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WIN A
£50 
SHOPPING 
VOUCHER!

Remodelling 
success
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We are a member of Language Line. You can use this translation service to have information in this magazine  
or any conversations you need to have with us translated into your language over the telephone.

Large print, Braille and audio versions of echo are available on request.

To receive the reward, residents 
need to leave their homes free of 
any rubbish, furniture or 
belongings, and not in need of any 
repairs that are not down to 
normal wear and tear.

The Clean and Clear scheme 
encourages anyone leaving one of 
our homes to give the full notice 
required by the tenancy 
agreement, and to leave things 
safe, clean, clear, and free from any 
unnecessary damage.

Chris Rollings, Head of Housing & 
Neighbourhoods - North, 
explained: “Doing this saves us 
time and money, and gives 
movers some handy cash to help 
with their new home. It also 
means that a new occupier can 
move in quickly. So everyone 
wins.”

To qualify for the £150 
cashback, outgoing residents 
must give emh homes four 
weeks’ written notice and not 

be in rent arrears at the end of 
their tenancy. They must also 
return all keys and provide a 
new address. The payment also 
depends on an inspection of the 
home shortly before the 
tenancy ends.

Details of the incentive scheme 
are included in the pack sent to 
anyone leaving one of our homes, 
or can be requested from the 
Customer Services Team on  
0300 123 6000.

Animal mess can contain parasites, 
which present a serious health 
hazard. If you do not clean up after 
your pet, these parasites can 
contaminate water and soil, causing 
infections in both other animals and 
humans.

To keep communal spaces as clean 
and pleasant as possible, please 

To help keep neighbourhoods safe and clean from pet poo, 
we are giving FREE WASTE BAGS and dispensers to each 
household that owns a dog or cat.

use the free bags to clean up and 
dispose of any mess safely.

To get your bags and dispenser, 
please call 0300 123 6000 or speak 
to a member of our grounds 
maintenance team. You will need a 
letter or other document to show 
that you are an emh homes resident. 
The free bags will only be available 
while stocks last.

SAFE AND  
CLEAN

CASHBACK SCHEME
Moving out of one of our homes? You can get  
£150 cashback if you leave your property in clean 
and good condition. 

INFORMATION



In the last edition we 
reported on the recent 
changes announced by the 
government and what they 
would mean for you and for 
us as a landlord. The effect 
of reducing your rent by  
1% a year for the next four 
years means that we will lose 
£11m in our income over 
that time.

Like many other social housing 
landlords we have had to identify 
efficiencies and have already 
identified some of the non-staffing 
related savings we can make to 
minimise potential staff losses. 
Unfortunately there will be a  
need to make savings through 
staff cuts across the group at all 
levels. We have been consulting 
with staff on our re-structure 
proposals. 

Our priority is to safeguard 
services for residents, so to 
help save costs we are 
looking at different ways of 
doing things.

One of the non-staff related 
savings identified was on printing 
and postage costs. If we 
communicate with you via our 
website and other digital means 
we can save approximately 
£13,000 per edition of the echo 
magazine.

Therefore this is the last edition of 
echo that we will be mailing to  
over 16,000 households.

We will still, however, be printing 
copies for residents of our sheltered 
and specialist supported schemes. 
If you are not a resident in one of 
these schemes and you wish to 
receive a printed copy of echo in the 
post, please complete the freepost 
card enclosed with your full details.

Changes to the way  
we communicate

We will continue to write to you 
directly about rents and service 
charges etc., but like most  
housing associations we are 
moving increasingly towards 
digital communications.

For example, we are currently 
testing a new text messaging 
facility which will be rolled out to 
residents shortly. Soon you  
will be able to text us the word 
“Bal” or “Balance” and you will 
automatically receive your rent 
account balance. Or if you  
want us to call you back, simply 
text us the word “Callback”.

Once the system is launched  
we will publish our new text 
number on our website and 
display it in our offices.

While texting will benefit many of 
our customers, we understand 
that it is not for everyone.  
If it is not for you then all you 
need to do is let us know and we 
will make a note on your  
account that you do not wish to 
receive texts.

Thank you.

 
Chris Ashton 
Executive Director (Housing)

The residents on our Scrutiny Panel 
work hard to ensure that we 
perform well against our targets. 
They also provide insight to help us 
improve services. 
 
