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The feedback
from those 
who attended
was excellent:

We have recently increased the number of
neighbourhood offices we have to ensure
that local issues are addressed quickly and
effectively, but we also rely on residents to
be our eyes and ears at a grass-roots level.

By joining your local Neighbourhood
Committee you can work with L&Q staff to
make sure your area is somewhere to be
proud of. The committees meet up to six

times a year for about two hours and as a
member you will be listened to and given the
chance to make a real difference. 

You will monitor how well we perform and
have a genuine influence about the services
we provide. 

You will also make decisions about how
we spend money on the community and
local environment.

Resident Faith Smith is a member of the
South East Neighbourhood Committee. She
said: “I first got involved through mystery
shopping because I wanted to make sure
L&Q takes full responsibility for the services
we receive from them. Now, as a member of
the Neighbourhood Committee, we have

built mutual trust. The diversity of the
committee is its strength and by working
together we do make a real difference. 

“If you care about where you live then
come and join us. I know you’ll get just as
much out of getting involved as I do.”

All residents who join our Neighbourhood
Committees are given free training in a
number of different skill areas, and we will
cover any travel or childcare costs.

The City Central committee (covering
Westminster, Kensington and Chelsea,
Hammersmith and Fulham, Islington,
Camden, Hackney) is currently full, but all
other committees have vacancies.

In particular, we are keen to recruit 

to the South East (Lewisham, Bromley),
South West Counties (Surrey, Sussex), West
London (Brent, Ealing, Hounslow, Hillingdon,
Harrow, Watford, Spelthorne, Three Rivers)
and Kent (Ashford, Dartford, Gravesham,
Maidstone, Medway, Shepway and Swale).

A list of all seven neighbourhood
committees and what areas they cover 
is available on the L&Q website at
www.lqgroup.org.uk Search for 
“neighbourhood committees”.

L&Q knows that looking
after and improving your
neighbourhood is just as
important as keeping your
home in good condition.

Mystery Shoppers 
go behind the scenes 
at L&Q Direct
Over the summer we held an open
day at L&Q Direct for Mystery
Shoppers.  The event gave them the
opportunity to visit the Cray House
service centre, meet with L&Q Direct
staff and find out more about how
we respond to customers’ calls.

The day was well attended with
residents travelling to Sidcup from
as far as Twickenham.  Those who
attended were given a tour of the
building and were able to listen to
some sample calls to understand
how we monitor and assess quality.
Participants also learned about
L&Q’s ‘right first time’ initiative and
found out how the mystery shopping
information they provide is
responded to by L&Q managers.

This was the first time we have
invited Mystery Shoppers behind the
scenes at L&Q.  Based on its
success we will be looking to
organise similar events in the future.

Taking pride in your neighbourhood

For more information contact
L&Q Direct on 0800 015 6536.

We are constantly improving our
website, developing the digital
version of Homelife, and using
email and text messages to
keep costs low while keeping
you up to date. 

At the same time, we
appreciate that not everyone
has access to the internet so
we work hard to keep the
cost of printed items down
and not produce
unnecessary information.

To help us keep our
finger on the pulse of what
residents want, we run a

Communications Forum that meets
twice a year. Meetings are held in
central London and take place in the
early evening. Residents and L&Q staff
have lively and enjoyable debates
around a range of communications
topics, including:
� Providing feedback on the content

and design of our communications
� Suggesting topics which would be

of interest to residents
� Helping ensure that as many

residents as possible have access
to our communications by
identifying needs in their community

� Suggesting and testing other media

channels for communicating 
with residents

� Using social media to engage with
residents in a more interactive way

� Help to ensure L&Q communications
achieve value for money.
Any agreed actions are then taken

forward by L&Q staff and reported 
back to forum members.

To make sure that all of L&Q’s local
neighbourhoods are represented, we
are looking to recruit new members 
to the forum. Any expenses will be
reimbursed, refreshments are 
provided and you will receive a gift
voucher for your time.

If you would like to get involved please email homelife@lqgroup.org.uk 
or call 0800 015 6536 and ask for the Homelife editor.

Making sure that we give you the information
you need, in the format that you want it and
for the best value is very important to L&Q.

Have your say on 
our communications

I was very
impressed with the

whole event.  It was
lovely to see some 
of the people
behind the calls.

I never thought I
would get to see

the admin workings of
L&Q.  It can only help
with any more mystery
shopping experiences 
or if I can get involved
in any other way.
Thanks again, 
I enjoyed it.

If you would like to more information about
events like this, or becoming a Mystery Shopper,
please contact L&Q Direct on 0800 015 6536 
or email L&QDirect@lqgroup.org.uk







Police are reminding

young people to take

simple precautions

when they are out 

and about to avoid

becoming a victim 

of crime.
London and the South East remain

generally very safe, despite the

rioting we saw over the summer, but

recent rises in the value of gold and

an increase in the number of people

who have expensive smartphones

and iPods mean that criminals are

tempted to strike on the streets.

