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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.

www.emhhomes.org.uk has lots of special features 
to help if you have difficulty reading, or if English is 
not your first language.

Text to speech button 
This button highlights each word as it is read aloud while simultaneously highlighting the 
sentence or paragraph in a contrasting colour. 

Spoken and written translation buttons 
Translates web pages into 78 languages and speaks the translated text where there is a matching 
voice. Currently there are 35 matching voices available. 

MP3 maker button 
Converts text to an MP3 audio file which can be saved and listened to at a later time or 
transferred to a CD or USB stick.

Text magnifier button 
Magnifies text as it is read aloud, displaying and highlighting it in a single line at the top of the 
screen as it is read out.

Screen mask button 
A semi-opaque black mask extends across your screen leaving a letterbox reading window 
clear, helping users focus on the section of the web page they are most interested in. 

Simplify button 
Presents the current web page in a more user-friendly layout that is free from the secondary 
information on the page such as adverts.

INFORMATION

http://www.emhhomes.org.uk/


As we reported in the last 
edition we are no longer sending 
printed copies of echo to all 
our 16,000 households.  
We are only sending copies to 
residents of our sheltered and 
specialist supported schemes, 
and those residents of general 
needs, shared ownership and 
leasehold properties that 
completed and returned the 
card in the last issue stating 
that they still wanted to receive 
a printed copy. There were only 
about 260 residents in this 
category, which suggests that 
there is a lot of support for our 
move towards more digital 
communications.

One of the first steps we have 
taken is the launch of our text 
messaging service that we 
mentioned in the last issue.  
The service is going live on 
Monday 20 June. 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. You can 
read more about the new 
service inside.  

Those of you living in Erewash 
will have been notified that we 
are proposing to close our 
Long Eaton office later this 
year. We have asked for 
comments from people living  
in the area about how this may 
affect them, which our Board 
will consider, but in the 

Moving towards more 
digital communication…

meantime we are upgrading 
and adding more information 
to our website to limit the 
reasons why you may have 
felt the need to visit us.   

One of the most rewarding 
stories in this issue is about 
the witnesses who bravely 
came forward to help evict a 
resident for persistent anti-
social behaviour. We all want 
to live in a safe environment, 
so it was heartwarming to 
see neighbours standing up 
for each other and showing 
community spirit.    

Finally, I would personally like 
to wish Colin and Anne-Marie 
the best of luck at the 
Housing Heroes awards! You 
both deserve to be 
recognised.

Please enjoy your read and 
let us know if there are any 
topics you would like to see 
us cover in future editions.

Chris Ashton 
Executive Director (Housing)

www.emhhomes.org.uk

Register

It’s easier online

  The quickest, easiest and 
cheapest way to contact  
emh homes and access  
our services and support  
is via our website. 
 
Using the round-the-clock, 
secure, self-service portal 
you can:

e  report a repair and check on 
any outstanding work

e  pay rent and service charges 
and view your account

e  order a new rent swipe  
card and print a statement

e  update your personal and 
household details, phone 
number and email address

e  send us a message

  It only takes a 
few moments to 
register - so 
more and more 
residents are 
finding that it is 
easier and more 
convenient 
online.

“ I needed to change my phone 
number, so just logged on to my 
account and updated it from my 
living room at 9pm. Brilliant!”
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Two up for Housing  
Heroes awards
Two committed and 

hardworking emh homes 

residents have been 

shortlisted for the 

national Housing Heroes 

awards, which celebrate 

the unsung heroes of the 

housing world.

Colin Norman has been 
nominated for the Tenant 
Lifetime Contribution 
award. 

Colin is an emh group Board 
member, but many of you in the 
Blaby area will remember him 
as the Chair of Three Oaks 
Homes and, before that, the 
Blaby District Tenants 
Federation. Colin has been a 
committed champion of 
tenants for over 15 years, not 
just at emh group, but also at 
various other housing 
organisations across the East 
Midlands. He recently 
published Reach for the  
Stars: My Journey in Social 
Housing, the story of his time 
as a tenant representative from 
2001 to the present and his 
views on the many changes 
that have taken place over the 
last fifteen years. 