 
 
 
 
 
 
 
 
 
The panel recently commissioned a 

team of resident Quality Standard 

Inspectors to conduct a survey  

about complaints. They carried out 

phone interviews with residents  

who have raised issues about our 

services to determine how effectively 

we dealt with their complaints.

Jane Churcher, Chair of the 

Communications Special Interest 

Group, took part in the survey.  

She said: “I often say that being  

an involved resident does make a 

difference – and this is one of 

those occasions. 

“Thanks to the Quality Standard 

Inspectors’ work, the Scrutiny Panel 

now has a clearer picture about  

how the complaints procedure can 

be improved. 

“I want to say thank you to each and 

every person we contacted about 

this. You have made a real difference 

by taking the time to help with the 

survey.”

The Scrutiny Panel will now meet with 

our senior management team to 

discuss the responses and pinpoint 

ways to improve our approach to 

complaints.

Keeping 
service 
standards 
high
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Members of the 
Petersham Afternoon 
Club (PAC), a community 
group in Long Eaton, 
have donated £150 to 
the town’s foodbank  
as a gesture of thanks to 
emh homes’ Customer  
& Community 
Investment Officers.

Residents give foodbank a boost

The art of friendship

  PAC aims to ensure that vulnerable 

residents have a support network 

in their community, and is made up 

of residents who have previously 

received support from the Customer 

& Community Investment team. 

  Club members wanted to buy the 

officers a Christmas gift to thank 

them for their help, but Customer 

& Community Investment Officer 

Liz Dane agreed that they instead 

make a donation to the Long 

Eaton foodbank.

“  The foodbank does a fantastic 

job in helping vulnerable  

people in the community,” said 

Liz.“It receives a lot of food 

donations - especially around 

Christmas time - but it can  

also be hard storing the items 

and keeping track of what  

is needed.

“  Giving money to the foodbank 

means that staff can identify 

which items they are short of  

and buy products throughout  

the year.”

 “  This is a gift from 
all the members of 
the Petersham 
Afternoon Club to 
help with the great 
work the foodbank 
does for the people 
of Long Eaton.”

 Flo Schoolar, Chair of PCA.

We are working in partnership with arts and health 
social enterprise, Beauty and Utility Arts, to deliver 
workshops to tackle social isolation and loneliness 
among older people in Leicester. 

The Crafting Relationships 

sessions give over-50s in the city 

the opportunity to come together 

with younger people and create 

new friendships while producing 

lasting pieces of art. 

The sessions are currently 

happening in the Spinney Hill and 

If you or someone you know would benefit from joining a  
Crafting Relationships session, please contact Katherine Brown, 
Director of Beauty and Utility Arts, on 07908 750187 or 
beautyandutilityarts@hotmail.co.uk

Wycliffe areas of the city. The 

intergenerational projects last for 

up to eight weeks, giving 

participants the opportunity to 

exercise their creative flare and 

learn from experienced  

artists. Each group chooses a 

theme, which results in an original 

piece of artwork.

COMMUNITY2
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“  The café is very much part 
of our community. It is run 
entirely by volunteers, so I 
love coming here and 
supporting it. The food is 
tasty and very reasonably-
priced – and the staff are 
lovely too!”

 Leah Ellison, Gwen’s Den regular

 Gwen’s Den, the 
volunteer-run community 
café at Agar Nook in 
Coalville, has been  
awarded a £5,730 grant  
to launch a new Care Café 
service.

Named in memory of Gwen Abate, 

who worked at the Agar Nook 

Community Centre for more than 

20 years, the Den already runs a 

popular Thursday afternoon sit 

down café, with a takeaway 

service available during the rest of 

the week. After ringing in their 

order, customers can pop in to 

collect delicious, good value food 

from the café later.

The grant from Leicestershire 

County Council’s Community 

Solutions Fund will go towards 

supporting requests for the café 

to cater more for local people  

with learning disabilities and  

other extra needs. So the money 

Café volunteer Tanya Freeman serves Amanda Hind and Leah Ellison.

will pay for more equipment,  

supplies and longer  

opening hours, plus special 

activities and information for 

vulnerable people.

Local residents’ group Friends of 

the Nook worked closely with the 

Agar Nook Community 

Association to win the grant,  

which will also help to provide 

more volunteering opportunities 

for local people to gain skills  

and confidence.

