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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.

At Cork House sheltered scheme, two residents 
used mops, buckets and brooms to clean the 
entrance and windows to the scheme.  
Thank you to you both for showing pride in where 
you live – and for making others proud to live at 
Cork House!

In Bradshaw Close, we were delighted to see 
neighbours Paul Haddon and Peter Brooks 
working together to design a wonderful small 
garden, and to offer advice to others wanting to do 
the same. 

The space includes an area for growing tomatoes 
and plants which they share with neighbours  
and a small, brightly painted summer house where 
people in the community meet for cups of tea.

We are very pleased with the success of 

our recent estate action day in Glen  

Parva, where we carried out a pilot of the 

mobile working scheme, meeting residents 

out and about in the community. 

 “  Paul and Peter’s gardens were amazing. It was a 
fantastic example of making the most of a small 
area. I could see they took great pride in what 
they had achieved and credit must go to both of 
them for their hard work.

 “  Estate action days are exciting because we get 
to see and meet all types of lovely people and 
hear their problems and compliments.  
It’s good for all the residents too, and I would 
like to thank everyone who took part in the Glen 
Parva estate action day.”

  Marilyn Stocks,  
Vice-Chair of the Blaby Residents  
Action Committee 

For the dates of our upcoming estate action days in your area, 
check our website or follow us on Twitter @emhhomes

Our estate action 
A-Team

https://twitter.com/emhhomes


A refreshed 
websiteMERRY 

CHRISTMAS

Welcome to your Winter edition  
of echo, the magazine for all  
emh homes residents.

REMEMBER 
TO CHECK OUT 
OUR ONLINE  

ANNUAL REPORT 

TO RESIDENTS 2016!

We have recently upgraded 
our website software, and 
taken the opportunity to 
rearrange and refresh the 
content to make it easier for 
you to find the information 
you are looking for.

It is important to us that the 
website meets your needs, 
so before we started we 
asked our Scrutiny Panel to 
take a look at the site and 
recommend more ways in 
which we could improve  
how it looks, how easy it is to 
use, and the information it 
contains.

We have taken their 
comments on board, and we 
hope that you now find the 
website more appealing and 
useful.

We also recognise that we 
need to support and 
encourage you to use the 
self-service portal, and an 
improved version will be live 
in April. Our Customer 
Service Advisors and other 
frontline staff are currently 
being trained so that  
they can encourage and  
help residents to use the site 
and the portal.

As we approach the end of the year, I wanted to take this 
opportunity to look back over 2016 and remind you of 
some of the very important changes that we have made 
recently.

The biggest driving factor behind most of these changes 
comes from the government announcement that  
housing associations have to reduce their rents by 1% a 
year for the next four years, meaning we will lose over  
£11m of income over that period.

Therefore, we are changing the way we deliver some of  
our services to protect them and make them more  
efficient. This includes paying rent in advance, an office 
closure, and mobile working by the Housing & 
Neighbourhoods team.

We also have lots of good news we want to share, from  
fun community events to the individual achievements of  
an outstanding resident.

And lastly, you will find lots of handy tips and advice that  
will help you to stay safe and well during this season. 

Merry Christmas and Happy New Year to each and every 
one of you. 

 
 
 
Chris Ashton 
Executive Director (Housing)



Don’t forget – your rent is changing

1%
A recent government announcement  
has confirmed that supported and  
sheltered tenants will be included in the 
reduction to rental charges from April  
2017 to March 2020. 

Tenants will see their rent reduced by  
1% each year. Please note, however,  
that service charges will be subject to 
annual reviews and could therefore  
cause your overall charge to increase.

More information will be provided in  
early March 2017.

RENT REDUCTION FOR 
SUPPORTED AND 
SHELTERED TENANTS

You will soon be receiving  
a letter from us detailing the 
rent and service charges 
that you will have to pay from 
April next year. Please adjust 
the amount you pay us to 
match the amount shown on 
the letter, so you don’t fall 
behind with your payments.

The Government has asked 
housing associations to 
reduce rents by 1% per year 
for the next four years.  
This affects all tenants apart 
from shared owners, whose 
rents will increase in the 
normal way.

