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Keep Communal
Areas Clear

Please note as from March 2011 any
items left in the communal areas will
be disposed of by a bulk rubbish
collection team and the resident who
the item belongs to will be recharged
for the cost of collection.

We have introduced this because
Gateway has a duty to ensure that the
communal areas are kept clear, so in
the event of a fire the access routes are
not blocked and your safety and that
of your visitors is not put at risk.

It is also residents’ obligation to keep
communal areas free of obstruction
and rubbish.

If you need any help or assistance or
have any queries, please contact
Paulette Noble - Housing Manager on
020 8709 4338 or email paulette.
noble@gatewayhousing.org.uk
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Welcome to 2011

Welcome to the first newsletter for
2011. We would like to wish all our
residents a Happy New Year.

We want your views on Open Door.

Last year we produced ten editions of
Open Door. Some of our residents
have said that they feel ten editions
per year is too frequent and they
would like more detailed articles in
Open Door.

We have also noted that many other
local landlords in Tower Hamlets do
not translate their newsletters into
community languages but translate
only on request.

We are therefore seeking your views to:

» Move to producing Open Door
every three months with 4 editions

per year (Spring, Summer, Autumn
and Winter)

» Have a larger Open Door with 8
pages with more detailed articles
for general needs, sheltered,
leaseholders and young people.

» Have Open Door translated only
where requested by residents. This
will ensure that we have more space
for articles.

By moving to quarterly newsletters,
we will make potential savings of
£15,000 per year. Savings would be
made in design, printing, translation
and distribution costs.

Please can you get back to us with
your comments on these proposals
by Friday 25th February 2011 to
involvement@gatewayhousing.org.uk
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Board Talk

Jon Rosser, Chair of the Gateway Board updates
you on Gateway’s strategy for 2011 and beyond....

The Gateway Board had a strategy away day to
develop our plans for the next five years. Some
of the key priorities that the Board approved are: _* /
» Improving service delivery and customer care in all areas

» Improving the way we engage and involve our residents

» Delivering a broader range of services through our

community development strategy S 2T ) )
» Developing the quality of our existing homes, and building * @W:Iﬁfi Bﬁm’m SR I JAGITR T AR
new homes to meet local needs TR MG T3t
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» Developing a strong and sustainable organisation, that delivers
excellent value for money, and retains a staff team proud to
deliver excellent services in and around Tower Hamlets

I'm excited about leading Gateway into 2011 and beyond. |
know that 2011 will be a difficult time for us all, however | am
confident that we have a bright future and by working together
with our residents we can keep improving services for everyone.

The cuts in public services will impact on many of our
residents and we will be looking for practical ways that we
can assist over the next few difficult years.

Over the coming months, we have some exciting times
ahead, with the appointment of a permanent Chief Executive
and Finance Director, finalising our local offer to you and the
formation of a resident scrutiny panel.

The board is determined that Gateway will continue to be a
leading community-based housing association in and around
Tower Hamlets.

Best wishes for the coming year.
Jon Rosser - Chair, Gateway Board

Your Local Offers - Developing YOUR Local Offers

We would like to thank all our
residents that took part in the Local
Offers consultation back in December.

We had over 200 residents complete
a ‘Postcard’ questionnaire on the local
offers. Given that the majority of
these were from residents who do
not normally attend meetings or take
part in surveys, and that the
consultation took place during a cold
December we were really pleased
with the response. Thank You.

What you have told us

The feedback from the consultation
has shown that there is general
support for our current service
standards and these will form the
basis of our local offers.

The three highest priorities identified
by you were around Repairs and
Maintenance and Customer Services.

1. We will respond to emergency
repairs within 4 hours and complete
or make safe within 24 hours.
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2. We will aim to complete 68% of
repairs jobs on the first visit

3. We will answer 85% of your calls
within 10 rings (30 seconds)

We are now finalising our Local
Offers to you and this will be ready
to be launched in March 20T1.

We have a commitment to having
local offers for our three main tenures
— General Needs Tenants, Sheltered
and Leaseholders.

If you would like further information,
please contact Mo Ali Resident
Involvement Manager on

020 8709 4381 or email mo.ali@
gatewayhousing.org.uk

Raffle Winner...