Of course, you should be sensible

however old you are, but police

figures show that more than a third of

the victims of street robbery are aged

10 to 19.

Be
street
smart Once the report has been made you

should not be held liable for any charges
that are racked up, and the network
operator can put a bar on the phone so
that it can’t be used.

Every mobile phone has a unique
reference number called an IMEI 
number, which you can find out by typing 
*#06# on any mobile. This number can 
then be registered online at
www.immobilise.com, which is a 
website the police use to trace the proper
owner when they recover stolen goods 
and help them catch thieves. You can also
use this website to register things like
computers and bicycles. By signing up to

the immobilise website you can also 
use it to alert police, insurance and the 
second-hand trade if something is stolen.

The National Mobile Property Register
works in the same way. Visit their 
site at http://thenmpr.com/

Lots of people now have smartphones,
and it is especially important you protect
these because of the amount of 
personal data and passwords that are
stored on them. If you have a smartphone
there are various free applications you 
can download to track and data wipe 
the phone if it is lost or stolen – simply 
search in the Apps store for your 
particular phone.

If your mobile is lost or
stolen you should
immediately report it to
the police and tell your
network operator. 

� Don’t flash your valuables in public. If

you are walking down the street with

an expensive mobile phone, music

player or jewellery on display then

you can become a target

� Be careful of pick-pockets when 

you are in crowded areas, such as

getting on or off the bus or train.

Keep your wallet and other valuables

in a front pocket or inside pocket –

they are easier to steal from a back

pocket

� Be vigilant at the cash machine, 

particularly when entering your pin

number, and never count your money

obviously in public.

� Make sure you are alert when walking

alone – if you are listening to music 

or looking at your phone people 

can see that you are distracted 

and therefore a better target

� Try to avoid being out alone in the

dark. If you have to be out at night 

try to stay in a group, or at least stick

to well lit and busy public areas.

Avoid shortcuts like alleyways or 

unlit car parks.

� If you think you’re being followed,

cross the road. If you are still being

followed go into a shop and wait 

until you think the threat has passed,

or ask the shopkeeper to check

outside for you. If there are no shops

and you are very worried you can

knock on a house instead.

� If you are going somewhere new

make sure you plan your route in

advance so that you are not walking

around looking lost

� Try to take a bus or train, or even 

ask for a lift, rather than walking

around alone at night.

The following advice will help keep you safer

when you are out:

Step
Just dial 01255 84 0800 

Step 
Enter the full free-phonenumber you want to callat the prompt.

Step
Then press # – it’s thatsimple!

Most mobile phone
providers in the UK still
charge their users for
calls to 0800, 0808 
and 0500 numbers. 
Now a new service called 0800Buster lets
you call these numbers using your mobile’s
inclusive minutes by providing you with a
UK landline number to dial instead.

No registration or set-up is necessary,
and the service is completely free.

Free
0800 calls
from your
mobile

If you live in the London area you can
now call 101 to report a crime that has
already happened, seek crime prevention
advice or make the police aware of any
issues in your neighbourhood. 

Using 101 for situations that don’t
require immediately police response

helps keep 999 available for when 
there is an emergency.

Operators can speak to you in your
own language if necessary and if you 
have any hearing impairment a textphone
service is available on 18001 101.

Calls to 101 from landlines and
mobiles cost 15 pence per call, no
matter what time of day you call or 
how long your call lasts.

In an emergency you should always
call 999. This would be when a crime is
happening, someone suspected of a
crime is nearby, or someone is injured,
being threatened or is in danger. 

To find out more visit   www.met.police.uk/101

A new way to
contact the police

Protecting your
mobile 
phone

A new telephone
number has been
launched for people to
contact their local police
about non-emergencies.





If you would like to have
any of the articles in this
newsletter reproduced in
your own language, or in
large type, braille or as 
an audio cassette, please
ask one of our staff who
will arrange this for you.

L&Q Direct*
0800 015 6536
L&Qdirect@lqgroup.org.uk 
www.lqgroup.org.uk
L&Q Direct, PO Box 194, Sidcup, DA14 5HU.

* If calling from a mobile you may find it cheaper to dial 020 8045 4011,
from which you will be put through to the L&Q Direct team.
Calls may be monitored for quality and training purposes.

L&Q Direct is staffed between 8am and 8pm
Monday to Friday, and 9am to 1pm on Saturday.
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where to find us

Homelife is produced by L&Q's 
communications department and 
designed by Talisman Communications,  
The Media Village, 131-151 Great Titchfield
Street, London W1W 5BB.