 However, our service charges 
- where relevant - will also be 
changing for tenants, 
leaseholders and owners in 
line with the estimated cost of 
providing the service. Your 
service charges may therefore 
increase.

THE OVERALL AMOUNT 
YOU ARE ASKED TO PAY 
MAY THEREFORE BE MORE 
OR LESS THAN YOU PAY 
CURRENTLY.

IF YOU RECEIVE  
UNIVERSAL CREDIT… 

You will need to tell the 
Department of Work and 
Pensions (DWP) that your rent 
and service charges are 
changing before 3 April 2017.  
If you don’t, you might receive 
the wrong amount of  
Universal Credit. This might 
mean you have to pay more 
towards your rent or that  
you are paid too much 
Universal Credit, which will  
then be reclaimed by the DWP.

HOW TO PAY…

You can pay your rent by Direct 
Debit, online through our 
website via our 24-hour 
automated payment line, or 
with your rent swipe card.  
You can also go into your bank 
to make a payment.

To contact Universal Credit, 
call 0345 600 0723.

For general advice on  
paying your rent, please  
visit our website.

Letters will be sent out to you 
at the beginning of March,  
and you will have until 3 April 
2017 to change your payments 
to the new amount.

IF YOU PAY YOUR RENT AND 
SERVICE CHARGES BY 
DIRECT DEBIT…

Your payments will be 
automatically changed to the 
new amount, so you don’t need 
to do anything. If your Direct 
Debit does not currently pay 
your rent in advance, your 
payments will not be adjusted.

IF YOU RECEIVE  
HOUSING BENEFIT…

We will tell your local housing 
benefit department about the 
new charges and they will 
change your benefit 
entitlement to match. If you 
don’t receive confirmation of 
your new entitlement by 30 
April 2017 please call your local 
housing benefit department.

NEWS2



Go Gill!
We love hearing good news 
stories from the communities 
in which we work, and we 
were delighted that our 
resident Gill Leverton-Taylor 
recently won an award for 
lending a helping hand to her 
neighbours.

Gill secured the Good Friend, 
Good Neighbour award at  
Blaby District Council’s 
Outstanding Achievements 
ceremony, held at the Marriott 
Hotel in Leicester in 
September.

Although a quiet person, Gill 
works tirelessly in the village of 
Stoney Stanton where she 
lives, supporting her friends 
and neighbours.

Whether it is an overgrown 
garden that needs clearing, a 
kitchen that needs cleaning 
while someone is in hospital,  
or making soup for others 

Gill receiving her Good Friend, 
Good Neighbour award

when it is cold, Gill is there for 
people who need her. Many 
describe her as an “inspiration” 
and as embodying the 
community spirit of the village.

Marilyn Stocks nominated Gill 
for the award. She said: 
“Anyone who knows Gill 
knows that she works 
relentlessly and goes above 
and beyond what is asked  
of her. Her kindness to 
everyone is overwhelming. 
She is a wonderful, caring 
person who quietly offers 
support to all.”

Since her award, Gill has  
been interviewed by BBC Radio 
Leicester and BBC Radio 
Nottingham, and has received 
congratulations from public 
figures including Alberto Costa, 
the MP for South Leicestershire.

When asked why she cares for 
others, Gill said: “I don’t go 
looking for it, I just 
understand and recognise 
what help people need as I’ve 
done it for so many years 
through other voluntary work. 
I have such good friends and 
lovely neighbours so this 
award is as much for them as 
it is for me.”

“ It was such a shock as I 
wasn’t expecting to be 
nominated, let alone  
win. I still feel quite 
emotional, particularly 
when I remember the 
letter from my MP which 
made me smile all day.”

Congratulations!
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Prior Park resident Valerie Boulton said:  
“Activities like this are important. They encourage 
fellowship and get you out of the house. We are 
lucky here; other schemes aren’t as busy as this.”

Debbie Oxford and Joy Gadsby from emh homes 
are the driving force behind many of the events at 
Prior Park, and regularly organise concerts, bridge 
games, Macmillan coffee mornings, hot lunches, 
and theatre, shopping and cinema trips.