1O
/‘9“ Congratulations to Mr William
’/ \\ Dennison of St Marks Gate

who won our raffle draw

prize of £50 gift vouchers.

Residents Scrutiny Panel

Are you a Gateway
resident? Do you
want to help Gateway
improve our services?

We are looking for

residents’ to join the Residents
Scrutiny Panel. The Panel will
challenge and scrutinise Gateway's
performance and services such as
repairs and maintenance.

This Panel will also be able to make
recommendations for improvements
to the Gateway Board.

This is your opportunity as a
resident of Gateway to influence
change, and have a real and
meaningful say in the way your
Landlord works.

For more information about the
Scrutiny Panel please contact

Mo Ali, Resident Involvement
Manager on 020 8709 4381 or email
mo.ali@gatewayhousing.org.uk

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



You said, we did
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You said
Can we organise an event for Gateway’s disabled residents
and carers?
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We did

Open Day on 26 November 2010. One of our disabled
residents was involved in planning the event.
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We organised a successful Disabled Residents’ and Carers’

Anti Social Behaviour
in Sheltered Housing

During the past year we have seen a small rise in
Anti Social Behaviour within our sheltered schemes.

In 2010, Gateway heard from a few of our sheltered
residents about how they were victims of their
neighbours. We also discovered some of our sheltered
residents were victims of abuse by family members or
friends whilst dealing with their finances.

With the help from the victims, Gateway gathered the
evidence needed to successfully prosecute the
perpetrators at court.

If you have any concerns or feel you are a victim of
Anti Social Behaviour report it to Gateway.
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Condensation

A lot of moisture goes into
the air whenever you cook,-
run a bath or dry clothes in
your home. When this
moisture meets a cold
surface, like a window or
outside wall, it turns into
droplets called ‘condensation’
which mainly occurs during
cold weather. If this is left, it
causes unpleasant dampness
that can be unhealthy and
damaging. You can help
prevent the problem by:

» Wiping moisture away
whenever you see it - it
may collect on windows
every night.

» If you have extractor fans

- fitted in your kitchen,and
bathroom use them and
keep windows open and
doors closed when you are
cooking, showering, bathing
or drying clothes indoors.

» Where possible dry cloths
outside and only use a
tumble drier if it has
direct ventilation to the
outside unless it is self
condensing type

Important
changes to
Welfare Benefits

There are important
changes to the welfare
benefit system that may
affect many Gateway
residents from April 2011.

Non Dependants -
people who live
with you.

People who normally
share your
accommodation but are
not dependent on you
for financial support are
known as non-
dependants. The amount
of the non dependant
deduction depends upon
the circumstances of the
non dependant. From
April, the amount
deducted will increase.

\1 4 .'._-

Stop Damp, 'Mou‘{d and

\\.

> C_o_ikr- cooking pans that
contain boiling liquids.

» Whenfilling a bath, cut . *
down'the amount of steam
by running some cold water
in first, then running the hot
water.

» Keeping rooms ‘warm - even -
a low background heat: W|H =~
help.

» Ventilating’ the room - 5
nobody likes draughts but
some air does need to
come in and out, so open
windows a little until they "

L

stop misting up. Don't block .

up air vents fitted in your -
home. s

» Don't use bottled gas or .
paraffin heaters - they
actually emit watéf in the e
air and are also-a fire risk.-

For more detailed
information on how to

_prevent condensation and,

damp affd remedies and
solutions please contact
George Kokas — Maintenanee
Manager on 020 87094348
or emajl george.kokas@
gatewayhousing.org.uk

This means that if you
are receiving Housing
Benefit and/or Council
Tax Benefit, you will
receive less benefit and
will have to pay more
rent and/or Council Tax.

Housing Benefit in Tower
Hamlets is dealt with by
the Council, you can visit
any One Stop Shop for
benefit advice and
information, or you can
call the Council

on 020 7364 5000.

