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Improving Services – Six of the Best!

Congratulations to 4
Granta projects which
have now achieved
the maximum award
of six grade “A”s for
excellent supported
housing services!

1

Over the last 12 to 18
months we have been
working hard, with your
help, to do things better.

We have succeeded in
making many
improvements, large and
small.  We believe some
of the most popular
areas of change have
been regarding:

• Anti-social behaviour –
following consultation with
tenants and councils we
are now introducing
“starter tenancies” making
it easier to evict nuisance
neighbours.

• Maintenance – we have
changed contractors to
improve performance over
the last six months and can
now make immediate
appointments for work
when you first report 
your repair.

• Tenants Handbook – this
has been completely re-
written in consultation with
a Tenant Editorial Panel to
make it more helpful and
easier to use.

• Granta website – this has
been improved with
suggestions from tenants
so that repairs, complaints
and anti-social behaviour
can all now be reported
on-line.

• Reception – we have
piloted extended office
opening hours; introduced
a telephone texting service
and the ability to pay rent
over the phone, as well as
on-line.

• Equality and Diversity –
through a major written
and telephone survey we
have gathered information
to make sure we can tailor
our services to meet
individual customer needs.

and one for luck!

• Debt Councelling and
Benefit Advice – Granta has
sponsored Citizens Advice
to provide a support service
for tenants in rent arrears
to help them meet
payments and reduce the
prospect of eviction.
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In April a survey was sent
out to all residents who
receive a grounds
maintenance service.  We
had a 25% response rate
and would like to thank all
of you who took the time to
complete and return forms.
Overall, 64% of all those
who responded were
satisfied with the quality of
work on their sites.

But a number of you made
some very valuable
comments about the
grounds maintenance
service on your site and we
are taking action on these.

We also noted that not
everyone is aware of the
service standard that should
be provided by the
contractors on your site or
the frequency of their visits. 

In response we will
distribute details of what
you can expect, who the
grounds maintenance
and/or the cleaning
contractors are on your site
and how often they should
visit.  If you do not think
that you are receiving the
level of service that matches
the contract then contact
your Housing Officer.  All

Housing Officers carry out
site inspections on a 4-6
weekly basis and are happy
for residents to join them
during these inspections or
to contact them in advance
if there are specific issues
that you would like to draw
to our attention.
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Grounds Maintenance – Generally good, but could do better!

STATUS
SURVEY

In the last
edition of
Granta News
we told you
about some

of the findings of the survey
carried out late last year and
said we would be telling
you how we planned to
respond to some of the
areas you identified as
needing improvement. 

One thing the survey said
was that Granta tenants
were sometimes less
satisfied with their
neighbourhoods than
tenants of other landlords.
In response we have
undertaken to:

• Investigate the findings
further to identify any
problem ‘hot spots’ and
work with residents, the
police and others to better
tackle issues like anti-social
behaviour.

• Encourage residents to
participate further in the
routine estate inspections
carried out by housing
officers in order to get your
views on what needs to be
done around the area you
live.

• Use the information from
the estate walk- abouts to
develop with residents a
longer term plan for each

area which would set out,
for example, any
improvements required to
landscaping, cleaning or
nuisance neighbours.

We are also continuing to
monitor tenants satisfaction
with the responsive repairs
service to ensure that
satisfaction levels with the
service remain high
following the improvements
since last Autumn.  We will
keep you informed of
progress in these matters.

STATUS Sa t i s f ac t ion  Survey  –  Wha t  Nex t !
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Contractor Training for a Better service
Granta are keen to ensure that all of our
customers receive a consistent and
sensitive service from contractors who
work in residents homes.

We require our contractors be aware of
individual needs around age, disability,
gender, ethnicity, sexual orientation,
religion or belief.  We now arrange
training for contractors to help ensure
they conduct themselves
professionally in the way they carry
out work in your home.

We require all our contractors to make
reasonable adjustments in the way they

deliver services. This is to take account of 
customers individual circumstances in 
the  way they carry out their work and in
the way they deliver a professional service
to you.

If you require further information or wish
to make a comment or observation about
the conduct of our contractors in 
your home please 
get in touch 
with Tony Holmes 
our Asset and
M a i n t e n a n c e
Manager (office
contact details on
back page). 

Maintenance Matters

During the year we have regularly reported
upon the legal requirement that all gas
appliances owned by Granta Housing
Society must be serviced every 12 months.
Poorly maintained appliances can kill.
Where we have been unable to service
boilers, it is usually because the tenant has
not kept an appointment or refused to give
access.  To try and overcome this we have
tightened up procedures and introduced
both stronger sanctions and rewards.  The

results have been very satisfactory.  We are
pleased to say that we are now
achieving 99.7% success rate.  

Please remember how important it is to
allow Granta Housing Society’s CORGI
registered contractor access to your home to
allow them to service the gas appliance.  If
you provide access on the first attempt, you
will be entered into a quarterly £50 draw.
Remember, if you repeatedly fail to give

access, will we take action
and you may be liable for
our legal costs which can be
in excess of £900.

So far we have been able
to gain access to
approximately 150
properties on the first
arranged appointment.
The first draw for £50 took
place on the 28th June
2007 at the Residents
Consultation Panel
Meeting.

Gas Safety – Stick and Carrot may help to save lives!
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Granta has produced a new
mini-guide providing brief
information about the most
commonly used benefits
you may be entitled to as
from April 2007. It also has
useful contact details for

getting further information
and advice. The purpose of the
leaflet is for Granta to help
residents maximise their
incomes and assist in
combating poverty and
avoiding debts.
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An Inspector Calls – Part II
In the last issue of Granta News you will
have read about Inspectors coming from
the Audit Commission to spend a week
at our offices, assessing what we do, and
how we do it – then later giving us a
report on their observations.

The Audit Commission is an independent
public body which helps organisations to
improve their services and performance, by
looking at what they do and suggesting
improvements where necessary.

We aim at providing as good a  service as we
can and we are continually looking at service
improvements for residents so we look
forward to hearing what they have to say.

During the week that the Inspectors are here
with us, they will also want to make contact
with tenants.  A number of you have already
offered to join a residents meeting arranged

on 24th July.  The inspection team plan to
visit some of our estates and telephone a few
tenants at random that week as well.  Visits
to some supported housing schemes will also
be arranged around that time.

Following the inspection the Audit
Commission will advise us of their findings,
including any areas where it is felt that there
is still room for improvement, and we will
share this with you and make plans
accordingly.  Initial findings may be ready in
time for the next edition of Granta News – so
watch this space!
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Could
You
Benefit?
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