“ Being nominated makes me 
feel proud for all the  
people who have helped  
and supported me over the 
last 15 years. The tenants 
who worked so hard at the 
Blaby DC transfer, the  
emh group staff who have 
always supported me,  
my colleagues and friends  
at Blaby DC - particularly 
Sandra Whiles, the Chief 
Executive - my special 
colleagues and friends at 
emh group - Chan Kataria  
and Joanne Tilley - and the 
emh group Board who  
even in these challenging 
times always keep to our 
ethos no matter what. A big 
thank you to them all.” 

Colin Norman

Our second nominee is 
Anne-Marie Higton from 
Ilkeston in Derbyshire, 
who has been shortlisted 
for the Inspirational  
Tenant / Resident of the 
Year award.

Anne-Marie has really shone 
over the past year. She is  
a founder member and  
co-creator of Erewash Voice – 
a group to help residents 
contribute to service 
improvements in an informal, 
practical and local way.  
The success of Erewash  
Voice means that a similar 
model will soon be trialled in 
other areas, to offer emh 
homes customers a new way 
to make their views known  
and heard.
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In collaboration with the emh group Communications team, the 
Communications Special Interest Group was pipped at the post in 
the Excellence in Annual Reports category at the TPAS Central 
Awards 2016. Being shortlisted is great recognition of all the hard 
work put in by the Special Interest Group members, and a  
genuine reflection of co-regulation at its best.

At the twentieth annual UK 
Housing Awards ceremony 
hosted by impressionist  
and comedian Rory 
Bremner, emh group was 
delighted to be named 
winners of the Outstanding 
Development Programme 
of the Year award.

Creating homes across the  
East Midlands, the diversity of 
our development programme 
encompasses homes for  

Building success

local people in rural communities, 
regeneration sites in urban areas, 
and the pioneering integration of 
health and housing with extra care 
schemes for people with support 
needs.

The award recognises our 
commitment to building the right 
homes in the right places for the 
right people.

The emh Academy was thrilled to 
be named Apprentice Employer of 
the Year at the fourth annual 
Leicester Mercury Business 
Awards, recognising the best 
aspects of every type of business 
across Leicestershire. 

The emh Academy is committed 
to empowering young adults to 

Top apprentices
become the best that they can be, 
and has provided the organisation 
with staff that have become highly 
respected and valued co-workers.

BUSINESS
 AWARDS 2016

Twenty-nine-year-old mother-
of-two Anne-Marie also works 
as a part-time volunteer in our 
Customer and Community 
Investment team in Long Eaton. 
She helps out with the team’s 
administration to support the 
involvement of other residents.

The team’s manager, Polly  
Cox, said: “Anne-Marie is 
brilliant with other residents, 
whether talking on the phone 
or face to face. She always 
takes the time to listen and 
offer help and support when 
people need it. Anne-Marie is 
an enthusiastic and very 
capable woman, so I was 
delighted to recommend her 
for the Housing Heroes 
Awards.”

Anne-Marie was equally full  
of praise for the support she 
receives from the team with  
her enduring mental ill health, 
especially Customer and 
Community Investment Officer 
Liz Dane. “Liz has been 
absolutely superb – I couldn’t 
have done this without her. 
The support she gives me is 
unreal, and I can talk to her 
about anything. Whenever 
there’s something I don’t feel  
I can do, Liz helps me  
through it.”

Colin and Anne-
Marie will be at the 
Housing Heroes 
Awards ceremony  
in Manchester on  
27 June. We wish 
them both the best  
of luck.

