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to win £125.
Call 01724 279900

: TENANTS are happier with their landlord

. services than ever before.

i Almost 2,000 North Lincolnshire Homes tenants
: gave their views in a detailed survey carried out by
. the National Housing Federation in January 2011.

¢ Results showed that 84% are happy with the services
: they receive from North Lincolnshire Homes — 1%
© higher than the national average for social housing
: tenants.

: In all areas, including the quality of their home,
: their neighbourhood, value for money and the repairs
© service, tenants said they are more satisfied now than
: they were three years ago.

:  However, they think North Lincolnshire Homes
: could do better in listening to their views and keeping
. them up to date with information.

In terms of our leaseholders, more than a third,

SATISFIED: Tenants of Eden Dene, Scunthorpe, toast
improvement works to their homes

36%, are not satisfied with our overall services. This

overall rating for homeowners is much lower than the :

National Housing Federation’s rating average of 55%. ' of tenants, we launched

North Lincolnshire Homes’ Chief Executive Andy a set of Local Offers

Orrey broadly welcomed the survey’s findings.

“The last time we carried out such a detailed
survey was in 2008, only a year after we set up the : can expect from North
organisation. To see that overall satisfaction in our :

services has risen from 80% to 84% in just three years :

is brilliant news for our tenants and staff.

“But the biggest benefit from this survey is to
pinpoint the areas we are not so good at so we can : symbol Qo see how
everyone is happy with. Tenants are telling us we need we are per orming
to update them more and listen to their views. That is ag ainst our offers to

|you.

get better and deliver a top-notch housing service that

our priority now.”

For the the full results, visit www.nlhomes.org.uk

Keeping our
promises

WHEN North Lincolnshire
Homes took over social housing
from the council in 2007, a
range of promises were made
to tenants. Nearly all have been
delivered.

@ Full story on page 3

Exciting plans
to grow

THE company is set to grow and
branch out into new and exciting
ventures which promise to bring
even more benefits for customers.

@® Full story on page 16

Last year, with the help

setting out what you

Lincolnshire Homes.

Look out for our special
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Popular member
bids farewell

AR,
RETIRED: Edna Moore

TENANT Edna Moore, one of the
original Board members, has retired
from her post.

Edna was first elected to the Board
in 2007 when North Lincolnshire
Homes was set up.

A well-known resident of Market
Hill, in Scunthorpe, Edna and her
husband Danny are passionate about
their community and have also
played an active part in our tenant
group Community Voice.

On retiring, Edna said: “I am proud
of the progress North Lincolnshire
Homes has made since those early
days in 2007. I have made some
good friends and colleagues and I am
confident there is the experience and
passion within the company for it to
continue to succeed.”

Follow the Code

THE Board has signed up to the
National Housing Federation’s Code
for Excellence in Governance.

The code sets out 11 principles which
Board members promise to uphold,
including putting the customer first
and being accountable to residents.

Commitment to
equality

TARGETS are in place to check
that the Board fairly represents the
community in which it serves.
Currently, 59% of the Board is
female, with 6.6% from a black or
minority ethnic background and
20% of members with a disability or
limiting long-term illness.

Observe the Board

A LIMITED number of places are
available for tenants to observe
Board meetings. Contact 01724
279900 for more details.

ALL A-BOARD FOR TENANTS

Two tenants are elected onto the Board

By Fiona Ruddick
Governance Officer
fiona.ruddick@nlhomes.org.uk

TENANTS Mark Harland and
Christine Cooper are the
latest recruits to join the
Board of North Lincolnshire
Homes.

Mark is already familiar with
the role having been re-elected to
the post after previously serving
three years as a Board member.

He is joined by Christine, who
is now retired but has experience
having worked in business, NHS,
Social Services and management.

She said: “I look forward to
working as part of a team at North
Lincolnshire Homes, for the
benefit of fellow tenants.”

On being re-elected, Mark said:
“Being a tenant Board member
is extremely rewarding. Resident
involvement is a big priority for
North Lincolnshire Homes and

ON BOARD: Mark Harland and Christine Cooper

with five tenants sitting on the
Board we can ensure that the
interests of tenants are represented
at the highest level.”

The Board has the important
job of setting the direction of the
organisation, approving strategies
and overseeing finances and risks.
It meets every six weeks. Board
members also sit on Operations,
Resources and Audit and Risk
Committees.

Each member has to go through

an annual, independent appraisal
to ensure they meet the standards
required to govern the company.

Also welcomed to the Board in
2011 is Councillor Carl Sherwood
who replaces Councillor Len
Foster. Thanks go to Len for his
valuable contribution to the Board
of North Lincolnshire Homes.

Independent member Tony
Lightfoot remains as Chair of the
Board.

North Lincolnshire

HOMES

THE vision of North Lincolnshire Homes is
to inspire our people and partners to make
positive differences.

The company has three main aims:
* To deliver excellent services and homes

* To ensure customers are always at the
heart of our business

* To maximise resources and opportunities

North Lincolnshire Homes is a registered social
landlord, providing 9,737 affordable homes for
rent in North Lincolnshire. The company was
established in 2007 following a Large Scale
Voluntary Transfer of all social housing stock
from North Lincolnshire Council.

The company is not-for-profit and has charitable
status.

The company is regulated by the Tenant Services
Authority.

