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We recently trained nine
residents to become
Gateway mystery shoppers.
They carried out anonymous
phone calls, visits to the
office, and sent emails and
letters during May and June
and scored us on the service
they received.

Results

Good

» Politeness of fgree‘ung
and helpful staff

» Translations offered
over the phone

» Residents’ privacy
respected

» Polite, clear and easy
to understand responses
to letters and emails

Bad

» Call waiting time
» Waiting time in
reception

» |Inconsistency in
greeting, customer care
and response

» Bland reception area

These results will help us
improve our service. We have
drafted an action plan.

We will:

» improve our call handling
and customer care service;

» train our front-line staff;

» install a new IT system
(Contact Manager);

» revise and reissue our
service standards leaflets; and

» improve our reception to
create a more friendly
environment.

¢4 really enjoyed the
mystery shopping. It was
great fun and | would
recommend other residents
to get involved. | now have
a better understanding of
Gateway and have gained
new skills.??

Resident mystery shopper

If you would like to become
a mystery shopper,

contact Shazna Khatun

on 020 8709 4360 or
shazna khatun@
gatewayhousing.org.uk.
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Residents’
Panel members
selected

We have now appointed
nine residents to the
new Residents’ Panel.
They all completed an
application form and
attended an interview.
The first meeting was at
the end of October.

The nine panel members
come from a wide range
of backgrounds and
have a diverse range

of skills and experience,
representing the diverse
communities of
Gateway’s residents.

We would like to say
thank you to Pauline
Canning, Kristin
Dilworth and Marie
Higginson for being part
of the interview panel.
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We are open on 3
Saturday 29 November!

We know a lot of our residents are very
busy during the week, so we have arranged
to be open on some Saturday mornings.
The next one is on 29 November 2008.

You can visit the office or phone us
between 9am-12 noon. So give us a call on
020 8709 4300 or visit us at 409-413 Mile
End Road, London E3 4PB.
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Contact Manager

Over the next few months, we will be
launching a new IT system which will
record all your incoming communication
with Gateway, whether it's a phone call,
letter, email or visit. This is called
Contact Manager.

We will then be able to better track the
contact you have with us. The system
will automatically direct your contact to
the correct person to deal with, and will
remind them if no action is taken.

The repairs service will be the first area
to start using it. When you phone us we
may ask you more detailed questions to
confirm your identity. This is to make
sure we protect your personal data.
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Community Chest
Grant

Are you organising any activities
for your community between
now and March 2009?

Small grants are available to
residents’ groups for community
activities. The community chest is
administered by Residents’ Forum.

For more information and an
application form please contact
Shazna Khatun on 020 8709 4360
or shazna.khatun@
gatewayhousing.org.uk.

Closing date for applications -
Friday 28 November 2008.
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Give respect, ST ﬁr»r @3R
get respect A S PP
Did you know Gateway has signed WT‘?fﬁ{oﬁF il @:i clbo
up for the Respect Standard for ; ® §/i\w?{ T (AT
Housing Management? AR
This lists six commitments that oeTE T
the Government expects =% Wﬁm%%ﬂ a]ﬁ‘;‘ ng
landlords to deliver to tackle o3 effea ’ ’
antisocial behaviour: '
» accountability, leadership » ARG, (799 ¢ TR
and commitment » AT TS A 8
» empowering and reassuring ST AP F1
residents » SAIG Sibae ety s
» prevention and early YEFTO 7
intervention w ey Ao AfSH
» tailored services for residents & © ‘cﬂE e
and support for victims and W@%a © i
witnesses ) ) o &1
» protecting communities through %ﬁ% Z‘ﬂiﬂw T
swift enforcement ) i 2
» support to tackle the causes ;I% mﬂ%mma RSl =1
of antisocial behaviour. &

LS SIS Sba IH ¢
This means that we are committed  «&f5 sFSas TS 19
to delivering good services to QrET T e sl
help stop antisocial behaviour SIS |
and create a culture of respect.

If you want to find out more, a
leaflet is available from our
reception or you can request a
copy on 020 8709 4300.
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. Leaseholder lines
. - gas safety checks

If you are a leaseholder, you are responsible
: for your gas appliances and must make sure

: that all gas appliances, installation pipe work
¢ and flues are safe.

You must have them checked for safety every
. year by a CORGI registered fitter.

» Keep a record of all safety checks for 2 years;
¢ » Give your tenant a copy of the gas safety

¢ check within 28 days of the inspection; and

: » Give any new tenant a copy of the current
. gas safety check before they move in.

If you need further advice, ring the Health &
. Safety Executive Gas Safety Advice Line on
¢ 0800 300 363 or visit www.hse.gov.uk/gas.
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Fun at
Turners and
Locksley

Residents at
Turners Road
and Locksley
Street had a
great time at
their fun day,
which was
funded by the
Community
Chest Grant.
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Residents’ Forum update

15 residents attending the last
meeting in September.

The Forum had presentations
on Mystery Shopping (see
front page) and Contact
Manager, which showed how
the new system will manage
all resident contact with
Gateway. Members made a
number of useful suggestions.

The Residents Forum will now
meet every two months. If you
are interested in joining the
Residents’ Forum, which is
open to all Gateway residents,
please contact Mo Ali on

020 8709 4381 or email
mo.ali@gatewayhousing.org.uk.
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Residents at St Johns House enjoyed Elders’ Day on 1 October with entertainment and good food.
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Finding out the
condition of
your homes

We have commissioned
Savills to carry out a stock
condition survey. They will
be looking at the outside of
all our properties and the
inside of some of them. This
survey is very important and
will help us to prioritise
work to your homes over
the next five years.

We don't need to visit
every home. If they do
call on you and you are
out, the surveyor will
go to a neighbouring
property or leave a card
asking you to make an
appointment.

All surveyors will have a
letter from Gateway and
will carry photo ID. Please
ask to see this identification
before allowing the
surveyor into your home.

If you have any questions,
please contact Mike
Wilton, Asset Manager,
on 020 8709 4300 or
mike.wilton@
gatewayhousing.org.uk.

This autumn, follow the firework code
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We can recycle more

Tower Hamlets Council have launched a ‘We can
recycle more’ campaign. The borough is one of the
worst for recycling in the UK.

Food waste makes up 42% of all waste in Tower Hamlets.
Kitchen caddies for food scraps have recently been
introduced. Food which can be put in the caddies include:

» raw and cooked fruit and vegetables;

» bread;

» bones; TOWER HAMLETS
 plate scrapings; ¢ AN RECYCLE MORE!

» egg shells; and )

» raw and cooked fish and meat.

They are also trialling garden waste recycling. If you are
involved in the trial, fill your green bag and put it out
where you leave your ordinary rubbish by 7am on your
collection day. Call 020 7364 5004 for more information.
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To stay as safe as possible, attend an organised display.

» Only buy fireworks
marked BS 7114.

» Keep fireworks in a
closed box and follow
the instructions.

» Don’t drink alcohol if
setting off fireworks.

» Light at arm’s length, using
a taper. Stand well back.

» Never go near a lit
firework. Even if it hasn’t
gone off, it could still
explode.

» Never put fireworks in
your pocket or throw them.

» Always supervise children
around fireworks - never
give sparklers to a child
under five.

OPEN

» Light sparklers one at
a time and wear gloves.

» Keep pets indoors.

And remember...

» Do not buy fireworks that
are meant for organised
displays.

» Do not buy fireworks if
you are under 18.

» Do not use fireworks to

intimidate or harass anyone.

These are criminal offences
and you could receive an
£80 penalty. Report any
antisocial behaviour to
your local Safer
Neighbourhoods Team.
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