Pipped at the post
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  The 1,000th customer, Kevin 
Sisson from Calverton in 
Nottinghamshire, said it was  
“time to put the kettle on,”  
to celebrate the improvements  
to his home, which included 
re-wiring and re-plastering the 
room and new flooring.

 “  The work is absolutely  
brilliant – I’ve got a five star 
kitchen now,” said Kevin.  
“Best of all, the colours have 
changed to red and white,  
which is perfect for me as a 
Nottingham Forest fan!”

  The kitchen upgrade programme 
has run in partnership with 
installation firm T&S Heating for 
the past four years. It has also 
successfully covered homes in St 

1,000 kitchens improved
Ann’s, Colwick, Sandiacre, 
Stapleford and Ilkeston.

  Resident Liaison Officer Steve 
Holloway said: “We are very 
proud and feel we are doing a lot 
for the community because we 
are improving homes and lives. 
People get their choice of 
kitchen and everyone we have 
spoken to is really chuffed with 
the work.”

 “  We have lots of happy residents,” 
added Steve Rayment,  
emh homes’ Planned Team 
Surveyor.

emh homes’ programme 
to replace and upgrade 
kitchens has reached an 
important milestone,  
with the 1,000th kitchen 
being completed.
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  Twenty-year-old Beth from 
Coalville joined us on an 
apprenticeship last year,  
and has quickly shown the  
sort of commitment and  
ability that is an inspiration  
to others.

  Beth has impaired sight, which caused her some 
difficulties at school, but she has demonstrated 
that this is no barrier to her or anyone else  
learning and earning as an apprentice to build a 
career. She is determined that nothing will stand  
in her way of a happy and successful future.

 “  Being able to learn, gain more qualifications  
and do a job that I enjoy all at the same time  
is fantastic,” said Beth.

  Chris Swaine, Learning and Development 
Manager at emh group, praised Beth’s 
achievements and her willingness to appear in  
the film. “Beth was lacking in confidence  
and self-esteem when she joined us, but she  
has transformed into a very competent 

apprentice with a promising future ahead  
of her,” he said.

 “  She is grasping every opportunity that  
comes her way and really adds strength to  
our business. I hope that when other  
young people watch this video, they will be  
just as inspired by her achievements.”

   
 
To see Beth at work and hear her story, visit 
https://youtu.be/NUmFLgL4O2w, where  
you can add you comment, or you can share  
your thoughts about Beth’s story on  
Twitter #soproudofbeth

Beth inspires  
on screen

Income Apprentice Beth has 
taken the lead role in a  
special YouTube film to 
promote apprenticeships for 
young people.

“ This role has given me a reason to 
get up in the morning, so I hope  
that the video will encourage and 
inspire others too.”
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NORTH

 North
  On 16 March, over 50 

residents and partners 
gathered for the North 
event, held at The 
Arena in Ilkeston. Chan 
Kataria, emh group 
Chief Executive, spoke 
to delegates about the 
impact of recent 
government legislation 
on emh homes and 
services.

  A session by the Parliamentary 
Outreach Service brought the 
drama of Westminster right into 
the room, with a lively session 
about how the audience could 
get involved with the 
democratic process both 
locally and nationally in order  
to influence future decisions 
that affect them.

  The whole event was well 
received by the residents who 
took part:

 “  The Houses of Parliament 
information was good - it has 
given me some ideas for 
other areas as well as working 
with emh homes.”  
Sam Jackson, Long Eaton

 “  It was very helpful, and put  
in a way we can understand.” 
Anne Connelly, Cotmanhay

 “  Thank you for organising  
this. It’s good to be able  
to ask questions directly to  
the Chief Executive.”  
Pauline Smart, Sawley

 “  It was good, informative. I’m 
glad I came!”  
Neil Adams, Long Eaton

Clare Mullin, Public 
Outreach Officer for 
Houses of Parliament 
for East and West 
Midlands

The state of the nation
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 South
  The South conference 

was held at the Hilton 
Hotel in Blaby on 20 
May, and was attended 
by over 120 residents.