Helping families 
when they need 
it most
emh homes has stepped in to 
help the family of an 18-month-
old boy who had Meningitis to 
find a new home.

Taylor Marshall was in hospital for 
more than seven months after 
contracting the disease, and sadly 
had to have his leg and fingers 
amputated.

Taylor’s mother, Terri Lewsley, has 
been by his side to care for him 
around the clock. We tried to take 
one worry off her shoulders by 
finding the family suitable 
accommodation for when Taylor was 
out of hospital.

  The family moved into their new 
home with us in November last year, 
which meant they could remain 
close to friends and family in Long 
Eaton. It also means we are able to 
offer them support.

  A family fun day was held last 
August to help raise money  
for Taylor’s ongoing care needs,  
and Terri is hoping to do the  
same again this year.

“  The support we received last  
year was fantastic.  
Everybody had a great day  
and we raised money to ensure 
Taylor receives the best care. 
We’re planning a similar event  
for the summer.”

  Taylor is still making a recovery,  
but Terri is happy that he is out of 
hospital and back at home 
surrounded by family. 

  We wish them the best of luck for 
the future.

“  I used to rent privately, but when 
Taylor fell ill I gave up everything to 
make sure I could be with him and 
help him recover. When we  
were close to being discharged  
from hospital, emh homes helped 
me find a new home that I could  

bring Taylor back to.”

 Terri Lewsley, Taylor’s mother.

The café that cares
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Do you live in the Blaby 
District and have some spare 
time? Do you want to get out 
and about and do more for 
your community? 

Community Action Partnership 

provides transport for local people 

who would otherwise be at risk  

of social isolation, and is currently 

looking for volunteer drivers to join 

its team.

The charity helps hundreds of 

people to attend appointments, 

visit friends, and generally stay 

active. Volunteer drivers also 

benefit from socialising with 

customers and developing skills to 

bolster their CVs.  

Be the driving force in your community 

  Margaret has volunteered with 

Community Action Partnership for 

the past ten years. She said: 

 “  It is very flexible, and you  
can do as much or as little as 
you like. And all the journeys 
are organised for you, which 
makes it much easier. 

 “  I get a lot out of it. I’ve met 
loads of lovely people, and it 
makes me feel like I’m doing 
something to help the 
community.”

  Volunteers can use their own cars 

or receive training to drive one of 

the charity’s own vehicles.  

They receive a full induction as 

well as ongoing support and 

access to future job opportunities 

with the charity.

A Resident Voice South (ARVS) is 
helping more residents in our 
South region to have their say on 
the services and support we offer.

Established two years ago as part 
of our co-regulation structure, ARVS 
empowers residents to improve 
their communities by giving a 
voice to their views, concerns and 
priorities. It works closely with  
emh homes to ensure we are 
meeting our duties and providing the 
best services to residents.

The group has recently 
set up its own Facebook 
page in order to reach 
more residents and 
enable them to influence 
their work with emh 
homes.

The residents of Saxon Close 

wanted to acknowledge the 

contribution of 90-year-old Doris 

Stretton to their community.  

Doris has previously served as a 

residents’ committee member. 

Well done Doris, and thank you!

To find out more, please  
contact Muriel at Community  
Action Partnership on  
07885 913375 / 
0116 278 6604 or e-mail:  
muriel@communityap.org.uk

90 and still involved

Doris (seated), with Iris Wallace  
and Pauline Clay.

Going digital  

to get your  

voice heard
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All residents from our South region are welcome 
to come along and share their views.

Housing. 
The Future?
Annual Residents’ Conference

Come and join us!

DATE:

Friday 20th May 2016 
9:45am – 3:00pm  

VENUE:

Leicester Hilton Hotel 
21 Junction Approach 
Leicester  /  LE19 1WQ

Agendas for upcoming meetings 
are shared on the page, giving 
people the chance to raise any 
additional points. Minutes from the 
meetings are also published to 
keep residents up to date.

Sue Davies, Chair of ARVS, said: 
“Our main aim is to get more 
residents involved. To do this, we 
need to raise our profile and 
make sure more people are 
aware of the work we do and the 
impact they can have. 

“It is important that we reach  
out to residents in a number of 
different ways. Using online 
communications is especially 
important if we are going to  
get younger residents involved 
and make sure their voices are 
also heard.”

