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bk A path to your
new home sy

Chaucer Close, Grantham Chaucer Close, Grantham Chaucer Close, Grantham

Plot 1 - 2 bed bungalow Plot 3- 2 bed bungalow Plot 4- 2 bed bungalow
£30,250* (25% share) £54,000* (45% share) £36,000* (30% share)
Chaucer Close, Grantham Chartwell Grange, Mapperley Chartwell Grange, Mapperley

Plot 7 - 2 bed bungalow Plot 36 - 3 bed property Plot 38 - 2 bed property
£60,000* (50% share) £68,000* (40% share) £92,500* (50% share)

*Prices shown equate to initial share purchase between 25% and 50%. Monthly rent and service charges also apply.
Terms and conditions apply. Prices correct at time of going to press. Images are for illustrative purposes only.
Properties listed may vary on developments.

With our easy purchase plan, home ownership couldn’t be easier.
Buy between 25% and 50% of your new home now and pay a monthly fee on
the remainder. For more information about this flexible, affordable way to buy
a brand new property, please contact one of our sales advisors on

0845 601 9095 ¢"7~2

sales.enquiries@longhurst-group.org.uk
www.longhurst-homes.org.uk * N
Infinite Possibilities
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Welcome to the summer
edition of Putting you in
the Picture. During the
last few months we have
spent a lot of time
meeting with you and
getting your feedback

on what matters most

to you.

In this issue, read about
how we have put your
feedback into action!
Other articles include
an introduction to our
Property Services Team,

an update on our major
repairs programme,

and details on how to
enter our annual gardening
competition.

Take some time to enter our

competitions on pages 8 and

11. You could be a lucky
winner!

Wishing you all a
great Summer.

Mike Hardy
Managing
Director

Coffee MorningEvent

Customer Survey

Our plans, your priorities

12-13

Competition terms and conditions: Closing date for competitionsis July 315t 2009, No cash alternatives. No
correspondence will be entered into. No responsibility can be accepted for entries lost or damaged in the post.

Anti Social Behaviour

Antisocial Behaviour

14

Q Longhurst
homes

Infinite Possibilities

issue 7

Savings and Loans

e
Credit Union 16

i,

Shared Ownership 02
Adaptations 04
Amalgamation 04
Major Repairs Programme 05
Typical Day - 06

Project Manager

Introducing the Property
Services Team 07

It's good to talk 08

Fun With Finn

your
favourite
mascot is
back

Whatyou'vetoldus  10-11

Garden Competition

Entry Form

2009

g .5’.'-—1- -

Proof of posting is not proof of receipt. The judges' decision is final. One entry per household. Details of the
winners will be available after the closing date by writing to us. Winners will be drawn at random after the closing date. Competitions are not available to Longhurst Homes
employees, their families and associates. Unless otherwise stated competitions are only open to current Just Rewards members. We make every effort to verify all the
information we publish but products and prices do change. We cannot accept any responsibility for any errors or omissions or for any losses that may arise as a resutt.



Adaptations
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Kate Bicknell, Property Services Assistant and Wendy Cox, Project Manager

As a resident you may not be
aware of Longhurst's adaptations
policy. This policy sets out our
aim to support residents to remain
in their own homes, whatever
physical difficulties they may have.

The Lincoln Team manage this
process. Last year we carried out
40 major adaptation works,
which included improvements
such as fitting ramps, and
installing level access and over
bath showers. These
improvements need the support
of an Occupational Therapist and
you should contact them in the
first instance to get an
assessment. Subject to your
financial position and available

funds, Longhurst can then make
a contribution £1000 towards a
disabled facilities grant to cover
the cost of the work. We can
also consider making a payment
of up to £1,750 towards an over
bath shower.

We also carried out 81 minor
adaptations last year. These
include fitting lever taps,
handrails, and simple ramps. An
Occupational Therapist's
recommendation is not needed
for minor works.

If you feel that a minor
adaptation would be of help to
you, and would improve your
mobility, please contact the

Service Centre on 0800 111 4013.

