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Progress with the Short Notice
Inspection action plan - update

Following our Short Notice Inspection in October 2009,
we produced an action plan which is monitored by the
Tenant Services Authority. Residents had significant input
in to this action plan and we have to achieve all targets
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by the end of April 2010.

Progress so far

At the time of writing
(26 March 2010), we have
achieved the following:

[ completed all
outstanding gas safety
checks - 100% of our
properties with a gas
appliance have an
up-to-date gas safety
certificate (CP12); and

™ reduced our rent arrears
figure to 499% (our target
is 5%);

[ following a suggestion
from residents, arranged
for an email copy of your
repair or complaint to be
sent to you, if you fill in
one of our online forms;

[ trained nearly all staff in
customer care — the rest
will be trained during April;

[ reduced the number
of complaints we receive
by 20%;

[ re-introduced complaints
satisfaction surveys;

™ introduced repair order
numbers when you first
report a repair, including
communal repairs (this
was a resident idea);

M re-introduced
confirmation letters for
routine (30 day) repairs;

[ on a resident’s request,
the CORE group (which
monitors the Morrison
contract and is made up
of residents, Gateway and
Morrison staff) now meets
every month rather than
every two months;

™ introduced a code of
conduct for contractors,
agreed with the CORE
group; and

M increased our
partnership working with
Morrison, helping us to
communicate better.

We are putting together a summary of the action plan
which will be available on our website and from our office.

If you have any questions or comments about our progress
with the SNI action plan, please contact Jo Lambert on
020 8709 4361 or jo.lambert@gatewayhousingorguk.
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Co-regulation arrives!

Over the past 18 months, the Tenant
Services Authority has been consulting
tenants about what standards they
think housing associations and other
social landlords should meet.

The TSA has published its new
regulatory framework for social
housing in England which comes into
force on 1 April 2010. There are six
national standards for landlords:

» Tenant involvement and
empowerment, including customer
service, choice and complaints, and
understanding and responding to
diverse needs

» Home, including repairs and
maintenance and quality of
accommodation

» Tenancy, including allocations, rent
and tenure
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» Neighbourhood and community,
including neighbourhood management,
local area co-operation and anti-social
behaviour

» Value for money
» Governance and financial viability.

The standards have been designed to
help housing providers and tenants
look at how they can meet the needs
of and improve service delivery for all
their residents, whether they are
involved or not. One way of doing this
is for residents and their local housing
provider to agree and monitor a ‘local
offer’ which reflects local priorities and
circumstances.

The new framework is a fundamental
shift in how social housing is regulated
and means that residents can be more
involved. It:

» gives new rights for tenants to be
able to examine their landlord's
performance as part of promoting
self-improvement and accountability;

» places emphasis on boards to focus
on effective performance and being
accountable to tenants.

We have to make ‘co-regulation” work
at Gateway. We will have to find new
ways of working to achieve effective
co-regulation leading to better services
for all residents. We have a year to do
this (to March 2011) and need to start
now by establishing a firm foundation
on which co-regulation can be built.

For more information, please
contact Mo Ali on 020 8709 4381
or mo.ali@gatewayhousing.org.uk.
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Gas safety
reminder

Remember — it is a
condition of your tenancy
agreement to grant us
access to check your gas
appliances every year. This
is to keep you and your
family safe and is a legal
requirement.

Beware: If you do not allow
us entry to check your gas
appliances, we can legally
force entry to your home.
It is very important to let us
know if you can't make an
appointment. If you do not
let us into your home, you
are breaking your tenancy
agreement and we can get a
court injuction.
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Did you know Gateway now offers gas
servicing for leaseholders?

We will carry out a full service of all your gas
appliances, including your boiler and cooker.

This service is available for a fixed fee of £75
+VAT. Call Patrick Rogan, Gas Safety Officer, on
020 8709 4353 to find out more.
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A year of resident engagement
making a difference

A big ‘THANK YOU' to all our residents who get involved with our work.
Without your commitment;, energy and support we would not be where we are today:
We are very proud of your successes so far.

