Latest news from

The Community
Housing Group
Welcome to this special newsletter
Dear Customer
Welcome to this special newsletter which tells you
about our new Business Plan, feedback we have
had from customers and our latest performance
information, so you can see how we’re doing.
The Community Housing Group is changing.
Changing to make sure we maximise the use of
new technology to provide quality homes and
services to our customers in a modern and more
efficient way and to support you to be comfortable
and confident with using new technology too.
A
ue
eq
ch

Our Business Plan ‘Together We Can’ is all about us
working together with you to achieve this and we
have identified four priorities to help us get there.
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This newsletter tells you more about those priorities and
what they mean for you.
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We want to make sure that we are here to support our
customers for the long term which means moving with the times
and embracing new ways of working.
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We still want to make sure that the services we provide are the ones that matter to you most and
that they are value for money too. On the following pages you can read about the different ways
we’ve been involving you and seeking your views on our services, and how we are making changes
based on your feedback.
The Customer Voice and Assurance Group (CVAG), a team of hardworking resident volunteers, are
working closely with the Board and our staff to make sure that the way we deliver services is open
and transparent, and shaped by your views. In this issue, Chair of CVAG, Joyce Hopkins will give you
the latest information about their work and how you can be involved.
I am proud that we are a strong organisation with an exciting future ahead. The introduction of
‘Together We Can’ will only strengthen this position.
In January 2020, I will be retiring from my position as Group Chair and handing over the reins
to Andrew Foster who is very much looking forward to completing the plan and working with
customers to achieve our targets. We’re also pleased to announce that Kaye Law-Fox has been
appointed to the new role of Vice Group Chair with effect from 1st January 2020.
We hope you find this newsletter interesting. We’ll keep you up to date with our progress at regular
intervals and all the latest news will be available on our website www.communityhg.com
I’ve enjoyed my time with the Group and look forward to seeing it going from strength to strength.
Merry Christmas to you all and a Happy New Year.

Andy Ballard Group Chair
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particularly in relation to the multi storey blocks,
and residents have received a lot of information
and reassurance which is positive.

Message
from the
Chair of the
Customer
Voice and
Assurance Group,

Joyce Hopkins
The Customer Voice and Assurance Group
(CVAG) was recruited in March 2018 following a
review of customer engagement.

Community Housing Group to understand the
plan, the changes that have been made so far to
deliver it, and what the overall aims and objectives
are. This is why we fully support the publication
of this newsletter and are keen to see information
being made available more regularly and in a
variety of different ways in future.

I am currently the CVAG Chair and our role is to
make sure that the voice of customers is heard
at the highest level in the organisation. That’s the
Group Board and Executive Team.

Over the year, we have worked closely with the
Executive Team on some key business priorities
that contribute to delivering the business
plan, including the development of a tenancy
sustainability service to support new tenants
to settle in to their homes and make sure their
tenancy is a success, refreshing service standards
so they are clearer for customers to understand
and reports on how the company is performing
against them are in a more attractive format,
improving information to customers on health &
safety and of course all things digital.

The CVAG were involved early in the development
of the Together We Can business plan when we
met with the Directors to understand why the
four priorities in the plan (Agile, Accountable,
Customer Orientated and Efficient) were being
proposed. We were pleased to see a clear
commitment to customer focus. It’s our job to
work with the Board and staff to monitor how
this is being delivered and provide them with
feedback on what’s working well and areas that
need to be improved.
We receive regular update reports on
performance against the targets in the plan and
overall we are pleased with performance to date.

We have just completed a scrutiny review of Fire
Safety. With an increased focus on fire safety
post Grenfell, TCHG along with other Registered
Housing Providers has carried out a lot of testing

We feel that it’s important for all customers of The
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we focus on those key areas.
Visit our Blog on the website www.communityhg.
com/community/CVAG/ and leave some
feedback on the services you would like us to
look at. You will also find our Scrutiny Reports
there which tell you about the good practice
we’ve found and our recommendations for
improvement.

So, what did our review tell us? Well, as far as
regulation is concerned, we have been given
assurance that TCHG is fully compliant. Our focus
has been on understanding how key messages in
relation to fire safety are being communicated.
There are a lot of different tenure types and
property types and we feel it is important that
any information about fire safety is tailored
to meet the needs of all customers. We have
recommended that a communication plan is put
in place. We will be working alongside staff to
agree how this will work, and what measures will
be put in place to make sure that it is working.