Registered address: Meridian House, Normanby Road, Scunthorpe, DN15 8QZ. Telephone: 01724 279900

Customer Centre, 15-19 Cole Street, Scunthorpe, DN15 6QY. Email: enquiries@nlhomes.org.uk Website: www.nlhomes.org.uk
Twitter: @nlhomes and also find us on facebook.

Board members:
Tony Lightfoot (Chair and Independent Member)
Mark Harland (Vice Chair and Tenant)

Gordon Rowlands (Independent Member and
Chair of Resources Committee)

Edgar Patchett (Independent Member and Chair of
Audit and Risk Committee)

Richard Leach (Tenant and Chair of Operations
Committee)

Cherrill Page (Tenant)

Christine Cooper (Tenant)

Colin Boyce (Tenant)

Gill Shaw (Independent Member)
Cheryl Leaning (Independent Member)
Rob Waltham (Councillor)

Liz Redfern (Councillor)

Roni Wilson (Council representative)
Sandra Bainbridge (Councillor)

Carl Sherwood (Councillor)
Executive Team:

Andy Orrey (Chief Executive)

lan Dixon (Finance Director)

Steve Hepworth (Operations Director)
Pete Stones (Director of Regeneration)
Steve Wardrope (Director of Corporate Services)
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WE PROMISE: TO BE A GREAT LANDLORD

North Lincolnshire Homes on track with promises to tenants

=

FORTY-five out of the 62 promises made to
tenants when they voted to transfer their
homes from the council to North Lincolnshire
Homes have now been met.

The remaining 17 promises are on target to be
completed in the next few months.

A working group of tenants keeps track of the
promises and makes sure residents are getting what
they voted for in 2007.

So far, North Lincolnshire Homes has launched
a new fairer way to allocate homes, set up clear
procedures for dealing with complaints, set up its own
anti-social behaviour team, provided tenancy support
to help people manage their home, offered a range
of ways for tenants to get involved and much more.
Haxey tenant and member of the Promises Working
Group Terry Chatwin said: “It is our job to challenge

TENANTS HIGHLIGHT SOME OF OUR PROMISES

KEEPING OUR PLEDGE: Chief Executive Andy Orrey
with active tenant representative Ken Willey

North Lincolnshire Homes to make sure they deliver
what they promised to deliver. We are pleased with
the progress so far but we are also working with the
managers to agree what further action is needed to
make sure all the promises are kept.”

All of the promises around providing a better
repairs service, affordable rents and action against
anti-social behaviour are complete.

Work is ongoing to complete all the promised home
and environmental improvements by March 2012,
plus ensure resident groups have suitable meeting
facilities, carry out community safety work, introduce
new Sheltered Housing Standards and deliver a
strategy for developing new homes.

Our progress in meeting the promises has been
independently checked by auditors, Beevers and
Struthers, who have confirmed we are on track.

Tenants from our Annual Report Working Group have selected promises which are important
to them. Here we report on our progress in four.

NLH will ensure modern kitchens
in homes where the Kkitchen is
over 20-years-old.

By March 2011, new kitchens had
been fitted in 5,676 homes. We are
on target to complete the work by
March 2012.

Alison
Highlands

NLH will make it easy to report
repairs.

A wide range of options are now
available, including telephone,
website, at our Customer Centre,
email, text, in writing, or via our
digi-tv service.

Rukshana Gul

NLH will provide modern facilities
to enable older people a good
quality of life.

We have a new standard for homes and
won the council’s contract to provide

0 |

: housing support. 87% of sheltered
Terry Chatwin

tenants are satisfied with the service.

NLH will develop a tenant

participation compact.

We have produced a Resident
Involvement Statement outlining
all the ways tenants can be involved
and have been praised by the Tenant
Participation Advisory Service.

Mary Southgate

Your rent, your views

83% of tenants think that their rent
provides them value for money

(Source: Tenant Satisfaction Survey
2011).

Delivering home Q
improvements

BY March 2011, 5,676 homes had
received new Kkitchens, 4,230 had
received new bathrooms, 6,357 had
been rewired, 7,200 had got new
double glazed windows and 3,999
had benefited from new efficient
heating systems. 84% of tenants are

now happy with their home (Source:
Tenant Satisfaction Survey 2011).

Did you know?

YOU can follow
@nlhomes

us on Twitter

Be tempted
by our

Mena of Options

Tenant or

Leaseholder?

There are loads of ways
for you to get more
involved with
North Lincolnshire Homes

View our special menu at
www.nlhomes.org.uk or
call us on 01724 279900
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RESIDENTS SHINE THE SPOTLIGHT

ON OUR LANDLORD SERVICES
i

By Ian Mortimer
Resident Involvement Manager
ian.mortimer@nlhomes.org.uk

A PANEL of residents has
come together to scrutinise
the services offered by North
Lincolnshire Homes.

Set up in March 2010, the
Resident Scrutiny Panel’s job is
to inspect customer services and
report its findings to the North
Lincolnshire Homes’ Board, with
recommendations for improvements.

people who had made complaints.

They found the complaints policy
was difficult to read and the way
complaints were handled was too
complicated.

They also heard that people who
made a complaint had no idea what
to expect from North Lincolnshire
Homes.

They recommended that the policy
was rewritten and staff should be
retrained in dealing with complaints.

The second investigation carried
out by the Resident Scrutiny Panel

It has so far carried out two
complaints

investigations,  into
management and call handling.
In a five-month inquiry
complaints,

into
conducted from July
2010, the panel interviewed managers

was into call handling.