Here are just a few: things which have happened over; the last year...

2. Service Standards

1. New residents’
associations

We set up two new
residents’ groups in
Bromley-by-Bow and at
Constant & Holmsdale
Houses. Well done
to those involved for
their hard work.

5. Resident Approved
— information to residents

This group makes sure that the
leaflets you receive are easy to
understand and approved
‘About your tenancy’, and
revisions of ‘Gas Safety’ and
‘Repairs and Maintenance.

9. Community
Chest

This year, the
Community Chest
grant (overseen by

the Residents’
Forum) funded
joint sheltered
events, open days
and trips.

8. Children’s art
project - Constant &
Holmsdale Houses
and SPLASH arts

SPLASH arts, funded by
Gateway, runs every
week, creating fantastic
artwork and gives
parents a couple of
hour's breather!

— approved by residents

Sheltered Housing Service
Standards and Leaseholders
Service Standards were
drawn up following
consultation with the
relevant residents’ groups.

3. Mystery shopping

Our 12 resident
mystery shoppers
helped to improve our
customer service,
improving phone-call
handling and
monitoring.

6. Building stronger
communities - Central
Ocean Residents
Association (CORA)

CORA arranged a summer
fun day with over 300
people attending!
Neighbours got together

4. Engaging with
young people

Our younger res:ldents
got involved, with an
outing to Laser Quest,
attending a national
conference and helping
plan our residents’ fair.

7. Garden project
- Grove Dwellings

Residents created an
organic community
garden from a piece of
unused land, bringing
together different
backgrounds and ages
and reducing antisocial

to build community spirit. behaviour.

10. ‘One World' at
Bustaan Radaa

Residents from four
Gateway sheltered
schemes attended this
fantastic event
celebrating different
cultures through food.
Mayor Cllr Omar
Ahmed attended.

We hope that over. the coming months more of you will get involved and help
us to improve our services and produce outcomes that will benefit everyone.

More than just a landlord

Open to all residents — find out more about ‘More than
just a landlord” and get feedback on the project so far.

Monday 22 April at 6pm at Gateway offices.

» Feedback on what has happened since
‘More than just a landlord” was published
» Update on what we are doing to improve services
» Give your view on the proposed joint
Community Development Strategy
» Get an update on financial inclusion

If you want to attend, please contact Mo Ali on
020 8709 4381 or mo.ali@gatewayhousing.org.uk.
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. Development
\ Initiative begins
( We welcome Muge Dindjer as

Community Development
Co-ordinator.

S ——

Gateway has joined forces with two local
neighbouring housing associations, Tower Hamlets
Community Housing and Spitalfields, for this joint

approach to community development and resident

participation.

Muge will build on external partnerships to improve:
» residents’ access to employment and training;

» antisocial behaviour;

» opportunities for young people; and

» opportunities for people from diverse
backgrounds and ages to come together.

Muge will also coordinate access to community
facilities and resources, oversee joint programmes
and events and raise funding.

. Joint Community
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Community Chest Grant
— apply now

For more information and an application
form please contact Shazna Khatun on

020 8709 7360 or email
communitychest@gatewayhousing.org.uk.

Closing date Friday 15 May 2010
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Fair Finance and Money Matters
Are you struggling to meet your financial commitments?

Would you like some free confidential advice on how to
manage your money better?

The Money Matters project is a pioneering debt advice
service for Gateway tenants and provides free one-to-one
debt counselling and casework.

We all know that the last year has been a very difficult time
economically. Gateway is keen that our residents have access
to a free confidential debt advice service.

To book an appointment, contact Money Matters on
020 72541976 or 020 7780 1777.

Money Matters is a project of Fair Finance. Fair Finance
provides personal and business loans to residents who are
financially excluded and have no access to mainstream banking.
To find out more visit our website www.fairfinance.org.uk.

Crack down on loan sharks

Sometimes be difficult to meet all expenses, especially during
these difficult times. You may be tempted to borrow money
from illegal lenders (known as ‘loan sharks’). We do not advise
using loan sharks, which can often tie you to very high interest
rates, making the original loan virtually unpayable. They may
even resort to threatening behaviour to get their money back.