WANT TO GET 		
INVOLVED?
WE ARE 				
RECRUITING 		
NEW MEMBERS

In November we met with the Chief Executive
and Head of Housing to start a new review of
neighbourhood services. We know that the
neighbourhood where you live is important to
you. That’s why we have chosen to look in more
detail at neighbourhood management. We know
that not everything is the responsibility of The
Community Housing Group, other agencies also
have a role in looking after our neighbourhoods.

If you are interested in helping to improve
services, meet new people and develop new skills
we want to hear from you.
You can find out more about what we do by
visiting our website www.communityhg.com in
the ‘Have Your Say Section’ where you will find
our scrutiny reports, minutes of meetings and
get to know a bit about our members. You can
also email gill.mooney@communityhg.com or call
01562 733037 to find out more.

What we will focus on are the services provided
by The Community Housing Group, how
performance is measured and the current levels
of satisfaction. We also want to explore other
Housing Associations approaches to managing
their neighbourhoods.
We represent the voice of all customers, so it’s
really important that we understand what is
important to you, and we can then make sure that

Closing date is 10th January 2020.
We look forward to hearing from you.

Governance Changes
within the Group
Following the departure of Andy Ballard, current Group Chair at TCHG since 2015 on 31 December
2019, we would like to welcome Andrew Foster as our new Group Chair from 1 January 2020.
Andrew is a qualified Solicitor who has worked in a number of senior roles in the housing sector
since 2006 and now works as an independent governance specialist.
We would also like to welcome Kaye Law-Fox who has been recently appointed to the new role
of Group Vice Chair with effect from 1 January 2020. This will be in addition to the roles that
Kaye already holds within the Group as a Group Board Member and Chair of Oakleaf Commercial
Services.
We wish both Andrew and Kaye every success in their new roles.
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Provide affordable homes and services
and places where people want
to live and work

Our Priorities and Values
Agile
• A digitally enabled
organisation
• Mobile workforce
• Door step delivery
• Simple and slick
processes
• Efficient
organisational
structures

Our Business Plan
Priorities Explained
AGILE

Our Goal

Accountable
• Clear targets and outcomes

Customer
orientated

• An integrated IT system
providing one version of the
truth

• Expanded new build
programme to meet local
need

• Clear line of sight (everyone
working to one direction)

• Responsive services based
on need and customer
insight

• A culture of responsibility
and ownership of issues

• Highly trained and
adaptable workforce

Efficient
• All properties contributing
positively to the business plan
• Effective income
management and
cost control
• Unit costs comparable with
peers

• Multi channel approach to
service delivery

• Increased productivity and
capacity to grow

• Easy to use digital services

• Lean and efficient
organisational structures

• Flexible range of feedback
and engagement
opportunities

• Financial strength
• Strong governance and
regulatory compliance

To achieve this we will:
• Adopt our values in our day to day work

• Optimise asset performance

• Realign budget and service plans

• Provide new affordable homes across a range of tenure types

• Agree relevant, focused KPIs

• Implement a new IT solution

• Implement new customer engagement and feedback processes

• Digitally enable our customers and workforce

• Carry out customer journey mapping to improve processes

• Introduce smart technology (2 device policy)

• Re-state our service standards

• Re-design tenancy sustainability services

• Reconfigure housing services

• Organisational development and HR policies to support new ways
of working

By 2021 we will have achieved:
• Efficiency savings of £5.33m

• Unit costs comparable with peers

• Maintained 90% Customer Satisfaction

• 50% of customers transacting online

• 80% Staff Satisfaction

• 22% increase in EBITDA

• 258 new units/conversions for rent/shared ownership

• 25% increase in Group operating margin
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By listening to your feedback and suggestions,
we’ve brought teams together, to deliver improved
services while sharing skills and knowledge. For
example, our Housing and Oakleaf Commercial
Services teams have shared ideas and completely
re-designed how they deal with empty properties
and get them ready for letting, resulting in a
dramatic reduction in the average time it takes to
re-let our homes.

Our goal is to be an organisation that can deliver
modern, flexible services that customers want, by
a workforce that has the right skills and tools for
the job.

How we will
reach our goal

How are we
doing so far?

