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Improving Services — Six of the Best!

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:

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

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

e 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.

T
NG SOCIETY

B
g

Congratulations to 4
Granta projects which
have now achieved
the maximum award

of six grade “A"s for
excellent supported
housing services!
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e 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.

e 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!

e 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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Grounds Maintenance - Generally good, but could do beter!

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.
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tfociey | 10 the last
ngUS edition  of
Granta News
vaey 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:

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. Al

e |nvestigate 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.

e 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.

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

VA

Granpta

—

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.

STATUS Satistaction Survey - What Next!

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
SURVEY
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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

NEWSLETTETR

Maintenance Matters
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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
Maintenance .
Manager (office 4 =
contact details on

back page). ~

Gas Safety — Stick and Carrot may help to save lives!

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 Kkill.
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

Percentage of Outstanding Gas Safety Checks

10.00%
9.00%

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.

8.00%

7.00%

So far we have been able

6.00%

to gain  access to

5.00% 7]

approximately 150

4.00% 7

properties on the first

3.00%

arranged  appointment.

2.00%

The first draw for £50 took

1.00% 1
0.00%

place on the 28th June
2007 at the Residents

Aug-06 Sep-06 Oct-06 Nov-06 Dec-06 Jan-07 Feb-07 Mar-07 Apr-07 May-07

Consultation Panel

Aug-06 | Sep-06| Oct-06 | Nov-06| Dec-06 | Jan-07 | Feb-07

Mar-07

Apr-07 | May-07

Meeting.

‘DSeries1 5.10% | 3.06% | 1.77% | 1.49% | 1.63% | 1.70% | 0.92%

0.98%

0.52% | 0.30%
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Benefits for Families

‘Warking Tax Credit / Childrens Tax Credit
These were introduced in Aprl 2003 10 replace warking
farilies tax crecht and deabled tax crect

Child tax credt i @ mears tested benefit for people
resporble for chidrn. It b5 pakl to the main caesr
and will give all famibies earming bess than £55,000
........

Working tax crecht 15 & means tested of income related

This & payable for each chid under 1 Swmolan

£1.10 for the ekdest i mn £12.10 fo ay ety
To claim contact your job centre on 61223 545000

Job Seekers Allowance

“Vou can clam this aliowaeie, as kong s you have paid
enough National insurance Contributions. o have an
intome o savings below a certain level, Tha is cumently
Under 18 {3565 » Under 25 - {46 85 » 25+ -£59.15
Don't forget you can claim Housing Benefit and
Council Tax Barefi if you an on a low income o the
S Seckers Allowance

Ta claim contact your job centre on 01223 545000

Howsing Sociely

You could benef

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.

income 1 below 8 certain level, You can abo daen r.'ng
il you are off work sick, looking after somecne o o6
unpuse keave from work Iooking adter chidren

To claim contact your Social Security Office on
01223 545200
Back to Work Bonus

This is a scheme nwnham:..-miumulel
mowe inte Tul tine work bom part teme work. This
paid when you start work

To claim contact your Job Centre on 01223 545000 1,

Housing Benefit and Council Tax Benefit
ou £an elaim Housing Benefit to belp with paying the  Care

1 full time education). The weekly smourt i currently  Banalit

Pension Credit

This is money 10 10p up your permion it is below a
uuuuuu in levol, The bevel for & ungle pencn s £119.05
and £81.70 for a couple. There i ra Lpper bmit for
savings, but sangs over £6,000 will be subject 1o
“uanitf income™ of £1 per £500.

Ta claim phane 0800 991234

—p—
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getting further information
and advice. The purpose of the
leaflet is for Granta to help

residents maximise  their
incomes and  assist  in
It also has combating  poverty and

useful contact details for avoiding debts.
Im.nme snppuﬂ‘ Attendance Allowance

b aswwmpmnmwlmn

r
The curment lowver rate i 4] 3I1
To request a claim form phone 0800 441144

Benefits for disabled people & carers
Disability Living Allowance

s tax frie, ron means tested alowance i svalable
to dissbled people under 65. You can claim for care,
mobdlity or bath.

Could

Mability

payment for those in low paid work. This cret wil et and Councd Tax Benefd to help with Council Tax. figher  £5450 M £45.00
PR g D 0 ST Tt Lt ey e G L (00
h v, wi ddren or ; ‘
a disability Other familes’ credit wil depend on ;;w\ll "I,“‘rv betwenn £6,000 aed £16,000 # over ¥
ther circumstances aflect the amount you can get. T ehaien contact the Bersefits Agency
Depending on your droumtances, you may get heip  On 0800 441144
Tl phiosd Al o weth all o puat of the rent and Counci T ou can st
rrPpa get help f you are working Carers Allowance
To clalm contact your local councl for am  This is o tasble weekly benefit You are entitied 1o

form. Tha form wall cover Councl Tax  cla

a ing af
i well 2 Housing Benefit Attondance Afowance or Drsabiity Living Allowance. ft M
can be topped up by Income Support. You will also ge
Benefits for People Over 60 Credits fowards your Reteement Pension whilst
elawning this berefa 0

The current rate i £48 65
Ta claim phone 0800 441144

ave ahered with effect from April of each year

Thes leafiet s inteeced a6 @ general Quae 1o ivastabie
benetm

any

g Socety cannot
o, o o changes e k.

An Inspector Calls — Part I

In the last issue of Granta News you wiill
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

Ay 2 ssion

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!

HOME ACCESSIBILITY ADOUT US CAREERS MEDIA CONTACT LINKS FAQ COMPLAINTS WELP

bureaucracy. impact on public services

Housing

!ll I! I_‘i_\a We work in partmership to improve housing
. ﬁ i ".-i services,

fund .
of housing associations.

ices. We do this for lecal
ur audit, lnspection and redearch
o help improve the performance

Find out more about our worl; in the following areas, incuding:
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