Gateway supports the Trading Standards campaign to stop
loan sharks from taking advantage of people.

You can report loan sharks anonymously on 020 7364 6889
or email sharkbait@|otsa.org.uk.
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BrowseAloud is now on our website to help you | &
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textHeLP
BrowseAloud

people who speak English as a second language.
A free download will ‘read’ our website to you.

To find out more, simply click the BrowseAloud icon on our
website homepage (www.gatewayhousing.org.uk).
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Resident involvement — meet the team

The resident involvement team are familiar faces to many of you.
Find out what they do here.

Mo Ali, Resident Involvement Manager

i

—_

Mo is responsible for overseeing Resident
Involvement initiatives within Gateway. He works
closely with our various resident groups and attends
many residents’ meetings, oversees training for
residents and helps other teams within Gateway
involve residents in their work. Mo is also

developing partnerships with other local providers in Tower Hamlets.

Resident involvement is about making sure that our residents are not
just consulted at the final stages, but involved right from the outset
and are helping to shape the agenda. We are keen on resident
involvement leading to actual real outcomes for our residents, which
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reports, as well as this newsletter and Gateway
Companion. She works with residents to make sure
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what we send to you is clear and easy to

————

To get involved, please contact us on
involvement@gatewayhousing.orguk or 020 8709 438].

understand. Jo also looks after the Gateway website.
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Did you know that we can provide
this newsletter in other formats?

If you struggle to read, we can put it onto tape (or CD
or MP3 if you prefer) and send a copy to your home.

Some people also have trouble with the newsletter’s
colours so we can print the articles off for you in
black and white.

We can also provide articles in large print, in Braille,
or can translate into your language if you ask us to.

Please contact Jo Lambert on 020 8709 4361 or ask
your scheme manager.
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VOTE
VOTE
VOTE!

On Thursday 6 May, all adult
Londoners who are registered
will be able to vote for in
local elections.

This year in Tower Hamlets,
there will also be a second
vote to decide if Tower
Hamlets should move to
having an elected mayor.

This is a simple YES/NO
decision - if the majority
says NO, that is the end of
the matter. If the majority
says YES, then there will be
a further election, probably
in October, to choose the
new Mayor.

Also, it is possible that the
General Election will be
held on 6 May. This is when
voters choose their MPs.

The right to vote has been
earned over centuries. There
is a lot at stake. Please use
your vote — don't waste it.
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Complaints and Gateway

When you are make a complaint about
Gateway, you must make your initial
complaint:

» as soon as you become aware of a
problem, and

» within one month from the date of
the event you are complaining about, or

» the last time you contacted
Gateway about the issue.

This is to make sure we can investigate
your complaint as fully as possible.

Phone our complaints hotline on
020 8709 4414 or email
complaints@gatewayhousing.org.uk.

A full list of ways of how you can
make a complaint is available in our
leaflet ‘How to make a complaint.
The leaflet, and our complaints form,
explains our complaints process in full.
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Compensation

You can claim compensation if we
don't do your repair within the agreed
time limit (only for 24 hour or 7 day
repairs) and for missed appointments.
Find full details in our leaflet ‘How to
claim compensation.

All leaflets and our complaints and
compensation procedures are available
on our website or from reception, or
call us on 020 8709 4300 and we'll
send you a copy.
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You can ask for this information in large 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 magalka ama ku qoran lugaddaada. Waxa kale oo aannu kuu
fidin karnaa adeeg ah tarjamad. Fadlan nagala soo xidhiidh 020 8709 4300
si aannu kuugu gabangaabinno. [Somali]

Quy vi c6 thé xin c&p théng tin nay bang ban in chii to, Braille (danh cho
ngudi mu), trén bang ghi &m hodc bang ti€ng noi cha quy vi. Chung téi
cling cung cép dich vu thong dich. Xin lién lac véi ching téi theo dién thoai
s6 020 8709 4300 dé thu x&p viéc nay. [Vietnamese]
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