Peggs Grange resident 
Mary Betteson said:  
“It’s beautiful here. 
Everyone is so friendly 
and nice, and they put on 
a good spread! We 
always look forward to 
coming here. It has been 
a lovely afternoon.”

 “  Council cuts have forced lunch clubs to close 
down. Previously, in rural areas, older people 
across 10 villages would get together and meet, 
but this has all stopped in the past few years.

 “  Residents were playing bingo and enjoying 
quizzes but these sorts of things are the first to 
disappear when cutbacks are made. As a result, 
they can feel vulnerable and hesitant to go 
outside their front door, but get-togethers like 
this help a lot.”

 Rachel Bromhead-Smith, Organiser

Residents from two of our sheltered 
housing schemes joined together for an 
afternoon of tea and cake.

Five tenants of Peggs Grange in 
Hugglescote travelled to Ashby-de-la-
Zouch to share lunch, cream tea and cake 
with those living at Prior Park.

Just my cup of tea

Joy said: “The two schemes join together a 
couple of times a month, so everyone can get to 
know one another. We use the emh homes 
minibus when we can, but some come over on 
their own. Events like this really do contribute to 
the residents’ overall wellbeing, which is 
important. And offering people cream cake 
never hurts!”

Debbie said: “Isolation is the worst thing so we 
like to keep the residents busy. Nothing seems 
quite so bad when you’ve been out and had 
some food and a giggle.”

Doreen Makins has lived at Prior Park for 13 years. 
She said: “I couldn’t recommend living here 
highly enough. We’ve got a day with no activities 
tomorrow and I won’t know what to do with 
myself! I struggle to do everything they plan for 
us – they wear us out!”
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We would love to hear your feedback about what you think of our Customer Services,  
and how we can change and improve to better meet your needs. You can call us on  
0300 123 6000 or email enquiries@emhhomes.org.uk

At emh homes we want to make sure we provide you  
with the very best customer service at all times.

YOUR FEEDBACK MATTERS…

Recently, we have been 
looking at how we can 
change and improve what  
we do to help meet the needs 
of all our customers.

Early in October we celebrated 
National Customer Service 
Week, encouraging members 
of staff from different 
departments to visit our 
Customer Services team to 
learn more about the service 
they provide and how they can 
support them to help you,  
our customers.

  We talked about what 
excellent customer service 
means to us. Here are some 
of the answers:

e Attentive and responsive

e Professional and friendly

e Honesty and patience

e Being treated as an individual

e Solution focused

e Service with a smile

e Caring and understanding

Several of our residents also 
visited the Customer Service 
Centre in order to help us  
learn more about where we  
can do better.

One of the key things we are 
working on is increasing 
training for our Customer 
Services team to help them 
resolve your queries the  
first time you call, so you  
don’t have to call back again 
about the same issue.  
Where that is not possible,  
we want to make sure we are 
resolving the query as quickly 
and efficiently as possible.

Providing top notch customer service
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For routine enquiries that you may have  
previously taken to your Housing & 
Neighbourhoods Officer, we ask that you now 
contact the Customer Service Centre (CSC),  
who will be able to provide you with a  
quicker resolution.

“  It is our aim to provide a resolution  
at the first point of contact for  
the majority of customer  
enquiries. We want residents to 
understand that they may not  
need to speak to their Housing & 
Neighbourhoods Officer in the  
first instance. They are working  
in a more mobile way and the CSC 
has the ability to provide more 
tailored information.”

 Mari Hughes, Customer Service Centre Manager

One of the changes we are most excited to 
roll out is the new way we deliver our 
customer service and support to residents.

Customer Services: your 

Naseam Chittim, 
Customer Service Advisor

Pam Hodson, 

Customer Service Advisor

Linda Rose,  Housing & Neighbourhoods Officer

We have empowered our CSC staff with the  
right training and skills to help them to deal with a 
wide range of housing enquiries in addition to the 
usual rent and repair enquiries.

When you speak to a Customer Service Advisor, 
you will be asked a few questions regarding your 
enquiry which will enable them to help you quickly 
and efficiently at the first point of contact, 
something we are aiming to do for 80 per cent of 
all calls.