  Jenny Osborne, Chief 
Executive of TPAS, gave a 
passionate speech about how 
tenant involvement was  
now more important than ever 
and that tenants needed to 
take responsibility for helping 
their landlord tackle the 
challenges ahead.

  Residents were very positive 
about the event:

 “  It was good to see the chief 
executive here. It shows  
that he is interested in what 
tenants have to say.”

 “  It feels much better this year –  
far more positive.”

 “  Having the managers here means  
I can ask them questions directly.” 

  The Raj Brainch Memorial trophy  
for Good Neighbour of the Year  
was awarded to Mandy Vineham  
of Stoney Stanton.

Raj Brainch 
 1978 – 2012

At our North and South conferences, residents heard how recent government 
announcements may affect the services we offer them, and had the chance to 
question staff on the things that matter most to them.

Pam Coley, 
Blaby

Antonio Pereira, 
Leicester

Alvaro Achucarro, 
Northampton

We would like to say 
a big thank you to 
everyone who 
helped make the 
conferences a huge 
success, especially 
the residents who 
helped organise the 
events.
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Making sure your rent is 
paid on time isn’t just a 
weight off your mind – it 
could also mean picking 
up a prize.

At Christmas time and at  
the end of each financial year, 
we automatically enter 
residents whose rent  
accounts are free of any debt 
into a draw for the chance  
to win some great prizes.  
In the last draw, we gave away 
five iPads, 30 £10 vouchers 
and some bigger cash  
rewards.

Karen Bailey from Long  
Eaton was delighted to win 
£100 in the spring draw.

TEN prizes of  

£100  
towards your rent 

account

It pays to pay on time
Debts don’t go away

 “  I was almost in tears when  
I heard about this - I’ve never 
won anything before!” she 
said. “This money will go so 
far in my life.”

  If you move out of your home 
owing rent or any other money, 
we will still pursue you to  
recover the debt.

  We use an array of methods to get 
arrears from former tenants paid. 
So if you leave a debt behind, you 
may face:

e  a County Court money order or 
attachment of earnings

e  action by a debt recovery agency

e  seizure of your household  
goods for sale

  Last year we recovered £190,000 
from residents who left their 
homes owing us money.

  So if you are  
planning to move,  
please make  
sure your account  
is clear and up  
to date.

  If you owe emh homes money, 
you can expect to hear from  
us by phone, email, text or 
home visit. Residents have 
been helping us review and 
improve the letters we also 
send at key stages of our work 
to recover debts.

  Our approach to helping 
people avoid and manage rent 
arrears encourages payment in 
advance and use of Direct 
Debit wherever possible.  
Acting on advice from a  
group of volunteer residents, 
we have changed our letters to 
make sure they are easy to 
understand and contain:

e  the latest amount owed and any 
arrangements or court orders 
made to repay

e  our contact details and a clear 
deadline for action or response

e  what happens next if the  
debt isn’t cleared or reduced 
(including court costs)

e  details of the support we  
and local partners can offer  
to help people boost their 
income, claim benefits, and 
deal with other money 
problems

  To match the style of bills  
sent by other companies and 
service providers, we have  
also introduced colour on 
some letters.

  So, if you get a letter from  
us about rent arrears,  
please don’t ignore it.  
We evicted 73 households  
for non-payment of rent  
last year, so you could lose 
your home if you fail to  
pay what you owe.

For a chance  
to win like  

Karen, ensure 
your rent is  

paid on time.
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Sharp rise in court costs

Four-week benefits rules

If you are taken to court for late  
or non-payment of rent, you have 
to pay the £325 court fee. It is 
another good reason to contact  
us early and avoid legal action.

Most cases of rent arrears can be 
resolved without the need for 
court, but when this does happen, 
we have no choice but to charge the 
fee imposed by the Court.