Making a difference: an
example of an adaptated
bathroom

Amalgamation - Consultation feedback

Following the letter sent to
residents in May about the
proposed amalgamation
between Longhurst Homes and
Havelok Homes, we have now
completed our consultation with
residents. All residents received
a letter and we received over 200
written responses. We also held
42 community events where we
met with almost 400 residents.
A clear majority of you were in
favour of the proposals with 161
positive written responses as well

as positive feedback at events.

We would like to thank all of you

who have responded.

Where residents expressed
concerns these were about our
ability to continue to provide
local and responsive services and
the reasons for the
amalgamation. We have
responded to queries and we

have reassured residents that the

amalgamation would not affect
the quality of service. We

4 ¢ PUTTING YOU IN THE PICTURE

explained how it would also help
us to be a stronger and more
efficient company capable of
delivering improved services into
the future.

The detailed results of the
consultation and the
amalgamation proposal will be
formally considered by the
Tenants’ Services Authority (TSA)
in July and all residents will be
informed of the TSA's decision in
due course.



Major Repairs Programme

We are on target to meet the
Decent Homes Standard for all
our 3,500 rented homes by
March 2010.

A five year programme of major
repairs was introduced in 2005.
The programme concentrates on
replacement and improvement of
key building components that are
both old and in poor condition.

We aim to provide modern
facilities which meet current
standards while being affordable.
This will typically include: -

e General repairs to the
outside of the property e.g.
roofs, walls, doors and
windows.

* Modern facilities and services
e.g. kitchens and bathrooms.

N

Allen Talbot, Head of Property Services

* Energy efficiency
improvements for thermal
comfort e.g. cavity and loft
insulation and upgrading gas
heating systems with
condensing boilers and
better operating controls.

By the end of this programme
we will have spent at least
£6.5M on improving and
modernising your homes and it
doesn’t stop there! We are
committed to the continued
investment in all of our
properties and now need to
prepare for the next five years.

Your views and comments are
an invaluable part of this
process. Some very positive
feedback has already been

Key Major Repairs 2009/10

Major Repairs

Halifax Place, Nottingham

and Longhurst Lodge, Skegness

of individual boilers

New storage heaters

Window and external door replacements at

New kitchens at various addresses including those
not completed previously at Bridge Court, Beeston

New bathrooms - miscellaneous addresses, including
those not completed previously at Bridge Court,
Beeston and Lindis Court, Boston

New gas boilers - based on age and performance

Installation of new hard wired smoke alarms

Number

64

57

50

50
794
44

received from surveys. The main

concerns appear to be:-

e Safety and security — this
includes boundary fencing,
door entry systems,
external lighting and
lockable doors and windowvs.

J Prevention of condensation
— this mostly affects
properties with electric
storage heaters and timber
windows.

e Affordable warmth — the
need for energy efficient
heating systems and
adequate insulation.

Please complete the ‘flyer’
included in this issue to indicate
which major repairs are
important to you.

www.longhurst-homes.org.uk ¢ 5



My Day as a
Project Manager

| have been Project Manager at

Longhurst Homes for 18 months.

Our team at Lincoln consists of
myself, an Assistant Surveyor, a
Property Services Assistant, a
Caretaker and a Technical
Assistant. The Lincoln area
manages over 1200 properties
covering Scunthorpe,
Cleethorpes, Grimsby and Lincoln
and anywhere in between.

In the morning | will spend some
time with Kate, our Property
Services Assistant, looking over
any calls that have come in from
the Service Centre about repairs.
Following on from this, once a
week, we have the team void
meeting with our contractors,
Princebuild, and our Tenancy
Services Team. This is a weekly
update on when empty homes
are due back and any repairs
they require. Straight after this
we have a meeting with
Princebuild to look at any
problems/ queries they may have
and also how they are
performing.

Each of the 4 Project Managers,
not only oversees their patch,
but also oversees a section of
repairs for the whole of
Longhurst Homes. My role
involves looking after external
redecoration, fencing, planned
works and most recently the

T
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Wendy Cox — Project Manager, Property Services

landscaping. | will check with
the contractors on how the
external decoration works are
going and visit them onsite to
see that a high standard of work
is being achieved.