You can also obtain a
great deal of information
on all benefit related
matters at www.direct.
gov.uk or by calling your
local Citizen’s Advice
Bureau on

0844 826 9699.
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Mystery Shopping e fa =ifoie
In October 2010, our What we should improve on: R0%0 &I SFFIE AT AR @1 REgete
trained resident mystery » Responding to emails and TR St @TeS A THS FACS J(A:
shoppers looked at quality messages OB et S » 3TN3E 8 (ISR Ged
ofhrespﬁnse from staff » Returning phone calls TR I, 2ewze ¢ fofdw il
VGvateer\]/vta eg Coﬂéancg sl LU TOm et NTWWWW R R
and lettérs%/ P , myStery shopper e PSS fSCsR =iEs T8
57 mystery shobs were “With this shopping | found 8 7R ¢q o Bl = “@® #Ifi 3 e =if
‘)/d Y Snop that the customer service FRCE TS *AFAS AR (AR (@, B AT
carried out over 4 weeks has i q deal
and the shoppers have as improved a great deal. ACER T @ Te TR~ SR (AF STF oo
commented that we | was happy W}th staff and R e | JECR | I @ Bl e
continue to improve our tEew ﬁomrpunlcatlon vl U Y AR O WG TS
the phone’ iy g 1"
customer care.
Resullic We would like to thank the SIC: SR AT T S
mystery shoppers for making > AOTET T S TR T @R B
Good: difference and helping us > @], (Mg 8 BT R -
» Quality of response o th P @ o 7% sam a [l
improve the service.
» Po['teness, » a]..h HAFFCS WW |
prolfessionalism and EYOU would “L‘e to H Z?Tngﬁ m% WWQI el T ReER 91 20 e
e o sealtat  please contact Shazna on | ICTSHRYR B SR [ A AT
first point of contact 020 8709 4360 or emil O T 030 b 3ob B9vo LA
> Trans?ation of documents  shazna.khatun@ » VEPH A UFET 8 bl shazna.khatun@
and over the phone is gatewayhousing.org.uk. S[EW AMSA (A A gatewayhousing.org.uk
offered if required No previous experience is T RECR FORE | T A
» Polite, clear and easy to ~ necessary as we will » B 8 TR Ted fosl @Ry e (M9 TRy 79
understand responses provide training and you |, ™ 32 S (&L o (@ TFFE (2
to letters and emails. can receive up to £50 in @R e R I3 FICEE Sy A
» Overall satisfaction with gift vouchers. » SIRE AR A ¢o AIT® *1fs BTt ©Ssi
final outcome of the query. gD (ATS AT |

If so the Fastlaners programme-run by the Young Foundation is a
fantastic opportunity for you.

The Fastlaners programme is a free intensive, engaging and
challenging employability programme for graduates who are
unemployed or underemployed. If you are a graduate, Fastlaners
will sharpen your practical career skills, from CV writing to
networking, effective communication to covering letters, application
forms to the perfect handshake, the Fastlaners programme has been
designed to develop and support the crucial skills graduates need
to succeed in the workplace.

Be a UK or EU citizen; asylum seekers

are allowed

Have graduated within the last five years

Be able to commit full-time for a two week
course

Preference will be given to residents of Tower
Hamlets, and other east London boroughs

Courses are being run in February and March
so hurry and get your application in.

Visit the Young Foundation website
www.youngfoundation.org to apply.

To express interest send your CV

to office@fastlaners.org

Repairs Survey
coming soon!

Had a repair carried out recently?
We want to hear from you.

Gateway will be
carrying out a
telephone survey
in February 20T11.

This short survey should

take no longer than 10 minutes of your
time and will help Gateway find out your
views on

» How you found the repairs service
» What things you found were good
» How we can improve the service.

We will be contacting residents that have
received a repair in the last year, however
If you are interested in taking part, please
let us know.

Contact Mo Ali —Resident Involvement
Manager on 020 8709 4381 or email
involvement@gatewayhousing.org.uk
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We would like to thank you for allowing us to 2050 & TSI S00% M fIsel A TS A
successfully carry out 100% gas safety checks in 2010. T SR SRS (AW SR | ST 9 RS R
We want to continue our 100% record this year. 500% ¢F FFC 403 AACS 512 |

We could not have achieved this without your help, RUGSE STREAS] QYT G Plet HEK T© 1 | Sl A
so please let us know when is the best time to carry AN T DR I AN AN HRLITS I
out the gas service. AP T |