The new rate is a 30% jump up 
from the old fee of £250. So it pays 
to stay away from court.

If you need to claim Housing 
Benefit or already receive it and 
your circumstances change, it  
is vital to act quickly. You will  
also need to make a fresh claim  
if you are outside the UK for  
more than four weeks.

New rules mean that local 
councils can now only backdate 
payments of Housing Benefit  
for a maximum of four weeks.  
So, if you delay claiming or 
notifying the council of a change 
for longer than this, you may  
lose out.

If you leave the country for an 
extended period, your  
Universal Credit or Housing 
Benefit will end after four weeks 
and you will need to make a new 
claim when you return.

The single payment merges 
together and replaces several 
previously separate payments 
and tax credits (including  
Job Seekers Allowance, 
Income Support and Housing 
Benefit). The new 
arrangements also cover 
Employment Support 
Allowance, Working Tax Credit, 
and Child Tax Credit.

From November 2016, all new 
claims or changes of 
circumstances for working 
age people in the Daventry, 
Harborough, and Melton local 
authority areas will move to 
Universal Credit.

The phased launch of Universal Credit – the Government’s new 
all-in-one benefit for working age people - is affecting more and 
more people across the whole emh homes area.

Universal Credit phased in

This tighter Benefits Cap set by 
the Government reduces the 
annual amount from its current 
level of £23,000, so if you 
currently receive more than 
£257.69 per week in benefits 
as a single person, or £385 per 
week as a parent (with or without 
a partner), your income will be 

From autumn 2016, the total amount of welfare benefits a working 
age household can receive will be limited to £20,000 per year.

What is the benifit cap? The benefits cap ensures people do not 
receive more benefits than the average household earns.

New £20,000 Benefits Cap

Universal Credit is paid monthly 
in arrears to a nominated 
person in each household, who 
is then responsible for making 
sure that the housing element is 
used to pay for rent and  
service charges.

reduced to this maximum 
amount. 

We are working closely with the 
Department of Work and 
Pensions and local councils to 
support customers affected by 
this change.

All payments will  
be made monthly

If you have any queries or 
concerns about benefits 
or any other money matter, 
please contact our Income 
Team on:

T. 0300 123 6000 
E.  enquiries@emhhomes.

org.uk

elzr
Two adults  

with two children

£500 
PER WEEK

ezr
One adult  

with two children

£500 
PER WEEK

lz
Two adults 

£500 
PER WEEK

l
One adult 

£350 
PER WEEK
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Financial Inclusion Officers Ola 
Ojedokun and Gary Greaves  
help residents to maximise their 
income by checking on benefits 
entitlements and claims,  
applying to charities and giving 
advice on household budgets.  
If you live in Leicestershire or 
Northampton, you can also get  
free, impartial money advice  
from your local Citizens Advice 
office.

e  Susan from Ilkeston is an older 
resident who we met during a 
personal finance drop-in session  
at her sheltered housing  
scheme. 

  Even though her savings were  
below the threshold of £16,000, she 
was not getting any help towards  
her rent. With Ola’s help she was able 
to claim Housing Benefit, Council Tax 
Relief, and Guaranteed Pension 
Credits. 

  Susan kindly phoned Ola’s manager  
to say thank you for her support.  
It’s great to hear from customers when 
things go well.

e  Julia from Leicester lives alone in  
a two-bedroom property, so is 
affected by the Bedroom Tax, which 
reduces her Housing Benefit by 
14% each week for the extra 
bedroom. 

During 2015/16 Ola and Gary helped emh homes customers  
to receive more than £600,000 in extra income. Two recent 
examples show how their support can make a real difference.  
We have changed people’s names in these summaries.

Because of problems arising from 
restricted mobility and mental ill 
health, Julia was finding it hard to 
manage her money and was falling 
into debt, including rent arrears.