In the afternoon | may be
required to visit a resident who
has a specific issue, attend a
Neighbourhood Walkabout or
inspect landscaping.

Every other month we have the
Property Services Team Meeting
where all three areas get
together and look at

performance, budgets, offering
assistance and advice to each
other on any issues that we may
have. A key part of our role is
the challenge of managing in
line with budgets, but doing all
we can to ensure an excellent
service. We also look at any new
policies and how they may affect
our customers.

It is a challenging and busy role,
but | enjoy a challenge and when
you are working in repairs and
maintenance very rarely are two
days ever the same!!

Wendy attending a local Neighbourhood Walkabout

6  PUTTING YOU IN THE PICTURE



Introducing the

Property Services Team

The role of the Property Services Team is to help provide
high quality homes that are fit and safe to live in, while
meeting the requirements of our customers.

The range of services we provide includes:
. Responsive repairs.

. Annual maintenance schemes such as external
decoration and servicing of gas heating systems.

. Major Repairs Programme aimed at replacing and
improving kitchens, bathrooms, windows, doors,
central heating and insulation.

J Installing aids and adaptations to meet the special
needs of our residents.

. Provision of estate services such as landscaping and
cleaning.

So we can provide a responsive service in your area the
team members work out of our three regional offices.
Each of the offices has a Project Manager, an Assistant
Surveyor, and a Property Service Assistant to look after
the local needs and requirements of both our customers
and the property. We also have local caretakers covering
some schemes.

As well as having responsibilities for their local areas, the
Project Managers, also have specific areas of
responsibility within the team. Darren Kendall supervises
the Repairs and Gas Servicing contracts and Roy Ashton
coordinates the estate services and manages the stock
condition information which supports our Major Repairs
Programme.

Leroy Lindsay, our newest member of the team,
manages the delivery of the Major Repairs Programme.
In Lincoln, Wendy Cox manages our contracts for
grounds maintenance and external redecoration.

All team members have a wide and varied role, and we
are keen to do all we can to ensure your safety and
comfort in your home.

Allen Talbot, Head of Property Services

r

Boston Property Services Team;

(From left ) Colin Parker, Caretaker, Michael
York, Assistant Surveyor, Darren Kendall,
Project Manager, Roy Ashton, Project
Manager (Estates) and Rachael Fendyke,

Property Services Assistant

Lincoln Property Services team;
(From left) Wendy Cox, Project Manager,
Sam Midgley, Assistant Surveyor and Kate
Bicknell, Property Services Assistant

®

v <l

Nottingham Property Services team;
(From left) Janice Harrison, Property Services
Assistant, Leroy Lindsey, Project Manager
and Tim Bussell, Technical Inspector

www.longhurst-homes.org.uk ¢ 7



It's good to talk

Anne Vaughan, Customer Services Manager

We know that many of you may  been following these up since associations reach when

not have regular contact with us,  our visit. delivering their repairs or estate
so earlier in the year we came to management services?

visit you, hosting a number of
coffee mornings on our

We also used it as an
opportunity for you to take part ~ Your responses, along with

. . : in the new Tenants Service those from tenants across the
Community Vehicle. This was an . L
. Authority’s (TSA) “National country have now been collected
excellent opportunity for us to L
: Conversation”. This new and analysed by the TSA. The

find out about any problems you . . o

S organisation, responsible for key priorities for tenants were:
were experiencing, and we have L ; L . o

monitoring housing association repairs and maintainance, rents

“ww services, and good quality homes.
.v wanted to Keeping promises was also very
-3
|

find out from  important, together with

tenants about  opportunities for involvement.
the standards
of service that

The full report will be on our
website after 10th June 20009.

are most

important to The TSA will now be using the
them. For feedback to draw up its new
example, standards that housing

what associations will be expected to
standards meet. This is scheduled for

Residents getting together
at a ‘Coffee Morning’ event

should housing December of this year.
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What you've told us -

We want to learn from our customers’ experiences ~ Of the 68 complaints reviewed, 6 went onto stage
of our services and one of the ways we do thisis by 2 of the procedure and 3 went onto stage 3.
analysing your complaints and compliments. This
helps us to improve our services to you by learning
from our mistakes.