Technology: We’re currently upgrading our
computer system that holds customer and
property data. By bringing together all the
information in one place, we will make it easier
to deliver more joined up services to customers.
We’re also investing in new technology that will
enable staff to deliver services ‘on your doorstep’.
This means that staff can access the data they
need to respond to enquiries quickly and easily
while out and about. This will allow them to deal
with issues at the first point of contact and give
them the flexibility to work from any location,
saving time in having to travel between offices and
depots.

		

“We recognise the importance of letting
properties quickly and efficiently. It is what
customers want and it has distinct financial
benefits for the Group.” – Andy, Housing
Services Manager
“The Voids Team regularly meet to discuss
progress updates on every property and agree
firm dates for completion and availability. This
enables us to give incoming tenants enough
time to plan and prepare for moving into their
new home.” – Martin, Project Manager

Communication: We’ve been working with
customers to understand their preferences, how
they wish to engage with us and access our
services and how they want us to communicate
with them (by email, by text, by phone etc). We
have also carried out a ‘data cleansing’ exercise
to make sure that the information we hold about
our customers and properties is up to date. As
we move to more digital communications and
service delivery, we are putting support in place
to help customers who are not confident with
technology. Our free computer training course
offers customers the chance to learn the basics of
getting online, searching the Internet and sending
emails. The perfect introduction for those who are
eager to become digitally confident.

“With our new computer systems, our aim is
to offer services so you can access information
about your tenancy wherever you need to,
report a repair and book your own appointment
without the need for a call back or make other
requests online. It also means that teams
visiting customers will be able to provide an
end-to-end service on the doorstep ensuring
your issue is resolved at first point of contact.
“In late summer 2020, we will be introducing
a new MYaccount service that will enable you
to do all of the above from your own home at
a time that suits you. However, you don’t need
to wait for our new MYaccount to get digital,
our existing one offers you the opportunity
to check your rent account, report a repair or
email us with any queries you may have.”
- Mel, Head of Transformation

Service delivery: We’ve taken the opportunity
to look at how customers use our services at the
moment and make sure that any changes we want
to introduce with our new computer system, make
sense. This is called “Customer Journey Mapping”.
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Our Free Computer Training courses have been really popular
– here’s what customers have said about them.
“I now feel confident enough to go into the local library and use their computers
to research things I wanted to know and I can send emails with confidence.
Thank you so much for doing this for me”.
“I have had a laptop for some time now but was always frightened to use
it! I am now using it for all of my online shopping and emailing, and even
skyping friends the other side of the world. This is brilliant, all it needed was
someone to have the patience to show me what to do. Thank you!”
“Having never used a computer before I was very nervous but I found
this course very enlightening and mixing with the other tenants was so
encouraging and helpful. The tutor from HOW College was so patient and
didn’t make us feel silly in any way I cannot wait for the next level course to
begin. Thank you so much, I have really overcome my fear of computers”.

Not confident with your digital
skills – feeling left behind?

Did you know that we offer FREE computer
training at locations across the district?
You will learn the basics of getting online
including how to send emails, how to search
the internet and how to stay safe when you

are online. The tutors are experienced in
helping brand new and nervous users so
the sessions are relaxed ant at a pace to suit
every one.

For more information and details of the courses available, visit our website
www.communityhg.com/getonline or contact Tina Browne, Resident Involvement Officer
on 01562 733121

email tina.browne2@communityhg.com
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Our Business Plan
Priorities Explained
ACCOUNTABLE

Our Goal

they want from this service. We are also introducing
a new satisfaction survey that will allow every
customer to have an opportunity to comment on
our performance at least once a year, rather than
every 3 years.

Our goal is to be an organisation which has clear
targets and delivers what customers expect from us.

How we will
reach our goal

But you don’t have to wait for a survey to give
us your feedback. Just get in touch through
the MYaccount service, on our website www.
communityhg.com or by emailing information@
communityhg.com.

Together We Can: When we launched ‘Together
We Can’ our 3 year business plan, we streamlined it
into a single page, allowing it to be more accessible
to both staff and customers and making it easier
to display around the business. We want it to
be a useful document, and a reminder to teams
about what they need to focus on to deliver great
customer service. We also set some targets that
will be used to measure the delivery of the business
plan. These targets are based on achieving positive
outcomes for the business and our customers,
and progress is reported monthly with teams
taking responsibility for their performance. Each
of our teams have spent time looking at what the
plan means in their area of the business and how
they can contribute to it. All delivery plans are
monitored closely by Heads of Service to ensure we
remain on track.