Citizens Advice helped her to claim a 
Personal Independence Payment, 
which upped her income by £55.10 
per week. They also helped Julia to 
claim a temporary Discretionary 
Housing Payment, set up a Direct 
Debit for her rent and to budget better.

Thanks to emh homes’ special  
deal with Citizens Advice offices in 
Leicestershire and  
Northamptonshire, almost 500 
residents have been helped to 
increase their incomes by a total of 
more than £120,000.

More than 100 residents joined 
a Family Energy Day in Leicester 
on 27 February for practical 
advice and help on how to help 
save both energy and money.

Visitors got free low-energy 
lightbulbs and smartplugs, which 
power down electrical equipment 
left in standby mode. With each 
smartplug saving up to £60 a  
year, the 120 we gave out at the 
event should add up to over 
£7,000 of household savings on 
electricity.

The interactive workshop at 
Wesley Hall Community Centre 
took adults on an energy 
efficiency trail to explain fuel  
tariffs, heating controls and  
grants, while a balloon-modelling 
artist kept younger visitors 
entertained.

Energy and money saving made easy 
There were displays and sessions 
about the benefits of switching 
energy suppliers and tariffs, plus 
videos about energy-saving tips 
and demonstrations of smart 
gadgets that save energy and cut 
bills.

By working with residents we were 
able to educate householders on 
fairer energy tariffs and encourage 
switching, and in turn increase  
the number of households that save 
money on their fuel bills.

To find out more about the emh Green Team,  
check out their website www.emhgreenteam.org.uk 
or follow them on Twitter @emhgreenteam

The Family Energy Day was 
organised and hosted by the emh 
Green Team, with funding from the 
NEA Warm Homes Campaign 
Award scheme and strong support 
from the local MP, Jonathan 
Ashworth. 

Timed to coincide with the 
national Fuel Poverty Awareness 
Day, the event showcased emh 
homes’ commitment to helping 
residents reduce energy bills and 
stay warm.

More activities are planned during 
the rest of the year.

Money help is 
at hand

Ola Ojedokun

Gary Greaves
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  To get help from Citizens 
Advice, contact:

e  In Northamptonshire 
01604 235080 
www.bureau.northampton 
cab@cabnet.org.uk

e  In Leicestershire  
01530 551420  
www.leicscab.org.uk

  Tell the local office that you 
are an emh homes resident 
when you get in touch.

  The lives of residents at a block of flats 
in Derbyshire were severely affected 
by the behaviour of one occupier and 
visitors to her home. Frequent noise, 
arguments, abuse, fights, drinking and 
other serious behaviour meant that 
emh homes took legal action for 
breach of the tenancy agreement.  
But the case only succeeded because 
of the first-hand statements and court 
evidence given by public-spirited 
neighbours who were not prepared to 
put up with these problems any longer.

  Mariette was one of the  
local residents who attended  
the hearing to tell the judge about  
the impact on her and other 
neighbours, including the elderly 
woman who lived directly below  
the flat at the centre of the trouble. 

  “  It was diabolical,” said Mariette. 
  “  There was lots of drinking on the 

street, swearing, abuse and shouting 
at neighbours all the time. I had the pot 
plants outside my house smashed. My 
neighbour who was 91 years old and 
had lived here for 27 years had to 
move because of the situation. It 
drove us mad.

  “  I got a lot of abuse, but you can’t let 
people like that ruin your life. It’s so 
peaceful again, now that the  
person has gone. We’re back to 
normal. I can walk my dogs without 
worrying about being shouted at and 
I’ve got all my plants back outside.”

  Another nearby resident affected by 
the anti-social behaviour, Sharon,  
also supported the court case.

  “  It just wasn’t fair to people and their 
families having to endure that – I really 
felt for them,” said Sharon. “I wasn’t 
sure what to expect in going to court, 

Telling evidence from some brave and co-operative 
neighbours has helped emh homes to evict a resident 
for persistent anti-social behaviour.