The group carried out research
into how the service was performing
before conducting checks with staff

and staff and got feedback from within the North Lincolnshire Homes’ improvement.

TENANT

Community
Voice Chair
Janine Mee

| BECAME a member of
Community Voice when
it was first formed in
2007 and am now proud
to be the Chair.
Community Voice is the
best way for tenants to come
together to represent their
neighbourhoods and discuss
North Lincolnshire Homes
policies affecting them. It
is essential that tenants do
have a voice and are involved
in an active way within
North Lincolnshire Homes.
Community Voice provides
a platform for people to
raise issues and be actively
involved in  influencing
landlord services. Members
also get the chance to represent
the organisation at national
conferences and events. I
look forward to representing
Community Voice in the
future.

Contact Centre.

Community Voice members:

Janine Mee (Chair: Warley Road Residents’ Association)
Mary Southgate (Vice Chair: Bottesford representative)
Alison Highlands (Secretary: central Ashby representative)
Danny Moore (Treasurer: Market Hill Res. Association)
Rukhsana Gul (Black, Minority Ethnic representative)
Maria Havercroft (Black, Minority Ethnic representative)
James Parker (Young persons’ representative)

Sarah Coultard (Healey Road Residents’ Association and
Young Persons representative)

Betty Parsons (Disabilities representative)

Victoria Fernandez (Lesbian, Gay and Bisexual persons’
representative)

Jo West (representing Barrow)

Sue Brown (representing New Holland)

Terry Chatwin (reserve sheltered housing representative)
Barry Pridmore (Beechway Residents’ Association)

Pat Stevenson (Beechway Residents’ Association)

Robert Deutsch (Bellingham Road Residents’ Association)
Debbie Lee (Bellingham Road Residents’ Association)
Andrew Weller (Caistor Road Res. Association, Barton)
Tracie Weller (Caistor Road Residents’ Association, Barton)
Steven Dale (Crosby Park Residents’ Association)

Frank Dinsdale (Earls Walk Residents’ Association)
Kevin Nightingale (Emmanuel Court Res. Association)

Roberta Norris (Emmanuel Court Residents’ Association)

The panel also investigated what for busy times,
and tenants on how customers’ Otherorganisations did well and came satisfaction survey at the end of calls
telephone calls were being handled up with a list of recommendations for and increased staff training.

|

" 4
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SERVICEé UNDER THE SPOTLIGHT

an automated

All of the recommendations are

These included a call back option being carried out.

Barbara Cross (Epworth Residents’ Association)

Gwen Burdett (Epworth Residents’ Association)

Victor Waldron (GND Residents’ Association, Hibaldstow)
Lisa Cole (GND Residents’ Association, Hibaldstow)
Raymond Day (Hallcroft Close Residents’ Association)

Jim Newcombe (Healey Road Residents’ Association)

Joan Long (Healey Road Residents’ Association)

Pat Cowdell (Hillside Residents’ Association)

Don Robertson (Hillside Residents’ Association)

Sarah Wattam (Lilywood Residents’ Association)

Bernard Grainger (Lilywood Residents’ Association)

Pat Devine (Lodgemoor Residents’ Association)

Les Walker (Lodgemoor Residents’ Association)

Edna Moore (Market Hill Residents’ Association)

Lynn Dannatt (Mid Crosby Residents’ Association)

Dean Hobson (New Westcliffe Residents’ Association)
Richard Leach (RUG Residents’ Association, Brigg)
Elizabeth Gilmour (RUG Residents’ Association, Brigg)
Ron Weller (South Killingholme Residents’ Association)
Maureen Weller (South Killingholme Residents’ Association
Ken Willey (Swinburne Residents’ Association)

Steve Taylor (Swinburne Residents’ Association)

Eileen Clark (Victoria Drive Residents’ Association, Barton)
Maureen Grindley (Victoria Drive Res. Association, Barton)

Julie McNulty (Warley Road Residents’ Association)
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COMPLAINT HANDLING
MUST BE IMPROVED

Only 77% of complaints were responded to within
deadline between April 2010 and March 2011

LISTENING: Organisational Learning Officer Jen Allen 1
with Louise Usher, Policy and Performance Manager

By Toni Mosley
Head of Business Improvement
toni.mosley@nlhomes.org.uk

COMPLAINTS made to North
Lincolnshire Homes between April
2010 and March 2011 totalled 567.
This is an increase on the previous year
when 417 complaints were received.
Despite a target to respond to all
complaints within two weeks, the company
fell short and only responded within the
deadline in 77% of the cases — this was a
decline in service from the previous year
when 90% were responded to within target.
A sample of complainants was asked to
feedback and, of those who responded,
only 60% felt that their complaint had been
resolved to their satisfaction.
North Lincolnshire Homes has accepted

this area needs to improve and already
several measures have been put in
place to ensure complaints are handled
appropriately.

Louise Usher, Policy and Performance
Manager, said: “With the help of tenants, we
have rewritten our Complaints, Comments
and Compliments Policy and following
consultation, the policy was approved by
our Board in May 2011.

“One of the main ways we have improved
the process is by simplifying it and training
more staff to deal with complaints at the
time they come in. With more people talking
to customers and helping them resolve their
issues we can speed up the process and
deliver a better service.

“We are already seeing the benefits and
in the first quarter of 2011/12 we dealt with
98% of complaints within our targets.”

