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What is the National
Conversation?

The National Conversation is
the Tenant Services Authority’s
consultation for a new set of
standards, which will apply to
all social landlords from 2010.

Residents are getting involved
and are telling the TSA what
they want the new set of
standards to contain.

Your views really do count.
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What are the key findings?

So far, over 27,000 social
housing tenants said their top
priorities are:

» getting repairs and
maintenance right;

» ensuring homes are up to
date and in a decent condition;

» tackling anti-social behaviour;
and

» being involved in decisions.

We would like to thank all our
residents who have taken part
in the National Conversation
so far.
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Chat and coffee

Over the summer, we will hold an informal chat
over coffee so you can drop in to discuss the
draft standards with us. We haven't set a date
yet as we want to find out when is convenient
for you.

Gift vouchers are available to those who take part.

If you want come along, please contact Mo Al
on 020 8709 4381 or
mo.ali@gatewayhousing.org.uk

You can also comment on the
TSAs draft standards, which
you can download from
www.nationalconversation.co.uk
and comment before

8 September 2009.

Complaints update

During 2008-9, less than 2% of our complaints
were about caretaking and cleaning.

It is common for complaints about caretaking
and cleaning to be a significant proportion of
housing association complaints.

Congratulations to Danny Bryan and
his team of caretakers and cleaners.

Got a comment about this?
Speak to Danny on 020 8709 4300.
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Our income
recovery team

Specialist roles in Gateway

When Gateway was launched in April 2008, we set up some
specialist roles within the housing management team.

We now have a
new textphone
number

As well as housing officers, we now have income recovery
officers, an estate management team (cleaning and caretaking),
and an antisocial behaviour officer. Each of these teams deal
with a specialist area of housing management.

The number is
020 8981 3729.

A textphone has a
keyboard and a display
screen. You type what
you want to say rather
than speaking. You can
use a textphone instead
of a voice telephone if
you are deaf or if you
have problems with
your speech.

When using a textphone
to call another
textphone user, simply
type your message and
the other person can
read it on their screen.
Whatever the person on
the end of the line is
typing back to you will
come up on your screen.
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This month - Our income recovery team’s duties include:

» Helping residents to pay their
rent and service charge on time;

» Giving residents advice and
information about what to pay
and the ways available for them
to pay;

» Following our policies and
procedures to make sure we
receive payment for all home
and estate charges, including
rents, arrears and recharges;

» Contacting residents in arrears
and helping them to find a way
for them to pay their debt;

» Tracing missing payments;

» Investigating any credits
on accounts (and arranging
for them to be repaid, if
appropriate);

» Providing responses to enquiries
about rent accounts over the
phone, in writing or face to face;

» Giving advice and helping
residents to get any benefits they
are entitled to, particularly
Housing Benefit;

» Referring residents in financial
difficulty to a specialist advice
agency;

» Recommending legal action
where appropriate, in line with
our Rent Arrears Protocol;

» Keeping residents informed of
any legal action being taken and
providing all necessary
information; and

» Representing Gateway at court
cases and evictions.

Alfred Ladepo

Dawn Herbert

Patricia Afilaka

TIbstTe Reigeeta ofi=l (2 fer? caie)

S00b AER Al T (A0S OF FAGT GF F(A O TN ZefEe WAeTo Bo
TS QIR 8l I |

@ SR TR Fefere S, e el sifm, a3t SpisEs (e ¢
@R BN «ae «ft e Refoua sIfeTs | @ arersio B Frefer TiaeEsd &=
T @ R e @A 6

@2 WA - SR e Tt bowm wifitgs Wt qwe:

» NS I @B @ AfST 5% fce » (&I, e 5 7Pl @S GiFies
AR F; IS ST T A

» 1S 2ARTNY FACO TE IR (@ @ CATW  » AP (&9 Q@ERO (oite, [ I
O AR 1 TR CRYHAE AP Zrefere @RS, ORI ©f [FSIE (TS A
s @ © Rl R AP 2R Wl e A==y

> N SIS SR e 1 @ ares =
A 5owe @B, Jfmee, vieEe ¢ fnes » @ R WS AT S O

v 2 e ot e <, @ oIS GIESRT S FR A,
QIS T GRS (A CHITTY STTAsCD (A F2ANS AMCHCR FAR F0;
R > SIES AWMCE o IS CRIAE

T IR SIS QTG O (A7, G

» (FIBA @ ¢ ST CF@ (I SR
Reates =41 |

» PR OGBSI AW ©f (&9 41,

» (TN GTIFCT (FOs A fF1 ©f Ao
4l (R ST 20 SIraes oL (e (),

TR I fFreifd ow: M i, sieee wceeen, o 915, G anfef

Customer services: 020 8709 4300 ¢ Maintenance freephone: 0800 052 9922



Keeping your
information secure

As you probably know, we've
recently started using a new IT
system called Contact Manager.
This July, we will be introducing
a new phase to deal with your
rent account queries.