During the year from April 2008 to March 2009
the complaints review group has reviewed 68
formal complaints. Of these complaints 47 were
fully justified, 16 were partly justified and 5 were
not justified. The table below shows the areas of
service we received complaints about:-

We take your complaints very seriously and
listened to what you have told us. Below are some
examples of changes we have made:

I Repairs 39 Cleaning of
Defects on Communal Areas 2
New Homes 3 B Service Charges 2
B Rents 3 B Grounds
B Sheltered Housing 1 Maintenance 3
I Housing I Shared Ownership 5
Management 4 I Leasehold for
Customer Service 2 the Elderly 4
You told us We did
You are not happy with the response times for We have re-tendered the contract and the new
dealing with fire alarms going off. contract has improved the response time from 4
to 2 hours.
New residents told us they had difficulty We have put together an easy to understand fact
understanding how to use electric storage sheet on how to use them.
heaters effectively.
You were not happy with the grounds We have implemented a monitoring system for
maintenance service. grounds maintenance to ensure the service
complies with our service standards.
You told us that you were not happy with the We have worked with our contractors to improve
communication from our contractors. customer satisfaction. This is reflected in the

statistics from the repair reply slips you have
completed. Customer satisfaction has risen from
93.99% last year to 95.49% this year. This
includes ringing a sample of customers each
month.

10 ¢ PUTTING YOU IN THE PICTURE



complaints and compliments

Anne Vaughan, Customer Services Manager

You are not happy with the standard of
communal cleaning in certain schemes.

You said that you did not want to have to pay to
telephone us.

We have identified the need to review our
cleaning specifications. This will happen in
October of this year

We implemented a freephone service in
December 2008

What do you think about the changes we have made? Have you noticed any improvements?
Write or email: Anne Vaughan with your views at our head office.

We also record when you tell us we are doing a good job. During
the year we received 48 letters or telephone calls complimenting
our staff and contractors on the service they provided. This
included some thank you for the Just Rewards bonus bonds or
hampers that members received in time for Christmas.

Win a f-zlmilyI
tir.l-u!t to the

by:-

Leverett House
Gilbert Drive
Endeavour Park
Boston PE21 7TQ

J Using our website -
www.longhurst-homes.org.uk
group.org.uk

*  Telephoning us on 0800 111 4013

. Calling at one of our offices

in the post.

If you are not happy with the service we provide or want
to let us know when we have done well, tell us about it

©  Writing to our Customer Services Manager at:

. E-mailing us at service.centre@longhurst-

If you would like a copy of our complaints leaflet please
contact us on 0800 111 4013 and we will send you one

7112 Centre

ﬁm;liiln:
What Iype of animal
ts the dolphin?

a) Sea Mammal B
b) Fish B
t) Shark B
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Last editions competition winners - Congratulations goes to Mr Shimmin from Barrowby,
Grantham who won £50 Asda Shopping Gift Card and Ms L Smith from Birchwood, Lincoln
who won £50 Leisure Vouchers. Happy shopping!

www.longhurst-homes.org.uk ¢ 11




In our last edition we reported that we were carrying out telephone surveys to find out about the things
that matter most to you as a tenant. We also asked you what one thing we could do to improve the
service you currently receive. We have received lots of feedback and this has helped us to set our plans for
coming year. If you would like to view our action plans for the year ahead, please visit our website at
www.longhurst-homes.org.uk. Our plans are under information for tenants/leaflets and documents

What matters most to you as a tenant?