OMBUDSMAN RULING

Mr W complained that North
Lincolnshire Homes had failed to

resolve problems with a solid fuel fire

and damp to the chimney breast of
his home.

He said the problems began following
roofing repairs that had been carried out on
his home.

The case was one of three complaints

to have been referred to the Housing

Ombudsman Service in 2010/2011.

On investigation, the Housing Ombudsman
Service ruled that North Lincolnshire
Homes had taken comprehensive action in
responding to the issues and there was no
maladministration by the company.

No maladministration was found in the
other two cases.

Brief matters

Our offer to you Q

NORTH Lincolnshire Homes promises to respond to
all complaints within 14 days.

When a complaint is made, it follows a staged process,
beginning with Stage One where a complaint goes to
service managers. If the complainant is not happy with
the response they receive here then the complaint can
progress to Stage Two where the Head of Service deals
with the matter. The final stage is Stage Three where
the complaint goes to a panel made up of the Chief
Executive or nominated Director and three Board
members who will try to resolve the issue. If we are
not able to resolve the complaint, the customer has the
option to go to the Housing Ombudsman.

Complaints - how were
they resolved

ALTHOUGH complaints made to North Lincolnshire
Homes totalled 567 last year, 539 complaints were
resolved between April 2010 and March 2011. 466
complaints were resolved at Stage One, 33 complaints
at Stage Two, six complaints at Stage Three and one
was resolved through the Ombudsman. Overall 61% of
all complaints were upheld.

Your calls Q

BETWEEN 2010 and 2011, we answered 33% of
telephone calls within ten seconds. However, with
tenants looking at the service through our Resident
Scrutiny Panel and by increasing staff numbers, this
figure has now risen significantly.

£af

Apply for Board
membership

Vote for the next
tenant Board member

Attend the Annual
General Meeting

NN
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Resident INVOLVEMENT

WE love getting out and about, meeting our residents, having fun and learning what makes them tick.

FLOWERING SUCCESS: Over 50 residents presented their gardens HAVING THEIR SAY: Around 100 tenants joined North Lincolnshire
with pride in the annual NLH Gardening Competition. Wendy Homes at its annual Tenant Conference in Scunthorpe. Tackling anti-
Britcliffe, Senior Resident Involvement Officer, said: “Every year | am  social behaviour was the theme of the day and partners, including
bowled over by the standard of entries. We have some very talented the police and fire service, joined us in what was a very successful
tenants and it is always a joy to see their hard work blossom.” event. Duck Egg theatre group in Barton performed a play.

¥ {5‘-—*

ﬂ. J/ ﬁ

FUN IN THE SUN: Burringham playing fields was the venue for GOODNIGHT SWEETHEART: Tea and dancing were on the menu
North Lincolnshire Homes’ Community Fun Day. Hundreds came when North Lincolnshire Homes took its tenants back in time for a
and took part in fun games, competitions and learned all about 1940 style Tea Dance. The event in Scunthorpe attracted around 80

what North Lincolnshire Homes has to offer. tenants from across North Lincolnshire.
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September Three jobs created
at furniture recycle project

June Acorns Dreamscheme
project awarded £1,500 grant

LOOKBACK (SR

CASH BOOST FOR
WORTHWHILE CAUSES

By Chris Baker
Community Investment Co-ordinator
chris.baker@nlhomes.org.uk

ALMOST £60,000 was awarded to local
projects between April 2010 and March 2011.

Cash from the North Lincolnshire Homes’ Community
Development Grant Scheme helped grow community
gardens, saw more young people sign up to sports and
helped fund community events across the region.

Local groups were invited to apply for up to £3,000 to
help provide a community-based project.

One such group was the Bellingham Road Activity
Group (BRAG) which was awarded £2,000 to provide
Scunthorpe based sessions for eight to 18-year-olds, in
everything from basketball and football, to street dancing
and karate.

On receiving the grant, mum-of-two Tammy Rose,

former Chairman of BRAG, said: “There are lots of

youngsters living around the Bellingham Road area but
there is not enough for them to do. Keeping them busy
and getting them involved in something positive is good
not only for them but for the community as a whole.”

Another group to benefit was Street Pastors, a group
which works in Scunthorpe to help people in need,
particularly those who are drunk or injured, during nights
out.

The group received a £1,900 grant from North
Lincolnshire Homes for training and equipment for
volunteers.

North Lincolnshire Homes is committed to helping
build successful communities. So much so, the Board
has committed thousands of pounds more to worthwhile
schemes — see page 16.

‘"UNFURNISHED’ BUSINESS: Carol Prendergast
Recycling Co-ordinator is heading the project.

Find out more about our ‘green’ commitments on
page 16.

PLAYING BALL: Youngsters from Bellingham Road
Activity Group have benefited from grant cash

Andrew Hirst, who is on the Photo

. courtes
Board of Street Pastors, said: of the /
“The Street Pastors’ main aim Scunthorpe
Telegraph

is to look after the wellbeing
of people during a night out.
These grants are absolutely
brilliant. To obtain funding,
for smaller projects in this area is often very difficult
and very competitive.

“It is very good that the largest social landlord in the
area is concentrating on small projects and making
things happen locally.”

FURNITURE SCHEME
IS ‘ENVIRO-SUCCESS’

FURNITURE is being given a new lease of life
thanks to a community based re-use scheme.

North Lincolnshire Homes launched its ‘Choose to
Reuse’ project in January 2011.