If we are unable help you immediately or your 
enquiry requires more time, we will forward it  
to a Housing & Neighbourhoods Officer who will 
arrange a face-to-face visit if required. 

These frontline staff who look after lettings and 
provide face-to-face housing advice, the Housing 
& Neighbourhoods team, will now be mobile.

We have equipped the officers with the right 
technology to allow them to spend up to 80 per 
cent of their time out and about in the community, 
and resolving more complex issues in the 
convenience of your home.
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Customer Services: your first port of call
  CSC CAN NOW PROVIDE A 

RESOLUTION AT FIRST POINT OF 
CONTACT FOR:

e  Mutual exchange applications

e   Termination of tenancies

e  Sole to joint tenancy enquiries

e  Joint to sole tenancy enquiries

e  Copies of tenancies

e  Contents insurance

e  Pet requests

  THIS IS IN ADDITION TO THE  
EXISTING REASONS YOU WOULD  
CALL THE CSC:

e  General enquiries

e  Basic housing advice

e  Repair requests and repairs questions

e  Arranging to pay rent arrears and rent 
arrears questions

e  Rent and service charge account 
enquiries

e  Rent statement requests

e  Payment card requests

e  Reporting problems about new properties

e  Transferring your call to other 
departments

e  Setting up Direct Debit payments

You can contact the CSC by calling 0300 123 6000, where you can also request a call back. You can 
submit an online form with details of your enquiry or email us at enquiries@emhhomes.org.uk. 
Alternatively, write to us at: Customer Service Centre, emh homes, Jubilee House, Stenson Road, 
Coalville, Leicestershire LE67 4NA.

Laura Morgan,  Head of Housing & Neighbourhoods

Head of Housing & Neighbourhoods,  
Laura Morgan, said: “Our ambition is to deliver 
great services. This is the start of our  
journey into new ways of working. We will 
regularly review the progress made so that we 
can improve the way that we are delivering 
benefits to our residents.

“The mobile team can now check and update 
records in real time while they are on the go, 
which saves time for everyone and provides a 
speedy resolution to service requests.”

Our Homes & Neighbourhoods teams will be 
working differently so that they can provide a more 
responsive, efficient, and effective service to  
you. You can also help to make this service run well 
by using the CSC to resolve the majority of your 
service requests.
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S T A Y F I R E S A F E T H I S

 CANDLES

e		Always	place	in	a	proper,	stable	holder,	on	a	
heat-resistant	surface

e		Keep	away	from	curtains,	other	fabrics	and	
furniture

e			Keep	them	away	from	draughts,	and	make	 
sure	there	is	at	least	a	metre	between	a	candle	
and	a	surface	above	it

e			Keep	away	from	clothes	and	hair

e		Put	out	of	reach	of	children	and	pets

e			Leave	at	least	10cm	between	burning	candles

 

 

 

 

e			Do	not	move	candles	while	they	are	burning

e			Extinguish	them	before	you	leave	a	room	or	go	
to	sleep,	making	sure	they	are	completely	 
out	and	not	still	smouldering

e			Do	not	blow	them	out	as	this	can	send	hot	 
wax	and	sparks	flying,	use	a	snuffer	or	a	spoon	
instead

e  Draw your curtains at dusk and 
keep your doors closed to 
block out draughts

e  Have regular hot drinks and eat 
at least one hot meal a day if 
possible, eating regularly will 
help keep your energy levels up

Follow these tips to keep you and your loved ones warm 
and well during extremely cold weather:

If you are 65 or over, have a health condition like heart or 
lung disease, or have reduced mobility, you should keep 
your home at least 18°C and make sure you wear enough 
clothes to stay warm.

e  Wear several light layers of 
warm clothes rather than one 
chunky layer

e  Keep as active as possible in 
your home

e  If you need to leave the house, 
wrap up warm and wear shoes 
with good grip

Staying warm and well

CHRISTMAS SHOULD BE A TIME OF CELEBRATION, BUT THE 
COMBINATION OF TREES, CANDLES, FAIRY LIGHTS AND OTHER 
DECORATIONS CAN RESULT IN TRAGEDY.

