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Be a Friend to your Community

News from Tenants Voice

Would you like to be able to make 
changes for your community or 
be willing to speak up for your 
neighbours?

We are looking for a network of 
residents who would be willing to 
help their communities by becoming a 
‘Tenants Friend’.

Our new group, Tenants Voice, 
has been formed and will have a 
real influence over how the Society 

operates and delivers services to 
tenants –but they need help to be able 
to get thoughts and views from other 
residents to make sure that the Society 
hears from as many people as possible.

The idea is that for each member 
of the Tenants Voice, there will 
be several Tenants Friends who 
represent their street or estate and 
information can be passed back and 
forth between them. 

If you are the sort of person who 
would like to see things change and 
enjoys chatting to their neighbours 
why not put yourself forward as a 
Tenants Friend. We will put you in 
touch with your local Tenants Voice 
member who will tell you more about 
the role and what they would like you 
to do.

The bigger the network – the  
more influence you have.

My name is Dinah Dorling and I am 
the Chair of Tenants Voice. When 
the Society advertised this new group 
I decided to volunteer because I 
wanted to contribute to the smooth 
running of the society, and to put 
over the residents views.

I work during the day and the 
meetings are in the evening so it 
means that I can always attend, 
they are also limited to two hours 
maximum so we stay focussed.

We are a small, but friendly 
group but we are looking for new 
members to join us to make us more 
representative and our aim is to 
support the society so we can get 
the best value with services, and help 
resolve residents issues. As the Chair I 
would like to see a better run society 

which will enable us to plough more 
money back into housing

So we can make a difference we 
need your input in the day to day 
issues. I would really like as many 
residents as possible to be involved, 
a few hours every few months 
can achieve a lot, we can make a 
difference.  We really need a network 
of residents out there to be able to 
help us talk to people and get their 
ideas and suggestions, please consider 
being a Tenants Friend.

This group has real opportunities 
to make a difference to the services 
that we get from our landlord and 
has the full support from the Society. 
Please get involved if you can – you 
have a voice… use it.

Tenant's

Voi ce
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The other side of the fence

A Local Conversation

The Tenant Services Authority 
recently asked Housing Associations 
up and down the country to help 
them gather information about 
what Tenants Want and how their 
landlords can deliver services. The 
whole event was called ‘The National 
Conversation’ and landlords were 
asked to help by holding ‘Local 
Conversations’ with their tenants.

We advertised these events by 
sending an invitation out to everyone 
who contacted us for whatever 
reason over a period of three weeks 
last month. We held three separate 
events, one in Ipswich, one in Bury St 
Edmunds and one in Wickhambrook. 

The tenants who attended were 
asked to fill in a questionnaire 
(anonymously) about their landlord 
and to make suggestions about how 
services could be improved. The 

questionnaires were all then sent 
back to the Tenant Services Authority 
(TSA) and will be used to help the 
TSA produce a new set of standards 
for Housing Associations to meet.

Older Tenant's Forum

Another successful Older Tenant 
Forum meeting was held at the 
Cedars Hotel, Stowmarket back in 
December and although numbers 
were down slightly on the previous 
year everyone who attended enjoyed 
the event. Some of the more regular 
attendees felt it was the best yet.

A variety of topics were covered 
including Safety in the Home, Diet & 
Nutrition, Falls Prevention and Fitness 
and Wellbeing which included a short 
Tai Chi exercise demonstration.

We will be returning to the Cedars 
Hotel on Tuesday 1st December 2009 
so put the date in your diary now and 
if you would like to suggest a topic or 
guest speaker please let Hazel know 
on 01284 773446.

We work with three different 
contractors to deliver our repairs 
service and another who manages our 
grounds maintenance service. 

We hold 4 meetings per year with 
each of these contractors to discuss 
performance and suggest any changes 
that might need to be made to the 
way that we work together. 

We would like to invite one or two 
residents along to these meetings 
to put forward the residents’ view. 
Meetings are held during the day and 
usually last a couple of hours – dates 
vary but we meet each contractor 
quarterly.

You could volunteer to attend 
all meetings irrespective of the 
contractor or you might prefer to 
attend for one of the contractors –  
if you have a preference, just let  
us know.