		How are we
		doing so far?

		

“To deliver the new business plan, a lot of changes
have taken place over the past year involving
restructuring departments and introducing new
ways of working to make the organisation more
responsive and efficient. The Customer Voice &
Assurance Group wanted to understand what
these changes meant for front line teams, and
how they were getting to grips with the new
business plan.
So, over the summer we visited all of the
operational teams and spent time with the staff to
talk about the changes, and how these are helping
to deliver all of the targets in the plan.

Monitoring and reporting performance:
The upgrading of our computer system and
introduction of new technology across the Group
means that information can be quickly and easily
shared across departments. This helps us to work
effectively and in a more transparent way. We
already produce a lot of performance information
for the Housing Regulator, but we’ve also worked
with customers to share this information with you
in an easy to understand format. We hope that you
like the new style of performance information which
is available on pages 12 - 14.

“Feedback from staff was really positive and
through our performance monitoring we are really
starting to see some great results and increased
customer satisfaction”.
- David Cater, CVAG member
“We just had the careline installed plus key safe.
We were so impressed with the wonderful service
from the technician. He was friendly, efficient and
very explicit, and clear in his instructions on the
use of the material. It was a pleasure to have him.
Please pass on our praise to him the team. Thank
you so much for your help.”
- amica24 new customer, Kidderminster

Customer feedback: Your feedback is vital so that
we can see if we are providing services which are
effective and “fit for purpose”. We want to hear
what we’ve done right, as well as what we’ve done
wrong, in order to continually improve what we
offer. With this in mind, we are reviewing how we
manage complaints and asking customers what
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“Katie is so very lovely and has such a lovely way
about her. She is a credit to Care24 and I always
look forward to when she is working.”
– Care & Support24 customer, Kidderminster

Our Business Plan
Priorities Explained

from yourselves. I want to pass on my thanks to
the member of staff for their help and had it not
been for their diligence then I might have let this
rogue company into my property.”
– Housing Services customer

“Thank you for your assistance with regard to a
‘suspect’ letter for a gas service that had not come

CUSTOMER ORIENTATED

Our Goal

We ask customers for feedback and suggestions
about the services that matter most to them. This
helps us to shape how we deliver services and the
type of support we can offer.

How we will
reach our goal

You told us there were services that mattered most
to you. Here’s what customers have told us they
wanted, and how we responded:
• “Build more houses” – We are building new
homes to meet demand and establish new and
successful communities. Good performance in
the delivery of the homes we’ve already built has
enabled us to secure additional funding and
we’ve been able to increase our target for the
number of new homes by March 2021 from 258
to 316.

		
		
		
		
		
		

“Help people into employment” – Our 		
subsidiary company Vestia Community Trust
has continued to lead on the delivery of grant
funded Building Better Opportunities (BBO)
contracts to support tenants and residents in to
work. They’ve already received £3m to do
this, with another £3m committed to continue
this work until 2022. In addition to this, over the
last 5 years, Vestia has secured funding from
Heart of Worcestershire College to deliver
accredited Employability Courses to help 		
unemployed tenants and Wyre Forest residents
into employment. Those who attend get a
taste of the workplace, as well as developing
their employability skills and building their
confidence.

•
		
		
		
		
		

“Help people manage Universal Credit, 		
rent payments and arrears” – Our Arrears Team
has worked alongside individuals and families
to support them through the changes and the
challenges they’ve faced since the introduction
of Universal Credit.

•
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•
		
		
		
		
		
		
		
		
		

“Help people manage a new tenancy” 		
– taking on a tenancy is a big commitment and
our aim is to ensure that new tenancies do
not fail. Our Tenancy Sustainability Team provide
tailored packages of support for all new tenants,
and we have developed a new training course
to provide advice on maintaining a tenancy in
the first 18 months. Once a tenancy becomes
‘assured’, we won’t encroach on customers’ lives,
but we’ll be here if they need us at any time.