ARVS meets once a month, but 
hopes that having a Facebook 
page will mean residents who are 
unable to attend meetings will  
still get involved.

To find out more about the group and 
suggest ways to improve our 
services, visit ARVS’s Facebook 
page www.facebook.com/ARVS.emh  
or call Ashraf Ahmed on  
0300 123 6000.

Free refreshments 
including a HOT LUNCH 
will be provided.

If you would like to attend, please complete and return the 
invitation you received with echo by Monday 11th April.

If you have any queries, please contact the Customer and 
Community Investment Team on 0300 123 6000 or email 
cciteam@emhhomes.org.uk

Guest Speakers e Managers Question Time 
Meet your local residents group e Prize Draw 
Get up-to-date with the future of emh homes 
Good Neighbour Award e Free Parking  
Prayer Room Available 
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NORTH

Towards a greener future
We are passionate about 
tackling fuel poverty  
and ensuring that all our 
homes are as energy 
efficient and affordable to 
live in as possible.

Two years ago we launched one of 
the largest domestic energy 
monitoring projects in Europe, in 
partnership with De Montfort 
University. The study looks into the 
energy use of more than 150  
emh homes households to identify 
where efficiencies can be made.

Controlling household energy use 
can be complicated, so as part of 
the study we have installed smart 
heating controls in the homes we 
are studying to make it easier for 
residents to understand how much 
energy they are using.

The results of the study are due in 
the next six months, and will show 
how much energy and money 
households have saved by using 
smart technology. This will help  
us transform the way all residents 
use energy.

Jamal Lea, Energy Strategy 
Officer, said: “This study shows 
how serious we are about 
helping residents to save energy 
and money.

“Smart technology can help to 
cut household energy bills, 
tackle fuel poverty, and reduce 
our carbon footprint. This will 
have beneficial implications for 
both residents and the wider 
environment.”

The results of the study will be 
published on www.emhgreenteam.
org.uk later this year.

 What tenants say…
 “  It’s so easy to use. I diagnosed my repair  

and can track what work has already been 
completed.”

 “  I needed to change my phone number but  
don’t have time during the day to ring the  
office when I’m at work. I logged on to my 
account and updated it from my lounge at  
9pm – brilliant!”

These days, many people prefer 

to use the internet to find the 

information, goods and services 

they need. As an emh homes 

resident, you can access a range 

of services on the self-service 

portal on our website.

To register for self-service, 
simply visit our website  
www.emhhomes.org.uk and 
click the ‘Check my account’ 
button on the homepage.  
Your access will be set up 
within 24 hours.

SELF-SERVICE
 Through the portal you can:

e   Report a repair

e   View your repairs history

e   Pay your rent

e   Order a new rent swipe card

e   View your rent and service 
charges, and print a 
statement

e   Update your personal and 
household details, including 
telephone numbers

e   Add or remove 
correspondence addresses

e   Send us a message

We want to make sure you receive 
the best service from us and that 
we deal with enquiries as quickly 
and efficiently as possible.

Visiting our offices may not be 
necessary, so to save yourself the 
time and the expense of travelling, 
why not call the Customer Service 
Centre on 0300 123 6000.  
They can deal with the majority of 
your queries, such as reporting 
repairs or anti-social behaviour, 
over the phone. 

If you need to meet with an emh 
homes team member, we advise 
you to book an appointment so that 
we can ensure the person you  
need to speak to is available. 
Alternatively, you can arrange to 
speak to a member of staff over the 
phone. 

You can pay rent or service 
charges at your convenience, 24 
hours a day, by calling our 
automated payment line. You just 
need your Allpay payment card and 
a debit card. Call 0300 123 6000, 
select option one, and follow the 
instructions to make a quick and 
simple payment.

SAVE TIME…

Call us or go online
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The scheme encourages 
residents who could benefit from 
changes to their home to get in 
touch with ideas for remodelling 
and improvements. In Mr and Mrs 
Thacker’s case, it was to remove 
an old built-in pantry which  
divided up and wasted space in 
their kitchen. Taking out the 
obstacle means that the couple 
now have room for a dining table 
and chairs to enjoy meals with 
their family.