Neighbours
make the difference

but emh homes and the barrister  
were really supportive. The whole 
process took longer than we 
expected, but it felt like we were all in  
it together.

  “  It’s a huge relief now that the person 
causing the problems has gone.  
Now we can all have our  
summer back.” 

  emh homes’ Anti-Social Behaviour 
Officer, Ian Kirk, praised the co-
operation of Mariette, Sharon, other 
residents and the local Police 
Community Support Officer.  
Their combined and compelling inputs 
were crucial to the judge issuing an 
eviction notice.

  “  This was a really difficult case and I 
completely understand people’s anger 
and frustration about it,” said Ian. 

  “  But the fact that some residents were 
prepared to give evidence and back up 
the police reports made all the 
difference. 

  “  When it came to court, the tenant 
denied causing any problems. Mariette 
and Sharon stayed calm and told the 
judge the true story. I’m really grateful 
to them and everyone else who 
helped us get this person evicted. 
No-one has the right to ruin the  
quality of other people’s lives – and 
local community support like this really 
helps us act if it does happen.”

The emh green team’s 
Affordable Energy for All 
initiative has won the 
Large Project of the Year 
prize at the East Midlands 
Regional Energy  
Efficiency and Retrofit 
Awards 2016.

E A S T  M I D L A N D S
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  An unexpected vet’s bill can 
come as a nasty shock – 
especially if your animal has a 
condition that is not covered  
by your insurance, or if you are 
on a low income.

Looking after a pet can be expensive, and vets’ bills 
are rising. The Derby Blue Cross Pet Care Clinic  
offers free and low-cost support for people living in  
its catchment area.

Low-cost pet care
  The Blue Cross Pet Care Clinic at 

Pride Veterinary Centre in Derby 
treats sick and injured pets for 
local people who can’t afford 
private vet care. To register and 
qualify for free vaccinations, free 
microchipping, free neutering 
and other services, you need to:

e  receive either Universal Credit, 
Housing Benefit, Income 
Support, Working Tax Credit, 
Council Tax Relief or Jobseekers 
Allowance

e  live in postcodes DE1,  
DE21, DE22, DE23, DE24, 
DE72 or DE73.

 For more details call  
 0300 777 1870 
  or visit www.bluecross.org.uk/

derby-pet-care-clinic

  On Monday 20 June we  
are launching a new range 
of instant, low-cost 
automated text services 
which you can use direct 
from your mobile phone.

  The introduction of this 
service was made possible 
by a major upgrade to our 
housing management  
system, Orchard, and with  
the help of residents who 
helped us understand what 
matters to them.

  The new services couldn’t  
be simpler:

e  Just text the word ‘Bal’ or 
‘Balance’ and your account 
balance will be sent back to 
you automatically.

We are now 
even easier to 
reach

e  If you have a query with  
your arrears and want us to  
call you back, simply text  
the word ‘Callback’ and our 
Customer Services team  
will call you back.

e  When a repair has been 
completed, we will send you  
a text asking for feedback  
on your satisfaction with  
the service. If however you  
no longer wish to receive  
text surveys, the text will 
include information on how  
to opt out.

   We will now also be using 
texting to contact you  
about your account. More 
services are planned to  
be added later.
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  Residents who damage their 
property or leave behind a 
mess when they move home 
must pay the cost of putting 
things right. Otherwise 
everyone ends up losing out.

  Each year, we face a big bill for 
damage to homes caused by 
residents, or for cleaning and 
repairing vacant properties left 
in a poor state. We often also 
have to put right sub-standard 
home alterations done without 
proper permission.

  If you request a non-emergency 
repair that is down to deliberate 
or accidental damage by 
someone in your household or a  

Paying for damage
visitor, we will only do this work 
if you agree to pay the full cost. 
We can offer payment by 
instalments to spread the cost, 
but if you fail to make all the 
payments, we can take legal 
action to recover the debt.