FOLLOWING SOME SIMPLE RULES 
WILL HELP KEEP YOU AND YOUR LOVED 
ONES SAFE THIS FESTIVE SEASON.

 FAIRY LIGHTS

e		Check	the	box	to	make	sure	you	are	using	 
the	correct	fuse	type

e			Replace	bulbs	that	have	blown

e			Turn	off	lights	when	you	go	out	and	before	 
you	go	to	sleep

e		Keep	bulbs	well	away	from	things	that	burn	 
easily,	like	paper

e		Do	not	overload	sockets

Did you know that when you see 
the emh Sharpes team you can 
ask them for some free dog-waste 
bags, which they keep stored in 
their vans? 

It is important to always pick up 
dog mess as we want to keep  
our public community spaces 
clean and safe. If you witness dog 
fouling you can report it to your 
local authority. 

Pick up your doggy 
bags today
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C H R I S T M A S

 DECORATIONS

e  Do not attach anything to lights or heaters

e		Do	not	attach	anything	above/around	a	fireplace

e			Keep	decorations	away	from	candles

 CHRISTMAS TREES

e			Keep	your	tree	away	from	sources	of	heat	
which	could	dry	it	out	or	cause	a	 
flame	or	sparks

 
 
 
 

 
e			Do	not	smoke	near	a	live	tree

e		Do	not	put	it	up	too	early	or	leave	it	up	for	longer	
than	two	weeks

e			Keep	the	tree	stand	filled	with	water	at	all	times

e			Never	put	tree	branches	or	needles	in	a	fireplace	
or	wood-burning	stove

e		Take	your	tree	to	a	recycling	centre	or	 
have	it	collected	by	a	community	pick-up	
service

Earlier this year following consultation we 
made the difficult decision to close our  
Long Eaton office, and in September it closed 
its doors to the public for good.

Since then we have been working hard to minimise 
the impact of the closure on our residents. We have 
made it easier for you to contact us, and tried to 
reduce the reasons why previously you might have 
felt the need to visit us.

Because of these efficiencies, our Housing & 
Neighbourhoods team now spend most of  
their time out and about in the community, and 
our Customer Service Centre has more staff  
to handle enquiries. 

Very few people told us they were concerned 
about the closure, but we are contacting 
everyone that was worried to see how we can 
help them through the changes, as well as 
support them in the future.

The office closure does not change our 
commitment to providing you with the best 
possible services.

If you live in a sheltered scheme, ask your  
Scheme Co-ordinator or Housing & 
Neighbourhoods Officer about the weekly 
meetings we have set up so that we can  
hear your views.

You can book a home visit from a member 
of our Housing & Neighbourhoods team 
by calling our Customer Service Centre on 
0300 123 6000. 

During the Winter months please take extra 
care when you go outside. When there is 
snow and ice on the ground, you are more 
likely to slip and fall. Before you leave the 
house, ask yourself if your journey can wait 
until conditions have improved.

We will grit communal areas where possible,  
but the ground may still be slippery even where  
it has been treated.

Grit bins provided for residents’ use will be topped 
up periodically. Please let us know if supplies are 
getting low by calling 0300 123 6000.

BRAMLEY ROAD OFFICE CLOSURE 

CAUTION: Snow and ice
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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.

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

GOOD
LUCK

BAUBLE 

CANDLES

CHESTNUTS

COLD

CRACKERS

DECORATIONS
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FESTIVE
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PRESENT

SCARF

SKIING 

SHOVEL

SNOWFLAKE

TINSEL

TOBOGGAN

TURKEY 

The winners from the last  
issue are: 

First (£50) 
Peter Leeming, Ilkeston

Second (£25) 
Linna Lines, Croft

Third (£15) 
Colin Smith, Kirkby-in-Ashfield 

Simply	find	the	22	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:

1st prize £50 voucher / 2nd prize £25 voucher / 3rd prize £15 voucher

Christmas wordsearch
3 chances to WIN!

Name: Address:

Postcode: Tel:

Send your entry to: Nina Fowler, Summer echo competition, emh group, Memorial House, Stenson Road, Coalville, Leicestershire LE67 4JP. 
Closing date: Monday 30 January 2016. Please note that the competition is not open to emh group employees.
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