A shop was opened on Enderby Road, Scunthorpe,
selling good quality household items to the public.

Since its launch, the project has sold £14,500 worth
of donated furniture and prevented 19 tonnes of waste
going to landfill sites.

The shop is also providing much needed support to
people setting up their homes and has provided jobs
for young people. Special furniture packages are also
offered for people who are in desperate need of help, for
example people leaving violent homes.

Keeping tenants
informed

77% of tenants are happy they
are kept informed by North
Lincolnshire Homes. This is an
improvement on three years ago but
still falls short when compared to
other similar landlords who report
an average satisfaction rate of 82%.

(Source: Tenant Satisfaction Survey
2011).

Listening to you

67% of tenants feel that North
Lincolnshire Homes listens to their
views — slightly less than in 2008
when 69% said they felt listened to.
Again, we fall short when compared
to other landlords who recorded
an average 73% satisfaction rate.

(Source: Tenant Satisfaction Survey
2011).

Are you looking for
quality furniture or
household goods?

Enderby Road,
Scunthorpe
01724 279900.

e sells the
hi u need to set
e.

Visi

day
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Neighbourhood
contentment

83% of tenants are happy with their
neighbourhood as a place to live. This
is more than in 2008 when 79% said
they were satisfied (Source: Tenant
Satisfaction Survey 2011).

Parking problems

CAR parking causes the biggest
problem for tenants, followed

by litter and disruptive youths,
according to our 2011 tenant survey.
16% of tenants were worried about
drugs and noisy neighbours.

Join us Q

B N
- o
S B

INSPECTING:
Housing Officer Anne Bonar

DETAILS of every estate inspection
and neighbourhood walkabout

are advertised, in advance, in the
quarterly magazine Key News,
which is delivered free to all tenants’
and leaseholders’ homes. Check it
out for times and locations of the
next walkabout in your area. All
customers are invited to attend.

Sprucing up Q

IN 2010, Environmental Panels
were set up with residents and other
agencies such as the police, council
and fire service to prioritise outside
improvement work.

They helped us put together a guide
to neighbourhood improvements.
This informs tenants about the
criteria used to decide the work that
is carried out. Contractor, Bullock
Construction, contacts tenants to
discuss the work in their area before
it starts and provides each tenant
with a handbook packed with useful
information and contact details for
the Bullock and NLH teams.

TEAM CLEANS UP IN
COMMUNAL SPACES

4 .

i
b
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CLEAN SWEEP: Caretakers were joined by office based staff to help tenants carry out a clean
up of their neighbourhoods. Pictured inset is caretaker Steve Stockwell

SPECIAL area teams have been set up after
caretaking services went under the spotlight
in 2010.

North Lincolnshire Homes used customer feedback
to alter how its caretakers are managed, and the way
the service is run.

Estate caretakers joined our housing teams, along
with a new estate cleaning team to focus on improving
the appearance of our communal entrances. A new
Caretaking Supervisor oversees the team.

In our Technical Services department, an Empty
Homes Clean and Clear team and a team of Estate
Technicians were set up to provide specialised
services.

The job of a North Lincolnshire Homes’ caretaker
is to inspect neighbourhoods and communal areas
regularly and take prompt action to make sure rubbish,
graffiti and abandoned cars are removed, and that
damage is repaired.

Nasser Hassan, Caretaking Supervisor, said: “We
know that the condition of communal areas is really
important to residents. We’ve listened to their views
to improve our standards and the speed of our service.
In the future we are also working on providing mobile
devices to all our team to improve communications.”
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TOUGH ACTION AGAINST

NUISANCE NEIGHBOUR

Jail for anti social-behaviour offender

By Stephen Evans
Head of Housing Management
stephen.evans@nlhomes.org.uk

A MAN who blighted a neighbour’s life
through nuisance behaviour was handed a
prison sentence.

The 23-year-old, from Scunthorpe, served 16
days and is the second tenant to be jailed following
action from North Lincolnshire Homes’ anti-social
behaviour team and its partners.

He was guilty of causing a nuisance to neighbours,
playing loud music and harassing others.

North Lincolnshire Homes took him to court where
he was handed a prison sentence. His tenancy was
ended and he was banned from returning to the
property.

Claire Coyle, Anti Social Behaviour Manager,
said: “With the powers that social landlords now
have, we are able to deal with cases such as this faster
and stronger than ever before.

“Nuisance behaviour causes huge problems to
people’s lives and it is crucial that landlords are able
to act quickly.”

In the last year, North Lincolnshire Homes evicted
four people for anti social behaviour, and three for
failing to pay rent. It also handed out five Anti Social
Behaviour Injunctions.

NUISANCE BEHAVIOUR: The effects can be devastating

As part of our

Local Offers we are
committed to cutting
down on nuisance
behaviour.

We pledge to:

Respond to reports
of racial and other
harassment and hate
incidents within 24 hours.

ASB MANAGER:
Claire Coyle

Acknowledge reports of anti-social behaviour and
start an investigation within five days.

Repair damage or vandalism resulting from
harassment which affects the safety or security of
a dwelling within 24 hours.

Repair other types of damage or vandalism
resulting from harassment within seven days.

Contact customers who have reported an ASB
problem at least once a month to keep them
informed of progress and give support.

Inspect each neighbourhood at least twice a year
and invite residents to take part.

Provide a named officer to deal with each report
of anti-social behaviour, harassment or other hate
incidents.