  Head of Income Management, 
Gwyn Gascoigne, said: 

 “  If people damage their homes 
and leave emh homes to pick 
up the bill it just means higher 
rents or restrictions on 
services for other residents. 
This isn’t fair on residents 
who take good care of their 
homes, so we’ll always ask the 
person who causes damage 
to pay for it.”

Lucion Services are now 
responsible for asbestos 
surveys and inspections 
to emh homes properties, 
replacing our previous 
contractor, Tersus.

We are pleased to have the leading, 

nationwide company Lucion 

Services on board as our new 

asbestos specialists. Their team will 

continue the work to identify homes 

that may have asbestos, assess 

any risk this might pose and 

organise any necessary work to 

repair, seal or remove the 

material.

New asbestos experts
Asbestos and building materials 

containing the fibre do not  

present a health risk if they are 

undamaged, but can be harmful  

to the lungs if they are cut,  

drilled or disturbed.

If Lucion Services need to visit  

and check your home, they will 

contact you by phone or letter to  

fix an appointment. Their 

employees always carry photo 

identification, wear branded 

uniforms and drive vehicles with 

the Lucion logo. 

If you have any concerns about 

asbestos in your home, call  

0300 123 6000 or email 

enquiries@emhhomes.org.uk.

Are you covered?

Contents Insurance

  We have joined forces with the 

National Housing Federation  

to offer an easy and affordable way 

to insure your belongings.

  My Home Contents Insurance  

offers financial protection against fire, 

theft, vandalism, flood, burst pipes 

and other household damage.  

Cover is available for contents 

valued from:

e £6,000 if you are over 60

e £9,000 for everyone else

  You can pay premiums  

fortnightly, monthly or annually  

by cash, Direct Debit, cheque,  

debit or credit card, postal order  

at any post office or pay zone.

  Backed by leading brokers and 

underwriters, Thistle Insurance and 

Allianz, the scheme’s benefits include:

e  no excess – so you don’t have to 
pay the first part of any claim

e  no need for special door or 
window locks

  It is easy to apply. Just complete the 

application form available at  

www.emhhomes.org.uk or from your 

local office.

  Other household contents insurance 

schemes are available and we advise 

you to shop around. Commission 

from sales of this scheme help emh 

homes deliver its services.
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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.

Send your entry to: Nina Fowler, Summer echo competition, emh group, Memorial House, Stenson Road, Coalville, Leicestershire LE67 4JP. 
Closing date: Monday 1 August 2016. Please note that the competition is not open to emh group employees.

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:

AMUSEMENTS
BEACHBALL
BUCKET AND SPADE
DECKCHAIR
DONKEYS
FAIRGROUND
FAMILY
FISH AND CHIPS
FUN
HOTEL
ICE CREAM
JOURNEY
KISS ME QUICK

KNOBBLY KNEES
PACK
PIER
POSTCARD
PUNCH AND JUDY
ROCK
SANDCASTLE
SUITCASE
SUNSHINE
SWIM
SWINGBALL
WINDBREAK

The winners from the last  
issue are: 

First (£50) 
David Broadbent, Long Eaton

Second (£25) 
Susan Smith, Northampton

Third (£15) 
Dale Harding, Cosby, Leics 

S S Q Y N A L Y L S O N S R E

E W W D D E M L L I W P U E L

E I G I T U A U C I I I N F T

N N R O N B J E S H M I M R S

K D H I H G C D C E H A O E A

Y B J C F R B D N S M C F S C

L R A X E R N A N A K E O A D

B E D A Y A H U L R H J N C N

B A M W H X S Y M L A C I T A

O K I S S M E Q U I C K N I S

N O I D N U O R G R I A F U E

K F D E C K C H A I R I I S P

P A C K S K D R A C T S O P I

E D A P S D N A T E K C U B E

J O U R N E Y S Y E K N O D R

Summer Holiday 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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