•
		
		
		
		
		
		
		
		
		
		
		

“Care for our neighbourhoods” – looking after
the areas our customers live in is really important
to us, we want everyone to be proud of and
enjoy their communities as well as their homes.
Our Anti-Social Behaviour Team and Oakleaf
Grounds Services team have been working with
partners such as Worcestershire County Council
and Wyre Forest District Council to provide a
joined up approach to tackling issues that affect
our neighbourhoods, such as recycling, refuse
collection and the management of communal
land.

•
		
		
		
		
		
		
		
		

“Let your homes as quickly as possible” – Our
Allocations and Voids Teams have joined forces
to ensure that empty properties are ready for
new tenants and available to let as soon as
possible. Re-let times have been dramatically
reduced, and where possible, property offers are
made to customers digitally via email, reducing
the time taken for offers to be received and
accepted.

•
		
		
		
		
		
		
		
		

“Help us remain independent at home” –
through our amica24 service, we are continually
piloting a range of new technologies to support
our customers maintain their independence. This
is technology we’re planning to put into homes
to help support health and well-being, as well as
helping to monitor the effectiveness of different
parts of your homes such as your boilers and to
improve home safety.

How are we
doing so far?

one of our blocks of flats, Housing Officers
from the Tenancy Management Team worked
in partnership with colleagues within the ASB
Team and Police to bring about a successful
resolution for residents within the block. One
very satisfied tenant wrote in to thank us for
resolving the situation, and restoring her peace
of mind”.
- David, Housing Services Manager

“We’re really pleased to have recently supported
a mum with four young children who needed to
escape an abusive relationship. She moved into
one of our properties with very limited funds
but was extremely grateful for the support we
provided and sees her new place as a “home for
life”.
- Nick, Housing Services

Feedback from BBO
participants

“A 19 year old man with Asperger Syndrome
suffered with extreme anxiety and struggled
with social interaction. Our Tenancy
Sustainability Team met him at the start of his
tenancy and were on hand to help him deal with
the stressful situations associated with a new
home, such as dealing with utility companies
and coping with neighbours. Although his family
and friends were doubtful that he would cope
with a tenancy. He has now settled in and found
full-time employment with a local computer
firm.”
- Jane, Tenancy Sustainability Team

“I was really anxious about being in a classroom
environment, so was apprehensive about
doing the employability course. However, I was
reassured that it wasn’t going to be a large
classroom and there would be no more than
6-8 people working with tutors. Once I’d got
started, I felt much better in myself and more
confident to continue with my job search.
“I can’t thank the BBO staff enough for
supporting me. It’s been a tough few years, but
I’m really excited about the future. Thank you
to Sanjay for helping me and I’m really looking
forward to starting my new job.”

“Following ongoing anti-social behaviour within

Oakleaf Development
Programme

Our Business Plan
Priorities Explained
EFFICIENT

Our Goal

Doing more for less: Our business plan is based
on the principle of doing more for less and we
look at how we can make savings so that we can
expand our services and build more new homes.
We have set ourselves challenging efficiency and
Value for Money targets to enable us to carry on
providing the high quality services that matter to
our customers. In some areas, we have reviewed
and streamlined processes so that we are efficient
and cut out waste, and in others we are expanding,
offering new services as well as new homes.

Our goal is to be an efficient organisation, with
good control of the income we collect and the
money we invest to deliver services and build
new homes. We measure ourselves against other
organisations as a way of checking that we are
competitive and we make sure that we comply with
financial and government regulations.
Protecting our assets: As a not for profit
organisation, all of our savings are reinvested into
the business for new services and homes. We
recognise that our homes are a valuable asset
so we make sure they are well maintained and
attractive to both current and future tenants, as
well as ensuring that our homes are empty for as
little time as possible and are re-let as soon as they
can be.

Digital communications: Our digital
transformation, both internally with colleagues
and externally through our communications with
customers, has saved both money and time, and
reduced our environmental impact by reducing the
amount of paper and packaging we use. This is an
efficiency that will continue to grow as we support
customers to ‘go digital’.

three bedrooms. There are also 8 two bedroom
apartments all for completion by May 2020.
Blakebrook School Site, Kidderminster:
commenced in October 2018. These comprise
of 39 units of a mix of shared ownership, rental
and outright sale. They are all two and three bed
properties with one listed buiilding converted into
a two bed bungalow and due for completion by
June 2020.

Over the last year the programme has been
progressing:-

Westminster Road, Kidderminster: started onsite in July 2018. Three dormer style bungalows
available for shared ownership were completed in
March 2019.