The work was organised by  
our Asset Management team  
and carried out by the  
Building Services team.  
It included structural checks, 

Ian and Gina Thacker 
from Long Eaton 
have a lighter and 
larger kitchen after 
applying to our 
remodelling scheme.

electrical rewiring, and moving power 
points and a radiator. Ian and Gina 
just had to pay for the paint and new 
floor covering to finish off the job.

If you think your home might benefit 
from a new lease of life, look out for 
our next remodelling scheme starting 
later this Spring.

“ We are delighted with the work 
emh homes carried out. It has 
made it a lot easier for me to get 
around, and we are enjoying 
having a bigger space where we 
can cook and eat together. The 
work has also made the house a 
lot warmer.”                      Ian Thacker

Remodelling success

Asbestos was widely used in 
building materials up until the 
1990s, so if your home was built 
or refurbished before then it is 
likely that it will have some 
asbestos-containing materials. 
The materials do not present a 
health risk if they are 
undamaged, but if disturbed 
(e.g. by drilling or sanding) they 
can release dangerous fibres 
into the air. These fibres can be 
harmful to lungs if they are 
inhaled.

If you have any concerns about asbestos in your home, please call 0300 123 6000 
or email enquiries@emhhomes.org.uk

Asbestos awareness
We are currently identifying where 
asbestos may be present in all our 
properties. If we find material 
containing asbestos that is in 
good condition, there is no need 
for any immediate action, but we 
will regularly review it to check the 
condition doesn’t change. Where 
there is damage to asbestos-
containing materials, we will repair, 
seal or remove it. All work will be 
undertaken by our licensed 
contractor, RIS, that work to strict 
safety standards. Never attempt to 
fix or remove any asbestos-
containing material yourself.

Your tenancy agreement states 
that you must get written 
permission to change the 
structure of fabric of your home. 
This is so we can assess your 
home for asbestos and prevent 
you from disturbing any 
asbestos-containing material.  
If you carry out work on your 
home without first gaining our 
permission, as well as potentially 
putting your health at risk, you 
may have to pay for the costs of 
dealing with any asbestos.

Ian and Gina Thacker with their two children Ben and Maisy.
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UC is a new type of benefit designed to 
support people who are on a low income 
or out of work. It replaces six existing 
benefits, including housing benefit, and 
is currently being rolled out across the 
UK. Under this new system, you will 
receive a one-off monthly payment 
straight into a bank account. You will 
then be responsible for paying your bills, 
including rent, every month.

If your circumstances change, ensure 
you are ready for UC by following our 
four simple steps. Or ask us for a handy 
pocket guide for future reference.

Universal Credit (UC) is now 
live in all the areas where we 
have homes.

Are you ready for 
Universal Credit?

1. Get ahead  
with your rent
It can take up to seven weeks for you to  
receive the first UC payment following your 
claim, so you need to make sure your rent 
account is kept up to date. Remember that  
your rent is due in advance so make this a 
priority when you first get paid.

 
 

2. Open a bank  
account
UC can only be paid directly into a bank, 
building society or credit union account. Set up 
direct debits for your bills, including your rent, 
as this is the best way to make sure everything 
is paid on time.

 
 
 

3. Prepare a budget
UC is paid monthly so make sure you know how 
to make your money last for the month.

 
 
 

4. Get online
UC can only be claimed online so you need to 
know how to use the internet. If you do not 
have internet access at home, your local Job 
Centre Plus or local authority will be able to 
help you. We also have computers in our offices 
where you can make your claim.

You can find more information about  
UC on our website, including a frequently  
asked questions leaflet. 

 
 
 
 
Other useful information regarding UC can  
be found on the Money Advice service website:  
www.moneyadviceservice.org.uk

£

Get ready in four  
simple steps:
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In the last issue of echo we informed you of the 

Government’s announcement that, starting from April 

2016, housing association rents will be reduced by one 

per cent each year for the next four years. 

At the beginning of March we sent letters to all our 

residents telling them what their new rent charge will be. 

Please read your letter carefully and adjust your 

payments accordingly.

The reduction in rent only applies to tenants of rented 

homes. It does not affect shared owners. 

Your rent changes

Help with debt

Details of changes to service charges are also included 

in the letter.

If you receive Housing Benefit, you must also  
notify your local council so they can update your 
entitlement.

If you receive Universal Credit, please contact us  
on 0300 123 6000 to review your payment. 

