to the residents? 

A better and m
ore efficient &

 cost 
effective service is proposed 

H
ow

 do you plan to go about selecting the Local Board m
em

bers follow
ing 

the m
erger? 

Residents are required to register their 
interest 

D
oes the change m

ean that only one departm
ent w

ill m
anage the Custom

er 
Services needs of all the current com

panies w
ithin the group? 

Yes 

W
e are concerned that after the m

erger the staff answ
ering the phones 

w
hen w

e call w
ill not know

 the residents by nam
e, address and their 

personal circum
stances. 

Adequate training w
ill be provided to 

provide an overall better service 

W
e are concerned that if the changes are taking place for reasons such as 

extending the phone service to 8pm
 that very few

 tenants really w
ant an 

extended phone service to 8pm
. 

W
e w

ill w
ork hard to m

eet all resident 
needs and requirem

ents 

If FCH
 are recognised as the best in the G

roup for custom
er service, w

hy 
w

ould w
e w

ant to m
erge w

ith KH
T, for exam

ple, that does not have a good 
reputation for custom

er service. 

An overall better &
 m

ore efficient 
service is proposed across the G

roup 

There is still an underlying issue, albeit historic, relating to Asset 
M

anagem
ent and consultation/resident involvem

ent relating to proposed 
changes and reciprocal m

aintenance. 

Lessons have been learnt from
 these 

historic issues and plan to better going 
forw

ard 
H

ow
 does FCH

 propose m
ore younger people in the com

m
unity w

ill be 
encouraged to get involved in the Local Boards and being elected 

All residents w
ill be encouraged to be 

involved 
Is there a program

 to replace the trees that have been cut dow
n over the 

last 30 years in order to redevelop the area? 
All requests and concerns w

ill be noted 

Q
U

ESTIO
N

S @
 6.30pm

 m
eeting 

Com
m

ents 
H

ow
 are w

e going to get the person w
ho answ

ers the phones after the 
m

erger to know
 the individual patches? W

ill new
 IT system

s be installed to 
cope w

ith the changes? 

Training w
ill be given to all CS staff in 

order to provide an efficient service 

Is this m
eeting in aid hearing our view

s and w
ill this change anything w

e 
have been told to date? 

Yes 

W
hat is the percentage of view

s heard in the m
eetings that w

ill be taken on 
Board? e.g for voting purposes! 

This is not a voting panel but a 
consultation to hear all view

s raised 
ASB continues to be a m

ain concern for all residents. There are m
any causes 

and effects so how
 is FCH

 continuing to deal w
ith these problem

s? 
D

ealing w
ith ASB is a high priority for 

the G
roup 

W
hat is the length of the term

 for residents serving on the Local Boards 
3 years 

  