ASB outcomes

OF those tenants who experienced
anti-social behaviour problems in
2010/2011, 67.9% were satisfied
with the outcome of their complaint.
(Source: annual performance data).

ASB action

74% of tenants who complained about
anti-social behaviour were happy with
the way North Lincolnshire Homes
handled their complaint. (Source:
annual performance data.)

2,600 ASB cases

NORTH Lincolnshire Homes dealt
with a massive 2,600 ASB cases in the
year 2010 to 2011.

¥ T,
i T ”.h-,

DAMAGE: Housing Officer
Darren Bonar inspects vandalism

Our offer to you

WE promise to respond to racial and
hate motivated crime within 24 hours,
and investigate anti social behaviour
within five days.

RESPECT Give respect Get respect

N/

Have a little Respect!

We are signed up to the
Government'’s Respect Standard
for Housing Management.

We believe that you should live
in harmony, without nuisance
behaviour blighting your lives.
The Standard ensures:

* Accountability, leadership
and commitment

* Empowering and reassuring
tenants

* Prevention and early
intervention

* Support for victims and
witnesses

* Protecting communities
through swift enforcement
* Tackling anti-social behaviour

For more details, contact us
01724 279900
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Brief matters

Repairs response
times are up but

not on target Q

THE percentage of routine repairs
completed within our target of 28
days was 97% last year - on target
and an improvement on the year
before when we completed 93% on
target. The number of urgent repairs
completed within our target of seven
days was 92%, under our target set
of 97%. Meanwhile, the number

of emergency repairs responded to
within 24 hours was 91%. Our target
was 97%.

Our repairs offer

to tenants Q

IN 2010 we drew up Local Offers
to tenants. We are committed to
providing a cost effective repairs
service which meets the needs of
customers, keeps homes safe and
gets repairs done ‘right first time’.

You are more
satisfied

80% of tenants are happy with our
repairs service. This is higher than
79% who said they were satisfied in
2008. (Source: Tenants Satisfaction
Survey 2011.)

Reporting repairs

CALL our freephone 0800 032 63 63
or log onto www.nlhomes.org.uk to
report a repair.

NEW SYSTEM SEES MUCH

REPAIRS STAFF BATTLED ON
DESPITE FREAK WEATHER

Dedlcated team goes extra mile for tenants

i '~--.:r LT
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By Neil Keay
Head of Maintenance
neil. keay@nlhomes.org.uk

SNOWED IN: Heavy snow caused huge challenges for repairs staff

Inset: Repairs and Maintenance Manager Mick Roberts

REPAIRS staff battled night
and day through ice and
blizzards during freak winter
weather to attend tenants’
homes.

The dedicated North
Lincolnshire Homes team went
the extra mile - including ditching
their stranded vans and trekking
to jobs.

Because of the extreme weather
conditions, we received an
unprecedented amount of calls
during December 2010, reaching
a peak of 4,000 calls on one day,
seven times more than we would
normally expect.

Repairs and  Maintenance
Manager Mick Roberts said: “It

SPEEDIER REPAIRS Q

NORTH Lincolnshire Homes has
adopted a new policy to speed up

the repairs procedure.

It is now following a ‘Right First Time’
policy which sees it aim to complete jobs
there and then without the need to go back

to a tenant’s home.

This is being achieved by carefully
assessing each job when a call comes in
so repairs staff have the right equipment

held mobile devices, called PDAs, are
also helping staff communicate better.
Our performance information, including
how we are performing against our targets
in repairs, is reported to the Board every

six weeks.

The improvements have been welcomed
by tenants and staff, who have been
actively involved in reviewing the repairs

service.

to do the work straight away. New hand

was a difficult time but it was
great to see staff from various
departments pull together.”

Since the bad weather, North
Lincolnshire Homes has set out an
Emergency Response Plan which

will help us respond quickly and
effectively in the future.

We are also spending £500,000
moving outside pipes inside homes
to prevent future freezing.

Repairs overall

Told when workers would call
Time taken before work started
Speed at which completed
Attitude of workers

Quality of repair work

Keeping mess to a minimum

Satisfaction with repairs and maintenance service in 2008 and 2011

2011 ™ 2008

80%
79%

IMPROVED SERVICE: Joiner and Plasterer
Andrew Whitehead gets to grips with a repair
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FULL MARKS IN
GAS SAFETY

By Mick Roberts
Repairs and Maintenance Manager
mick.roberts@nlhomes.org.uk

NORTH Lincolnshire Homes has become one
of the top performing housing associations
for gas safety in the country.

For the past 22 months, it has held a 100% record
in keeping all of its homes up to date with gas
safety checks. According to Housemark, a national
benchmark club, we rank among the best housing
associations in gas safety.

Steve Hepworth, Operations Director, said:
“Keeping homes up to date on gas safety is a
notoriously difficult task for housing associations. We
rely on tenants being in to carry out the checks and
certificates only last for a year so it is a constant task.
Our team has done fantastically well to consistently
achieve a 100% record.”

North Lincolnshire Homes has relied on effective
partnership working with Hull-based The Gas
Company to ensure that targets are met.