The Contracts are with:
Trevor Benton – general building
Aaron Services – gas and oil heating 
Suffolk Electrical Services – electrical 
repairs and inspection
Countrywide – grounds maintenance

If you are interested please contact 
Sue Philp – Operations Director on 
01284 773440 for more information.

Tenant's doing Tai Chi at the Older Tenants forum



Countrywide Grounds Maintenance 
has been looking after the Grounds 
Maintenance Contract since April 
2008. The contract didn’t get off to 
the best start on all sites largely due 
to some confusion about what was 
included in the contract and what 
wasn’t but following a lot of in put 
from staff from both organisations 
and residents at the sites we have 
seen a big improvement.

Who are Countrywide?
They are a business based in NW 
England and have been operational 
since 1985. They train and recruit 
staff to have the necessary skills, 
qualification and experience to ensure 
the work is undertaken safely and 
correctly.  Three Regional Managers 
oversee our contract they are Andy 
Gilliar, Martin Davenport and Henry 
Kilvert.

Andy told us that he has 
considerable experience across 
most areas of grounds maintenance 
having started out as an apprentice 
at Basildon Council in 1988, later 
progressing to Ealing Council and 
has been with Countrywide since the 
mid 90’s. He says that with all the 
varied housing sites and situations 

it all seems a long way from his first 
job litter-picking on the side of the 
A13! and that he tries to get “The 
correct price and value for money 
for his clients’ grounds maintenance 
specifications”

What our Residents think..
Over the last year we have been 
listening to what you have been telling 
us about the grounds maintenance 
service and tackling any problems 
that you have mentioned. We sent 
out a short survey to everyone who 
receives the grounds maintenance 
survey to see how it was going – here 
are the results:

Given the shaky start to the contract 
in some areas we were pleased with 

the results but will be working with 
residents to improve some areas 
such as Communication – making 
sure that you know exactly when the 
contractor is due to call and what you 
can expect them to do at each visit.

Out and About 
Last year we introduced a series of 
regular Estate Walkabouts to allow 
residents to meet us on site with the 
contractor on set dates so that we 
can look at any problem areas and 
hopefully agree there and then what 
needs to be done – these are proving 
to be very effective and residents 
have told us that they appreciate 
that things happen as a result. We do 
publicise the dates for each area but if 
you want any more information then 
please contact us.

We think the contract is working 
well and it is a great example of the 
influence that residents can have 
over services. There is always room 
for improvement and we will carry 
on monitoring and working closely 
with the contractors and residents to 
raise the standard so, if you have any 
thoughts or comments or want to 
come along to one of the Walkabouts 
– contact us and let us know.

Countrywide – a Year on...

Before and After….what our 
Residents say..

We have re-visited some sites where 
residents highlighted particular 
problems and wanted to show you 
some before and after shots as well 
as comments that we have had from 
residents.

Resident of Field View, Thurston 
stated that  “It is great. It is twice 
as good as before. The staff are 
quite polite. They are doing a 
great job. This was echoed by 
Bridget Woodward the Scheme 
Coordinator who said that they 
are amenable and helpful”.

115 forms were returned to us    

76% of you knew that we had 
changed contractors in 2008

39% knew when the contractors 
is due on each site

69% were happy with the way 
that the contractors behave 
on site

65% say that the site is left in 
a tidy condition after the 
contractor has been.
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Tenant Inspectors
Whenever we carry out improvement 
works (such as bathroom, kitchen or 
window replacements) we send out 
a satisfaction survey after the job is 
complete to see how residents felt 
that it went and whether or not they 
are satisfied with the end product. 
We then use the results to make any 
changes necessary to future works. 

We would like this to be more 
informative and are looking to find a 
resident on each of the sites where 
we are carrying out work who would 
be willing to gather this information 
and feedback from their neighbours 
for us. We find that sometimes 
people prefer to chat to their 
neighbours about the works rather 
than fill in a questionnaire.

If this is successful, we may 
consider expanding the areas of 
inspection to other services.

If you are interested in becoming 
a Tenant Inspector please call Sue 
Philp, Operations Director on 01284 
773440 for further information.

Full training will be given and you 
have the opportunity to learn new 
skills as well as being able to help your 
community or neighbourhood. 