We offer morning or afternoon appointments, can Rl A @ R GIeiBes Mes «Aifd, Foem = Im
avoid school times or offer you the first appointment. fte #Iifd G2R BIRCE AN SN 2N GIARBS ce
This means our gas engineers will save time, so they A | 99 T SR W Sl T A6 G
can complete more gas safety checks to achieve our ST Y00% @R TTRTI@l Se SIedl @ 23 fieret
100% performance targets. S FACS AR |

Please phone Patrick Rogan, Gas Safety Officer, on TR IR AR FRATS AR FHF SIS 277 (1o
020 8709 4353 or patrick.rogan@gatewayhousing.org. AR G @IS (FF 9 020 brob 80 T
uk to let us know what times suit you best. SRl 33 e patrick.rogan@gatewayhousing.org.uk
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e are required, by law, to carry out a

gas-safety check of every gas appliance that we SR NS T 2317 ToFa9 =g
own. If you do not let us into your home to carry SRATCONRL. ST T R F90S 2(J | S
out your gas safety check, you are breaking your T 17T fRRiorel 29w SR S SRS SieFE ifers
tenancy agreement. We can legally force entry to TS Sl (M OIREE (BIET RIS % T =0 | SR
your home and as of 1st April 2011 we will charge S SE (@RS S#ANR IR §Res A @2 > @@
you the legal costs. 205 (AF & T 4 o TR (S T A |

Leasehold news  ronaugey
' Leasehold Services Officer Did you know Gateway now °.,f fers

Gateway has considered the needs 020 8709 4355 gas servicing for leaseholders?
_Of our residents and de;ided to ron.augley@gatewayhousing org.uk We will carry out a full service of all
join the Leasehold Service and ' your gas appliances, including your boiler
Marketing teams to provide a Shopna Rob, Leasehold Services and cooker.
dedicated team for our shared Officer (from April 2011) . o , ,
owners and leaseholders This service is available for a highly

' As part of our service we will competetive fixed fee of £75 +VAT, which
Your contacts are: provide regular updates and advisory | is upto 50% cheaper than some providers.
Steve Patching, Leasehold and notes related to the day to day Call Patrick Rogan, Gas Safety Officer, on
Marketing Services Manager services that we provide. We also 020 8709 4353 or email patrick.rogan@
020 8709 4352 welcome any ideas on topics that gatewayhousing.org.uk to find out more.

steve patching@ gatewayhousingorguk ~ you might like to see in future.

4 \
@ You can ask for this information in large print, in Braille, on audio
A Olo |eS tape or in your language. We will also provide an interpretation service.
Please contact us on 020 8709 4300 to arrange this.

. _ A @2 @2 T DR, ST THest, JTTA @A I AT SR (AT
We would like to apologise forany | siirzey | @ giwie Sl SqaW G141 2WiF 1 | 92 CRA & 73 03 SR

misunderstanding caused by a letter T @A T 020 b0 8Woo FHE | [Bengali]
sent to all our residents living in

Exten5|on tter clarification

houses or in ground floor flats in Waxaad dalban kartaa macluumaadkan oo ku daabacan farta waawayn,
January, as it may have caused some ama ku daabacan farta loogu talagalay dadka indhaha la, ama ku duuban
residents distress. cajeladaha maqalka ama ku qoran lugaddaada. Waxa kale oo aannu kuu

fidin karnaa adeeg ah tarjamad. Fadlan nagala soo xidhiidh 020 8709 4300

We would like to stress that the si aannu kuugu gabangaabinno. [Somali]

letter was aimed specifically for

those residents that have put up Quy vi c6 thé xin cdp théng tin nay péng b:’?m in chii to, Braille (danh cho
an extension or building without ngudi mu), trf—,\n bang ghi &m hoac bang ti€éng ndi clia quy vi. Chung toi
Gateway’s prior permission, if you cling cung cap dich vu thdng dich. Xin lién lac véi chung t6i theo dién thoai
have not put up an extension, s6 020 8709 4300 dé thu x&p viéc nay. [Vietnamese]
please fgnore the etter as tdoes | | sy R K ENRINE - 755 - BRI TTREA  FONG
PR AR - SHECE 020 8709 4300 Bl MH#&ZCHE = [Chinese]
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