Gas Safety Certificates are required by all landlords,
whether private or social. They show that the gas
operating system in the house is both safe and works

effectively. 4 e

Between April 2010 and March 2011, North 2L
Lincolnshire Homes carried gas safety checks at more SAFETY FIRST: Gas engineer Paul Holmes checks out the
than 7,000 homes. boiler in tenant Kristen Walls’ house

Our team has done fantastically well to achieve a 100% record

Steve Hepworth, Operations Director Bnef matte I'S

Adapting to your needs Q
Let u s c h ec k yo u r NORTH Lincolnshire Homes will provide minor

adaptations (for example wheelchair ramps) within four

m Ete r 0 n O U r fi rSt weeks of your request.

We will provide major adaptations (for example shower

atte m pt an d yO u 'I I rooms) within three months of receiving approval from

the Council.

be put into a draw
to win £50.

— L Y Draws will be made on a
quarterly basis.

IMPROVING THINGS FOR YOU

WE pledge to complete improvement work on your properties within 28 days of starting work

HAPPY: Geoffrey Harrison, of Grange Lane North,
and if anything is wrong to correct within seven days. Scunthorpe was delighted to receive his new specially
adapted kitchen in time for Christmas 2010
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Brief Matters

Customers in focus
NEW Customer Focus Groups will
be meeting in October 2011 to find
out how satisfied customers are with
their Support Service. They will
also help North Lincolnshire Homes
find out how changes to the Support
Service are being received.

Independent living

A NEW service has been set up
aimed at giving residents the

best possible chance of living
independently.

New Tenancy Support Officer Denise
Ford gives advice to vulnerable
tenants on issues, such as budgeting,
filling out forms, advocacy, and help
to improve employment and life
skills.

Advice is on hand
OUR specialist Welfare, Benefits
and Debt Advice Officer Tricia
Stoney offers help and advice for
tenants. Contact 01724 279900 for
information.

NEW DAWN FOR SUPPORT
IN NORTH LINCOLNSHIRE

By Steve Hepworth
Operations Director

steve.hepworth@nlhomes.org.uk

A NEW, more tailored support
service is helping vulnerable
tenants.

North Lincolnshire Homes successfully
won the North Lincolnshire Council-
owned Supporting People contract at the

end of 2010.

Since then our Support Officers have
visited all of the 2,000 customers who use

the service to assess their needs.

Karen Cowan, Head of Customer Support, said:

ON HAND: Support Officer Linda Taylor discusses

“It is our job to make the service more effective and

efficient, for customers and the Council.

“Our visits need to make a difference for residents.
For example, between April 2010 and March 2011,
Support Officers referred 289 customers onto our
Welfare, Benefits and Debt Advice Officer. This
resulted in £480,632 worth of additional benefits

being claimed by tenants.”

Officers.

options with Lincoln Court Tenant Joyce Yarrow
North Lincolnshire Homes has 16 dedicated Support

The Support Officers recently carried out 2,000
visits to residents and 1,800 people receive Support
Officer visits. There are six different levels of visits
varying from one visit a month to five times a week.”

NEW FUTURE FOR OUR SHELTERED HOUSING

A WIDESPREAD review will see
the region set for a new era of
housing for the elderly.

North Lincolnshire Homes has
set out plans to brand its existing
sheltered accommodation into two
types of scheme, to reflect tenants’
differing needs.

These are ‘Retirement Housing’-
housing designed for older people
with the shared use of a common room
- and ‘Sheltered Housing Schemes’ -
housing designed for tenants to live
within a communal building. The
Sheltered Housing Schemes will
also have shared facilities, such as
common rooms, Kitchens and linked
corridors, plus additional facilities
to cater for the needs of vulnerable
people, for example assisted door
access and assisted bathing facilities.

These plans come on the back of a
widespread review which began in
2010, and saw North Lincolnshire
Homes take the difficult decision to
close three of its sheltered housing
complexes due to them being
unsustainable and undesirable.

The majority of the residents from

THE FUTURE: Lincoln Court will become a Sheltered
Housing Scheme with specialist facilities

these complexes at Albion Grove, in
Epworth, The Cloisters, in Ulceby,
and Nassau House in Winterton,
have now found new homes of their
choice.

Karen Cowan, Head of Customer
Support, said: “It was clear that
our sheltered accommodation had
become outdated which is why we
needed this review. Having outlined

our rebranding plans, to create
‘Retirement Housing’ and ‘Sheltered
Housing’, work on transforming the
schemes is being progressed. We
still have a further five schemes that
need feasibility studies completing
before we can determine the type of
accommodation they will offer. ”

RETIREMENT HOUSING
Day Close, Keadby
Greenfields, Goxhill
Keelby Road, Scunthorpe
Martins Close, Barrow
Pryme Road, Scunthorpe
School Close, Epworth
Wells Court, Broughton

SHELTERED HOUSING SCHEMES
(WITH SPECIALIST FACILITIES)
Broadlands House, Bottesford

Chatterton Crescent, Scunthorpe
Horsefair Paddock, Brigg
Lincoln Court, Scunthorpe
Victoria House, Barton

FEASIBILITY WORK IS STILL TO
BE DONE ON FIVE SCHEMES
TO DETERMINE THEIR FUTURE
DESIGNATION. THESE ARE:
Ancholme Gardens, Brigg

Ermine Grove, Broughton

Hallcroft Close, Haxey

St Peters Court, Barton

Wold Court, Wrawby
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A FASTER, FAIRER WAY
OF FINDING A HOME O,

North Lincolnshire Homes

teams up with others

to launch a new way of

Homechoicelincs
homechoicelincs.org.uk

finding an affordable home

By Stephen Evans
Head of Housing Management
stephen.evans@nlhomes.org.uk

MORE than 1,500 people have found a new
home thanks to Home Choice Lincs — a new

lettings scheme launched in November 2010.