Well done also to the Oakleaf Development team
for being nominated in the ‘Best Development
Team (small)’ category at this year’s Inside Housing
Development Awards this year. They were up
against seven other nominees and these awards
are an opportunity for landlords, developers and
architects to enter their best developments and
teams to be recognised as the best in the UK.

Sculthorpe Road, Blakedown: started in April 2019.
Three new dormer style bungalows also available
for shared ownership completed in December
2019, two months ahead of schedule.
Market Site, Kidderminster: started in October
2018. 23 properties for rental only. They are a mix
of two storey and three storey houses, and two and
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How are we doing?

Improving our homes 2018-19

How we delivered our repairs service 2018-19
Value
for Money achievements 2018/19

5301

248

292

Percentage of customers who were satisfied
with the repair carried out

How we delivered our repairs service 2018-19

5301

Percentage of customers who were satisfied
91.16%
with the repair carried out

% Happy

Emergency
Repairs
How
we delivered
our repairs service 2018-19
carried out

5301

100% were completed on time

11493

Emergency
Repairs
appointments
carried out

made to carry
out repairs

Percentage of customers who were satisfied
91.16%
% Happy
with the repair carried out
% Target

100% were completed on time

Emergency
Repairs
11493
appointments
carried out

% Happy
% Target

Doors replaced

Windows replaced

Our target was 280

We didn't quite make our target of 256

206

90%

0

20

40

60

80

91.16%
90%

Kitchens and bathrooms
modernised

made to carry

100% were completed on time
We
kept 99% of the
out repairs
appointments made

11493

appointments
made to carry
We kept 99% of the
out repairs
appointments made
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90%

Customer overall satisfaction with repairs service
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We didn't quite
make our target
of 214

We almost met our target to
update 286 heating systems

76

80

Customer overall satisfaction with repairs service
target

We kept 99% of the
appointments made

284

90%

Replacement roofs

Customer overall satisfaction with repairs service
target
result

90%
91.24%

Our target was 69

Right First Time
96.45% of repairs were
completed "right first time"
against our target of 96%

0

20

target
result

80
90%
91.24%

63% of training for staff was delivered through e-learning/online.
£269,410 has been invested in communities (over and above our normal community work)
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2018-19

Right First Time
96.45% of repairs were
completed "right first time"
against our target of 96%

60

2018-19

Right First Time
96.45% of repairs were
completed "right first time"
against our target of 96%

40

We built 46 new
homes

145 households containing tenants of The Community Housing Group engaged with employment services…
and 23% of those progressed into employment.
We secured an additional £1.9M to provide employment services across Worcestershire.
We increased the number of customers transacting online with us from 12% in 2017-18 to 25% in 2018-19.
99.77% of our homes were occupied.
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Managing our homes 2018 -19
Managing our homesWyre
2018
-19
Forest Community

275
275

69.94%

Housing/TCHG

Anti-social
behaviour cases
reported
Anti-social
behaviour cases
This is 277
less than 2017-18
reported

90.2%

Wyre
ForestCommercial
Community
Oakleaf
Housing/TCHG
Services

69.94%
73.47%

Oakleaf Commercial
amica24
(WTC)
Services

73.47%

90.2%
91.16%

89.3%

42.11%

amica24 (WTC)
Vestia

91.84%99.14%
42.11%

Vestia
Overall satisfaction

91.84% 92.6%
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Overall satisfaction

This is 277 less than 2017-18
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Overall satis ed
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480

89.3%
91.16%
99.14%
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80

100
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Very Satis ed
Customer
Satisfaction

Total number of homes let

17p

17p
17p

Total number of homes let

Our targets are 90% for overall satisfaction and
70% for17p
Very
17p
17pSatisfied (except
Worcestershire Telecare
target
is
97%
overall
satisfaction)
We are pleased that all of
Customer Satisfaction
our services achieved their target.
Our targets are 90% for overall satisfaction and 70% for Very Satisfied (except
14p 14p
14p
Worcestershire Telecare - target is 97% overall satisfaction) We are pleased that all of
our services achieved their target.
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We saw an increase in the number of compliments received across the organisation.
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Together with Tenants
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Following the tragic fire at Grenfell Tower there
has been a renewed focus on social housing and
specifically the relationship between landlords
and their tenants and residents.

homes for more than five million people.
Last year the NHF held consultation events with
housing associations, tenants and residents. As a
result of these events the NFH launched Together
with Tenants. A draft plan and a new Charter
were then published setting out what tenants and
residents can expect from their landlord.

