Tenants Conference
January 2010

Thank you to everyone who attended our very first Tenants
Conference. You came up with some good ideas on how we can
improve the services we provide. We value your feedback and look
forward to seeing you at next
of the important issues you raised.

The TSA acts for tenants
ensuring they help shape and
monitor services provided by
social landlords. From April,
tenants will be asked to help
set our local service standards.
The standards will set out the
way we deliver our services to
ensure they reflect your local
priorities. This means you are
at the heart of our decisions.
We will have new standards in
six service areas:

YOUR views are important
to us and what better way
to hear what you think than
at our first Tenants

Neighbourhood and community
Conference.

standard.

Value for money standard.
Governance and financial viability
standard.

Tenant involvement and
empowerment standard.

Home standard.

\_Tenancy standard. -

K'You told us what )
mattered to you
Tackling anti social behaviour,
improving communication,

home improvements and our
repairs service were all

important areas that you
wanted us to focus on.

More than 100 people attended
the event in January and the
feedback we have received has
been very positive.

During the day, acting Chief
Executive Andy Orrey outlined
some of our achievements since
taking over the ownership of
homes from North Lincolnshire
Council three years ago.

Our Resident Involvement
Manager, Karen Cowan, took us
on the journey of tenant
engagement and Director of
Housing Services, Steve

See inside to find out more
about your priorities.
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Hepworth, spoke about the
challenges that lie ahead for
North Lincolnshire Homes.

But the most important part of

the day came down to you, our
tenants, when you were invited
to have your say in setting our

new local service standards.

In this special newsletter, we
highlight some of your ideas,
see what you thought about the
conference and let you know
what happens now.




@easkedyou: Where are we against the TSA (’)\T

Empower ment Standar do?
You said:
Use community venues Listen more and give good Here is how you rated NLH
(schools, libraries etc) to give feedback. against the TSA Tenant
information and engage peo- Invest in young people by Involvement and
ple in our business. getting into schools. Empowerment Standard:
Use newsletters as a good tool  Advertise available support for
for giving messages. active volunteers. Green (Good) = 35
Consider a student council/ Keep tenants updated about
board. Housing Officer roles and Amber (Fair) = 28
Use text messaging i make sure people know who
especially for young people. their Housing Officer is. Red (Poor) =4
\_Produce a CD about standards. J

Face to face in own homes
MP Surgeries Sell our successes
Charity/Community Events

We asked you: The TSA says that quality of accommodation must be warm, )
weatherproof and with modern facilities. Is our Decent Homes Standard good
enough or do we need to go further? If so, what things are missing?

You said:

Outside Taps Carbon monoxide detectors Soundproofing between
Flooring (options of tiles) Waste disposal units in flats dwellings

Trees in gardens Composters Mobility scooter storage
Fencing Coloured security lights Balcony lighting

Security lights/secure windows Driveways
Burglar alarms

The TSA also says that we should provide a good repairs service (timeliness,
quality of work etc.) and be cost effective. What do you think to the service
now and can we do it better?

4 N
Quick response Quiality/friendly tradesmen
Take correct details and do job Do other jobs if possible
first time Text or phone before

Send repair note in advance so Give times for appointments
we know exactly what you are
going to do

Prompt emergency response
Improve on weekend repairs

Here is how you rated NLH
against the TSA Home

Follow up promptly when not Standard:

done right

Maintenance after tenants own Green (Good) = 12
improvements i NLH currently

refuses to maintain things Amber (Fair) = 54
tenants have done themselves

and they feel penalised Red (Poor) = 2
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