Home Choice Lincs is a joint venture by North
Lincolnshire Homes, North Lincolnshire Council,
Shoreline Housing Partnership, Longhurst and
Havelok Homes and North East Lincolnshire Council.

The landlords and councils have come together to
jointly advertise their homes for rent in a way that is
much faster and fairer for people.

HAPPY IN HIS NEW HOME: Gary Smith was one of the first
tenants to benefit from the Home Choice Lincs scheme

Similar to the way an estate agency works, Home
Choice Lincs displays all the available homes every
week and people registered to the scheme can then
bid online for the ones they are eligible for.

Jane Crookes, Empty Homes and Lettings Manager,
said: “This is a far better way for people to find a new
home than the old system in which people had to wait
for us to allocate a home to them.

“With Home Choice Lincs they can bid for the
homes they are eligible for and can choose from a
much wider area.”

Empty homes

JUST 1.7% of our homes (around
170) were empty at any one time
between April 2010 and March 2011 —
the lowest number ever. The previous
year, the percentage of empty
properties was 2.2%. (Source: annual
performance data)

Re-letting homes

IN 2010/2011 it took an average
51 days to relet a home once it had
become empty. This has been reduced
even further to around 32 days in
2011 — look out in next year’s Annual
Report for an even quicker turnaround.
Our annual target is 28 days. (Source:
annual performance data)

Quality is key Q
WE make sure all empty homes are
brought up to our Quality Lettable
Standard, which includes ensuring
gardens are free of rubbish and homes
are clean and tidy.

New tenant visits

WE visit tenants within the first six
weeks of them moving in to their
new home to make sure everything is
going well.

Working for you Q
WE send every tenant a rent statement
four times a year.

Home Contents Insurance
You can’t afford not to

INSURE YOUR HOME CONTENTS TODAY:
IT’S CHEAP, EASY AND KNOWING YOU
ARE INSURED GIVES PEACE OF MIND

For more details, call
01724 279900

visit www.nlhomes.org.uk

digi tv channel nltv 6588

Customer Centre
15 - 19 Cole Street, Scunthorpe
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@ APRIL

We recruit our first six
apprentices, investing in local
young people

® MAY

Andy Orrey was appointed
Chief Executive.

® JUNE
We won highly-acclaimed

accreditation from the Tenant
Participation Advisory Service.

® JULY

We announced a £1.2 million
garage refurbishment plan.

® AUGUST
Hundreds flocked to our first
family fun day at Burringham
Playing Fields, Scunthorpe.

® SEPTEMBER

We brought a court injunction
against a shop holder guilty of
selling alcohol to under-18s.

® OCTOBER

Demolition started on
Kingsway House, Scunthorpe.

® NOVEMBER

We hosted a ‘Key to Success’
course for 12 young people to
learn home management skills.

® DECEMBER

An emergency response was
launched to help hundreds of
tenants following severe snow
and sub-zero temperatures.

® JANUARY

We open the doors to our
brand new Furniture Choose to
Reuse shop, on Enderby Road,
Scunthorpe.

® FEBRUARY

A special team from North
Lincolnshire Homes and
Humberside Police was set up
to tackle anti-social behaviour
on Westcliff, Scunthorpe.

® MARCH
We announced plans to install
money-saving solar panels on
hundreds of homes.

PUZZLES

WELCOME to our puzzle page. out .
Complete our crossword and be in with a chance of winning ~ entries will be P{Cked at .random.
£100 in vouchers, or win £50 in vouchers by completing Entries must be in by Friday, 04 November, 2011.

our special bingo card — or enter both!
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Name

Address

Postcode

Daytime telephone number

Please return the coupon with your completed crossword to:

PR Team, North Lincolnshire Homes, Meridian House, Normanby Road

Scunthorpe, North Lincs, DN15 8QZ

: On your bingo card, cross out all the numbers that appear on the
I balls. Reading from left to right, up and down, across the columns
:will spell out the winning answer. Find the words in the North

i Lincolnshire Homes Reporter.
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Bingo Balls
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Name
Address

Postcode

Daytime telephone number

Cut out and send in using the forms provided — correct .

ACROSS
3.What status of repair do we

respond to within 24 hours.

5. Surname of newly elected board
member.

7 & 14. The two names of housing
designed for elderly people.

9. ‘Choose to **3**%’ name of

recycling project.

11. Chair of Community Voice.

12. Greenfields housing complex

found in this village.

13. Director of Regeneration.

14. See 7 across.

16. New company to deliver ground
and maintenance services.

18. They totalled 567 last year.

19. New policy to speed up repairs: .
Right s#s#*s%* Time. .

DOWN .
1. One of our three main aims; to
deliver #x*s*#*%x%* services and
homes.

2. Hundreds of homes could receive
these.

4. What do we have 100% record
in?

6. Chief Executive’s former role.

8. £1.5 million to be spent on
Community eokeskoskok skok ok okok k|

10. What caused havoc in
December?

15. What elderly peoples service
did we recently win the contract
for?

17. Denise ***3*, iS our new
Tenancy Support Officer.

ANSWER WORD

PAGE NO.

Please return the coupon with
your completed crossword to:

PR Team, North Lincolnshire

Homes, Meridian House,
Normanby Road, Scunthorpe,
North Lincs, DN15 8QZ
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