We have a long-standing commitment to engage
with tenants and residents and continue to
provide a range of opportunities for involvement.
However, there are many housing associations
across the country all with different approaches
to engaging with their residents.

The Community Housing Group opted to become
an Early Adopter of Together with Tenants. This
means that we have been working with the NHF,
housing associations, tenants and residents to
progress the plan and shape the new tenants
charter.

The Government
want more consistency to
13p
13p
13p
ensure that tenants and residents, wherever
they live have the same opportunities to work
alongside their landlords to develop and scrutinise
the services they receive.

In the New Year we will be launching and
publishing The Community Housing Group
Customer Charter. This will set out our
commitments explaining what tenants and
residents can expect from us.

In February the National Housing Federation
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Building new homes
Care & Support costs
Investing in the business

Paying interest
Major works to our properties
Routine maintenance
Service charge costs

what is Together with Tenants?

The Customer Voice and Assurance Group will
oversee how we perform against the Charter,
and we will also publish our performance on our
website and in our annual report.

The National Housing Federation (NHF) is the
voice of housing associations in England. Their
aim is to make sure that everyone can live in
a good quality home they can afford. Lots of
housing associations are members of the NHF
who together provide two and a half million

You can find out more about Together
with Tenants by visiting our website
www.communityhg.com

Managing our services
Planned maintenance
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In brief
Customer
Service Centre

Our Customer Service Centre will
be closing Thursday afternoons
in order for staff training to
take place. You can still access
services through our website
www.communityhg.com or
the MYaccount portal such as
reporting a repair or finding out
about tenancy matters. If you
have an emergency, please call
0800 169 5454 and you call
will be diverted to an available
member of staff who can help.

Updating your
conditions of
tenancy

We are updating your conditions
of tenancy so that they better
reflect how we provide our
services and your rights and
responsibilities as a tenant of The
Community Housing Group. You
will receive a copy shortly for your
records. This does not affect your
tenancy or legal rights.

Changes to the
way you pay
your rent

In April 2020, we are changing the
collection of rent from fortnightly
to monthly. This is a way for us
to make some efficiency savings
(which can be re-invested back
into new homes and services)
and reflects how many customers
already pay for services such as
gas, electricity and Council Tax.
You will receive further details by
letter in March 2020.

Season's Greetings

from The Community Housing Group
Our Christmas & New Year opening times this year are:
Foley Grove HQ and
Community House

Closed from 2pm on 24 December
until 8.30am on 2 January 2020

Customer Service Centre

Normal service until 2pm on 24
December. After 2pm & over the festive
break - emergencies only. Open as
normal at 8.30am on 2 January 2020

amica24 Monitoring & Response
Centre

Available 24 hours every day as
normal

amica24 Sales & Business
Support Office

Closed from 5pm on 24 December
until 8.30am on 27 December, then
closed from 5pm on 31 December
until 8.30am on 2 January 2020.
On call service for major faults.

Care & Support24 Visits

Visits will be carried out as planned

Care & Support24 Office

Closed from 2pm on 24 December
until 9am on 30 December, then
closed from 4pm on 31 December
until 8.30am on 2 January 2020

Out of Hours Emergency Repairs

Available 24 hours every day as
normal

www.communityhg.com

Tel: 0800 169 5454

amica24 is the new name
for our telecare service
From 7 October 2019, Worcestershire Telecare has been
known by a new trading name – amica24.

When Worcestershire Telecare was first established
almost 30 years ago, most of their customers lived within
the Worcestershire county. Now, they provide services
to over 100 different organisations and around 25,000
customers across the UK. The geographical based name
is confusing to customers so they chose ‘amica24’ from
the Latin word for ‘friend’, feeling that it better represented
the friendly voice and service customers receive when
they contact the company, 24 hours a day, every day of
the year.
amica24 will continue to grow and will be able to further
develop their range of technology enabled care products,
sensors and alarms which are designed to support
independent living within the home. The team are also
working with colleagues to see where technology enabled
care (TEC) can be used around the business, such as
providing energy efficiency and gas safety monitoring.
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