Planned Maintenance
The following is a list of works that 
we intend to carry out in 2009. All 
residents at these addresses will 
be contacted when more specific 
information is available.

Bathrooms: Banks Walk, Bury Court, 
Culford Place, Jubilee Court, St. Giles 
Court, The Old Rectory, Crossways, 
Victoria Street

Boilers: Cumberland Avenue,  
Victoria Street

Electric Heating  
Upgrades/Replacements: Oakes 
Close, Apsley Court, Emily Frost Close

Kitchens: Apsley Court, Emily Frost 
Close, Parkway House, 1 Dunsey 
Wood Close, Crossways, Victoria 
Street

Windows: Northgate Street, Victoria 
Street, Crossways

Door Replacements/Door Entry 
Systems: Jubilee Court, Suffolk 
Court

Various Other Works: Hall Close 
(Weeting), The Row, Jubilee Court

Properties to be externally painted 
or to be washed down for UPVC 
properties in 2009

Bury St Edmunds: Cullum Road, 
Parkway House (Rear Block),  
Royston House, Steward House, 
Westgate Street

Bures St. Mary: Pilgrims Court

Clare: The Granary

Depden: Hall Close

Hadleigh: Lambert Close

Horringer: Hornings Park

Ipswich: Stevenson Road, 
Woodbridge Road

Longstanton: Thornhill Place

Needham Market: Quinton’s Court

Newmarket: Armstrong Close, 
Granby Street

Shotley: Queensland  
(12b, 13a, 13b, 14a, 14b)

Sproughton: Broomfield Common 

Stanton: Newlands Close

Stradbroke: Grove End

Wickhambrook: Emily Frost Close

Properties to be electrically  
tested in 2009

Bury St Edmunds: Parkway House*, 
Chalk Road South*

Cambridge: Bury Court*

Hadleigh: Sisters Court*

Haverhill: Appleacre Road*,  
Brybank Road*

Rattlesden: Roman Rise

Sudbury: Queens Road

Thetford: St. Giles Court*

*Communal areas only

The following is a list of work that we 
are proposing to carry out in 2010. 
You should note that, at the moment, 
this work has not been formally 
agreed and may be subject to change. 
A confirmed list will be published 
early in 2010.

Bathrooms: Lode Street,  
White Hart Lane

Electric Heating Upgrades:  
Lewis Close, Nunnery Green

Kitchens: Field View, Lewis Close, 
Nunnery Green, Spinney Close,  
The Chase

You said

A resident at Greatfields was unable 
to get his new mobility Scooter 
through his back gate so that he 
could store it and recharge the 
battery

We did

We arranged for the gate and path 
to be altered allowing much easier 
access. This is what the tenant said 
“my new gates have made it possible 
to keep my scooter safe. I couldn’t 
get insurance for it unless it was 
kept under lock and key and now I 
can so I have peace of mind about 
it. I am very grateful to the Society 
for this. It makes all the difference.”



GreenLink
We can help you save money…
£133 that’s how much you could save by making the following  
small changes...

Save £6 by only boiling as much water as you need

Save £6 by turning the lights off when you leave a room

Save £8 by using a water saving device in the cistern  
reducing the toilet flush 

Save £11 (where water is metered) by turning the taps off  
whilst brushing your teeth 

Save £10 by walking or cycling if the journey is less than a mile

Save £10 by washing your laundry at 30°

Save £32 by turning off all standbys 

Save £50 by putting on a jumper when it’s cold – Turning your heating down 
by 1°C 

Total savings over the year £133!

These examples are from the Energy Saving Trust and are based on an average 
household over one year.

Other things to consider are:
How much you pay for your fuel. Speak to PECT, a charity the Society works 
with, ring them on 0800 7834761 and have a copy of your latest energy bill so 
that they can give you a cost comparison.

Shop around for the best deals on contents insurance, or any other insurance 
cover you need and any mobile phone packages you have. If you don’t have 
insurance this is something you should consider, the Society’s insurance only 
covers the fabric of the building.  We can send you details of the National 
Housing Federation scheme which costs between £2 and £5 per fortnight for 
£10,000 of cover.

If your income levels have reduced are you entitled to any benefits or tax 
credits, you can get free help and advice from the Citizens Advice Bureau, who 
can also help with debt management if you are in a real mess.