Other 30 11.76%
- 0
éffordab.'i'ty &if e ;; Z'gg;’ Quality of Housing 28 10.98%
Cagcr)nrrgrl gervice 17 6.670/0 Responsive Repairs 9% 37.65%
Major Repairs/ D070 Safety and Security 28  10.98%
Replacement Programme 9 3.53%

How our plans for 2009/10 match your priorities

We plan to:
Involve you in reviewing our day to day Consult with you on our asset management
repairs policy strategy to seek to ensure that our plans for

improving and maintaining homes match
your priorities. An article is included in this
edition

Work with you to agree the standards we
need to meet, for when we re-tender our day
to day repairs contract during 2010

Work with you to achieve an ENCAMS safer,
greener, cleaner award for the Royce Road
estate in Spalding, and using this as a
template to help us improve other schemes

Resident with Elizabeth
Bowers Vice Chair,
Longhurst Homes
Board of Management

Publish and monitor our new estate
management and landscaping standards
and continue our scheme ‘walkabouts’

Continue to bring about changes that
improve the quality of life for those
that are affected by anti-social
behaviour

Introduce monitoring of satisfaction
with the quality of new homes. We
have also set up a staff and customer
group to discuss and review the plans
for new homes

12 ¢ PUTTING YOU IN THE PICTURE



The one thing we could do right now to change/improve the

service

You told us:

Better information about our Major Repairs
programme.

Replacement of doors and windows and heating
systems.

Improve our customer service and respond to your
calls.

Improve the way we listen when you talk to us.

Improve response time to repairs.

During the year we will?

Publish our major repairs programme on an
annual basis in our newsletter and on the website.

Plan to spend £1.7M on major repairs to include
new kitchens and bathrooms, and window and
heating replacements. This is based on agreed life
spans for key elements.

Monitor our response times to letters and e-mails.

Continue our monitoring of calls to the Income
Team and Service Centre to see that they meet
our customer service standards.

Continuing our programme of customer service
training for staff.

Continue to monitor your satisfaction with the
politeness and helpfulness of our staff and
contractors in different areas of our work.

We have worked with our contractors during the
year and have improved response times in all
priority areas. We will continue to manage this
carefully in the year ahead.

@A REWARDS )

This last year, 1925 Just Rewards members
received bonus bonds, with 1323 receiving
the full £26.00 bonus bonds.

A further 197 residents over 60 years old also
chose to receive a festive hamper instead of
the gift vouchers.

thank you to all the residents who complied
with their tenancy conditions over the last year.

There were 849 residents who did not
comply with their tenancy conditions who
did not get any rewards.

If you are not a member of our Just Rewards
scheme and would like to apply to join, call
us on Freephone 0800 345 7580.

Mr Hamilton of Lincoln.

Completed a repairs satisfaction survey over the phone regarding his repair.

He is the winner of £25.00 in Bonus Bonds.

www.longhurst-homes.org.uk ¢ 13



STOP PRESS -

ASB news

Anita Thompson, Anti-social Behaviour Co-ordinator

Misuse of Drugs Act 1971

Police intelligence resulted in a
massive drugs operation to
tackle the supply of illegal
drugs across Lincolnshire.

Operation ‘Xantia’ resulted in
44 arrests after police teams
swooped on suppliers of Class
A drugs. The operation
involved the execution of 35
warrants at addresses across
Boston, some of which had
serious implications for the
Longhurst tenants involved in
this illegal activity.

Following the operation,
Longhurst commenced legal
proceedings to obtain
possession of 3 properties that
were the subject of this
operation. In 2 of these cases,

TENANT NEGLECT + DAMAGE

A couple with young children
found themselves facing legal
action, after choosing to
seriously damage and neglect
their Longhurst home. They
gave notice to end their
tenancy and vacated leaving
it damaged, neglected and
dirty, despite inspections and
warnings of what was
expected of them. They also
left rubbish and personal
belongings throughout the
property and garden. The
County Court awarded
Longhurst damages of

the tenants concerned
voluntarily chose to surrender
their tenancies rather than face
action by the courts.

The tenant of the third property
made the decision to defend
the action taken by Longhurst.
We are pleased to report that
very recently the District Judge
granted us a possession order,
and the tenant will be formally
evicted very shortly.

This action sends a clear and
serious message to those
involved in drugs and criminal
activity. Anyone who allows
their property to be used in
connection with drugs risks
losing their home.