You can also call this number if you have any questions 

about the one per cent reductions, or visit our website 

www.emhhomes.org.uk for more information.

Tax Help For Older People is a charity that provides free 
professional help, mainly to older people with incomes up 
to £20,000.

Its professional advisers offer support and guidance  
on personal tax by phone, post or email. For more 
complex issues face-to-face meetings can be arranged 
with a local volunteer adviser.

Tax doesn’t need   
 to be taxing
Are you over 60 and need a helping hand with your personal taxes?

If you are caring for an eligible older person you may 
also request help on their behalf. You do not need power 
of attorney to do this.

To find out if the charity can help you, please call  
0845 601 3321 / 01308 488066 or visit  
www.taxvol.org.uk

  If you are worried about being in debt, support is 
available. Miss Smith’s [not her real name] story shows 
how the Citizens Advice Bureau can help.

  39-year-old Miss Smith lived by herself in a one-bedroom 
emh homes property. Because of problems with anxiety, 
depression and chronic pain, she was unable to work 
and was receiving £73.10 per week Job Seekers 
Allowance. Since she had not claimed any other 
benefits, she had fallen behind with her rent, council tax 
and water payments, and was having to rely on financial 
help from family and friends, plus donations from a local 

foodbank.

 “  I felt like everything was just getting out of 
control, I couldn’t see a way out, so I just 
stuck my head in the sand, which only made 
the situation worse.”

  But she then contacted the Citizens Advice Bureau. Their 
free service helped Miss Smith to make a successful claim 
for Housing and Council Tax Benefit, which has boosted 
her income by more than £4,500 a year.

  She has now made agreements to pay off her  
arrears, and has set up Direct Debits to make the 

payments manageable.

 “  Without the support of the Citizens Advice 
Bureau, I don’t think I would have ever got 
myself out of debt. I’m so much happier now 
and can start to get my life back on track.”  
Miss Smith

  To find out how the Citizens Advice Bureau could 
help you, visit www.citizensadvice.org.uk
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Send your entry to: Nina Fowler, Spring echo competition, emh group, Memorial House, Stenson Road, Coalville, Leicestershire LE67 4JP. 
Closing date: Friday 29th April 2016. Please note that the competition is not open to emh group employees.

Published on behalf of emh homes by emh group,  
Memorial House, Stenson Road, Coalville, Leicestershire LE67 4JP.  

Written by Creative Bridge. Designed by Work Design.  
Printed by Alphagraphics.

For local services, or if you would like to make  
suggestions for improving echo, please email us at 
enquiries@emhhomes.org.uk  
or call us on 0300 123 6000.

Contact us…

CBP00032031503135233

Name: Address:

Postcode: Tel:

BLOGOSPHERE
CONNECTED
FACEBOOK
FLICKR
FOLLOWERS
HASHTAG
INSTAGRAM
LINKEDIN
LOGIN
MESSAGING
MOBILE
NETWORKING
PASSWORD

PHOTOGRAPHS
POSTS
REPLY
SHARING
TAGGED
TRENDING
TUMBLR
TWEET
TWITTER
VIDEO
VIRAL
YOUTUBE

Congratulations to the 
competition winners from  
the last issue:

1ST PRIZE 
Marion Thornley, Little Eaton

2ND PRIZE 
Irene Simmons, Loughborough

3RD PRIZE 
Pete Satchwell, Coalville

L B F V G N I K R O W T E N U

M A R G A T S N I V D R A L D

G G H J T G N I D N E R T A F

H W N I V L Z T X H W X X R O

A T Q I O I W A P Y Z S H I L

S J A G R I D S M D A H L V L

H S I G T A O E M E M P I K O

T N T T G G H N O T E A N O W

A B E S O E T S B C S R K O E

G R H L O E D P I E S G E B R

V P B R E P L Y L N A O D E S

D R O W S S A P E N G T I C Z

Z L T F L I C K R O I O N A D

V O E B U T U O Y C N H E F T

Z N N T U M B L R Y G P O U I

 SOCIAL MEDIA Wordsearch 3 chances to WIN!
1st prize £50 voucher / 2nd prize £25 voucher / 3rd prize £15 voucher

Simply find the 25 words listed in  
the grid and circle them. Don’t forget  
they can appear across, up, down  
or diagonally.

The words you are searching for are:

COMPETITION
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