Go shopping with a friend and share the two for one offers, and take a 
shopping list with you so you only buy what you need.

Before you spend money on anything ask yourself “Do I really need this?”

Gardener of the 
Year Competition

We run an annual gardening 
competition for all residents and 
would like to encourage you to enter 
this year. There will be judging for 
two elements, those who have a front 
or back garden and those who have 
pots and planters. Last year Jane Kydd 
of Bury St Edmunds and Christine and 
Philip Jackson of Weeting won the 
competitions.

All you need to do to enter is speak 
to Housing Officer or give the office 
a ring on 01284 767224 as soon as 
possible. Judging will take place in 
July.

New website goes live
We are pleased to announce the 
launch of our newly designed 
website www.suffolkhousing.org

The user friendly site contains 
more features than before 
including on line repairs reporting 
and rent payment facilities. Please 
visit the site and let us know what 
you think – good and bad feedback 
is welcome.
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I have no heating or hot water’ is a 
frequent call we receive – especially 
during a cold spell.

The recent cold spell over the  
new year was the longest cold 
spell since 20th December to 10th 
January 1997.

Under our current policy relating 
to heating, total or partial loss 
of room or water heating will be 
processed within 1 working day 
(between October and April) as an 
emergency repair. Urgent repairs 
which substantially affect your 
comfort or convenience should be 
dealt with within 5 working days.

In fact between 19th December 
and 8th January 2009, we received 
45 reports of central heating faults, 

25 were emergencies and 12 urgent.  
76% of the emergencies (19) were 
repaired on the same day or within 
24 hours.  For the others it was 
necessary to order parts, and this 
does cause delay.  Where a repair 
cannot be completed at the first 
call, we will provide the free loan of 

electric heaters. 11 of the 12 urgent 
calls were completed on time.

It can be very frustrating when 
your heating breaks down and we 
can assure you that at all times our 
contractors will do their best to get 
your system up and running within 
the shortest time possible. 

Putting service first...
If you ‘phone us we will
•	 Answer your call promptly or
•	 Provide voicemail if the person 

you need is unavailable
•	 Answer your ‘phone message 

within one working day (24 hours)

If you write to use we will
•	 Reply to your letter or email 

within 5 working days

If we cannot deal in full with your 
enquiry we will give you the name of 
the office dealing with it and a date 
when they will get back to you

If we write to you we will
•	 Write in Plain English
•	 Arrange for translation, large 

type, Braille or audio tapes upon 
request

This is the first in a series of our 
service standards, the full set can be 
found in your Tenant Handbook.

How did we scrub up?
Last September we awarded a cleaning contract to LAC Cleaning Contractors 
and as part of our monitoring process a short survey was sent to every scheme 
they visit. 38% of residents responded to this survey with 159 forms returned 
from the 413 that were distributed.

As you can see from the table below in the majority of cases residents think 
the service has either stayed the same or improved. There are a couple of 
schemes that don’t seem to be achieving and we have been in touch with  
LAC to address the concerns raised.

Scheme Got Better Stayed the same Got Worse

Steward House 71% 29% 0%
Jubilee Court 29% 65% 6%
Suffolk Court 67% 17% 17%
Bury Court * 50% 38% 13%
White Hart Lane 50% 50% 0%
Lode Street 100% 0% 0%
Armstrong Close 67% 33% 0%
Bishop Way 33% 58% 8%
Culford Place 0% 100% 0%
Fornham House * 43% 57% 0%
St Marys Close * 15% 85% 0%
The Pightle 75% 25% 0%
Emily Frost Close * 0% 100% 0%
Parkway House * 29% 71% 0%
Ben Culey Drive 100% 0% 0%
Quintons Court 100% 0% 0%
Charrington Close 100% 0% 0%
Stevenson Road 100% 0% 0%
St Clements Church Lane 100% 0% 0%
Bull Road 63% 38% 0%
Dove House Meadow 50% 50% 0%
Overall Total 41% 57% 3%

Schemes marked * are schemes which had staff previously employed by Suffolk 
Housing Society

Do contact your Housing Officer if you have any comments, concerns or 
suggestions to make about the cleaning service in communal areas.

Brrrrrrrr