£3,576 which is lodged
against the former tenants as
a County Court Judgement.
Longhurst now have the right
to instruct a Court Bailiff to
either seize goods from their
current home to this value, or
alternatively obtain an
attachment to their earnings
in order to recoup the
money. Either way, such an
order not only damages their
ability to obtain credit but
also has serious implications
for their future housing
prospects.

14 @ PUTTING YOU IN THE PICTURE

ASSAULT OF A NEIGHBOUR

A female tenant and her
partner have narrowly escaped
eviction following a vicious
assault on a neighbour.
Longhurst commenced legal
proceedings for serious breach
of the tenancy agreement.

The action was defended, and
at the hearing the District Judge
granted Longhurst a Suspended
Possession Order with strict
conditions. The tenant also
agreed to sign a Form of
Undertaking to the court
agreeing to the conditions.

Any provable breach of the
order could result in the family
being evicted, as well as facing
the serious charge of Contempt
of Court which could result in a
fine and/or a prison sentence.

INTIMIDATION, THREATS AND
ABUSE

A District Judge handed down an
injunction order with a Power of
Arrest and Exclusion Order to a
male, who is not a Longhurst
resident, who chose to
systematically prey on vulnerable
residents on one of our housing
estates. The male was prohibited by
the court from entering the
neighbourhood and from harassing,
threatening or intimidating
residents. Any breach of the order
could result in the male being
arrested and facing the prospect of
a prison sentence, fine, or both.
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Hangmg Gardens of Babylon to
enter Longhurst Homes'
‘Gardening Competition

Longhurst Homes'’
Annual Garden Competition

Each year we have successfully attracted more entrants
and we hope this year will be no exception!

Enter today to win fabulous prizes. This year there are four
categories:

BEST KEPT SCHEME - something new, we will be looking
for well kept schemes that are litter free and have added
colour from hanging baskets for example. So get together
with your neighbours and see if you can win. PRIZE: £100
vouchers for the benefit of the scheme.

For individual gardens the categories will be:

BEST GARDEN - this can be anything from the traditional
garden to something more innovative.

BEST VEGETABLE PATCH

BEST ENVIRONMENTALLY FRIENDLY GARDEN

1st Prize - £30 voucher
2nd Prize - £20 voucher
3rd Prize - £10 voucher

PRIZES:

CLOSING DATE FOR ENTRIES: 17th July 2009

Garden Competition 2009
- ENTRY FORM

I / we would like to enter: Best Garden |:|

Best Vegetable Patch | |

Best Environmentally Friendly Garden |:|
Best Kept Scheme [ |

Number of Photos enclosed [ |

HOW TO ENTER: simply fill in the form and send to

Anne Vaughan, Longhurst Homes, Leverett House, Gilbert
Drive, Endeavour Park, Boston, Lincolnshire PE21 7TQ or send
by email to service.centre@longhurst-group.org.uk

Please remember to enclose your photos (max 10)
Please tick if you would like your photos returned D

. . . and remember, gardeners don't
get old, they just go to pot!!



Is it time you got saving?
Want to save but find it difficult?

Would like a loan at low
interest rates?

Borrowing money from a £340 in interest from a

Credit union is the cheapest doorstep lender. From the
way of getting a loan. A Credit Union, you would only
typical loan of £500 paid back pay back £18.72 in interest,
over 1 year would cost you, saving you £321.28!

Affordable Loans
Just 1% per month

Calculated on the reducing balance

Loan Loan Period Weekly Payment Total Payment
£100 1 year £2.04 £106.24
£300 1 year £6.13 £318.72
£500 1 year £10.21 £531.18
£1000 1 year £20.43 £1062.35
£3000 pAVETH £32.48 £3377.83

To join the credit union either call them directly on 01522 845100 or call the
Longhurst Homes Income Team on 0800 345 7580 who are able to join you
directly to this scheme.

If you live outside Lincolnshire, and want to join your local credit union,
here are the contact details for:

Worksop and District Credit Union — 01909 500575
Nottingham Credit Union — 0800 0937090

Join the money revolution

“People helping People”