When you phone us to ask
about your rent account (or
other personal matters about
your tenancy), we will ask you
some security questions to
make sure we'e talking to the
right person. This is to protect
your personal details and make
sure that we don't give out
private information about you
without your permission.

These questions could include:

» your postcode

» your date of birth

» how you usually pay your rent
» how long you have been a
Gateway tenant

We try to keep our records as
up to date as possible. Please
tell the customer services
administrator if we hold out of

date details (such an old mobile
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number or email) or if you
notice we have made a mistake.

QOur customer services
administrators are trained to
deal with a wide range of
enquiries and will try to help
you without transferring you
to someone else.

However, if you wish to speak to
someone else, please allow the
customer services administrator
to find out what you are calling
about before transferring your
call to the appropriate person.
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Annual Sheltered Quiz

Everyone who attended the second
Gateway Sheltered quiz at St John's

House enjoyed themselves!

Winners! - John Tucker House
Second place - Gateway Housing staff
Third place - William Guy Gardens
Last place (and the wooden spoon)

- Lawrence Close

—_———

Estate inspections timetables J

The timetables for inspection of your estate
are now available. You can find them:

» on your scheme’s notice board,

» on our website at www.gatewayhousing.org.uk
» by calling us on 020 8709 4300 or

0800 052 9922, emailing us on
enquiries@gatewayhousing.org.uk or dropping
into the office, and asking for a copy.
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Maintenance
phone numbers

It has come to our
attention that the
emergency (out of
hours) maintenance

number published in the :

Residents’ Handbook
and Sheltered
Handbook is incorrect.

If you need to report
a repair, whether it is
emergency or not,
please call us on

Freephone
0800 052 9922 or
020 8709 4300

If you are calling when
the office is closed, you
will be automatically be
diverted to our out of
hours service.
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Starter tenancies

We are introducin
starter tenancies §or
residents who take out
new tenancy
agreements with
Gateway.

A starter tenancy is an
assured shorthold
tenancy which we will
give to all new tenants
for an initial period of
one year. If they keep
to the terms of their
starter tenancy, at the
end of the year the
tenancy will become a
more secure, full
assured tenancy.

Starter tenancies are
one of a number ways
we have introduced to
deal with problem
tenants, such as people
who continually make
trouble for their
neighbours. It means
that, should someone
cause problems in the
first year of their

251 Gt

tenancy, we can make
them leave the
property without having
to go through an
expensive and lengthy
court hearing. Then we
can offer the property
to someone who will
respect their home and
neighbourhood.

The following tenants
will not receive a
starter tenancy.

» Existing Gateway
tenants who are
transferring to another
Gateway home.

» Tenants of other
social landlords
transferring to a
Gateway home.

» Mutual exchanges.

» Successors to existing
tenancies.

To find out more about
starter tenancies, please
contact customer
services on 020 8709
4300 or 0800 052 9922.
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Leaseholder Lines

New chair for
leaseholder

group

Nathan Oley
(right) was
elected Chair of
the Leaseholders’
Forum at the
AGM in May.

Over the next few meetings,
the Leaseholders’ Forum will
be consulted on:

» a new set of service standards
for leaseholders and

» how we consult leaseholders
over service charges.

Future meetings — all meetings
are held at our offices on
Wednesdays at 7pm and last
about two hours.

» 23rd September 2009

» 9th December 2009
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» 24th March 2010
» 23rd June 2010 — AGM

Before each meeting (from 6-
7pm), there will be hold a
cf ecial surgery SOJOU can
iscuss any individual issues
with the leaseholder housing
officer or marketing manager.

New email address for
Leaseholders’ Forum

leaseholders@gatewayhousing.
org.uk - please email us on this
address if you want to find out
some more information or bring
something to the Leaseholders’
Forum’s attention.

Please note: this email is for
general issues or specific items
you would like to be discussed
at future Leaseholders’ Forum
meetings. It is not for individual
repairs or complaints.
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You can ask for this information in Iarge print, in Braille, on audio
tape or in your language. We will also provide an interpretation service.
Please contact us on 020 8709 4300 to arrange this.
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Waxaad dalban kartaa macluumaadkan oo ku daabacan farta waawayn,
ama ku daabacan farta loogu talagalay dadka indhaha la, ama ku duuban
cajeladaha maqalka ama ku goran lugaddaada. Waxa kale oo aannu kuu
fidin karnaa adeeg ah tarjamad. Fadlan nagala soo xidhiidh 020 8709 4300
si aannu kuugu qabangaabinno. [Somali]
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Quy vi c6 thé xin c&p thong tin nay bang ban in chii to, Braille (danh cho
ngudi mu), trén bang ghi A&m hodc béng tiéng noi clia quy vi. Ching toi
cling cung cép dich vy théng dich. Xin lién lac vGi ching téi theo dién thoai
s6 020 8709 4300 dé thu x&p viéc nay. [Viethamese]
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