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Award ceremony
at Mosque Tower

Residents of Mosque Tower
celebrate completing their computer
training by holding an award
ceremony.

The course started in June at
Mosque Tower and was put together
to enable our older residents to use
basic computer skills.

When asked what he thought about
the computer course Mr Abdur
Razzaque, said “I have learnt a new
skill from the computer class at
Mosque Tower, this has enabled me
to communicate to my family and
relatives back home via email”

Mr Abdur Razzaque is presented with his certificate
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Safety and security in your home

1| Bogus caller advice

| Bogus callers, also known as
distraction burglars, trick their way
into people’'s homes to steal money
and valuables while the householder’s
attention is elsewhere.

Use a door chain and, if you can, a
spy hole. This makes it easier for
you to identify who is at the door
without fully opening it.

If you do not currently have a chain or
spy hole, arrange to have them fitted.

Most callers are genuine and mean
you no harm but bogus callers can
often seem very plausible and will
try to fool you.

Does the caller have an
identification card?

If the caller does not have an
identification card, ask the caller to
go away and close the door. If the
caller persists, dial 999 and ask for
the police.

If the caller does have an

identification card, ask to see it:

» Examine the card to see if it looks
genuine

» Check the expiry date - is it still
valid?

» Does the photograph on the card
match the person at the door?

» Check the photograph is the
original — has anything been stuck
over it?

» If you want to call their company, [
do not use the telephone number
on the caller’s identification card, I
find the telephone number in your
phone book, on a bill or call
directory enquiries.

» Ask the company to confirm they
have sent someone out to you.

» If you need to get more
information from the caller, leave
the door chain on at all times.

If the company does not know the
caller, dial 999 and ask for the
Police, who will tell you what to do.

Put your safety first

Sometimes bogus callers pose as
someone needing help — perhaps a
glass of water or access to a
telephone. Put yourself first. Do not
feel you are rude or uncaring by
saying ‘no’ — your own safety is
more important.

More information can be found
www.ageuk.org.uk.
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_/ Short Notice Inspection (SNI)
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How we are doing — September 2010 « SR (T3 IR - TICHTA W0
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Answering your calls. 2946 calls were received in our Customer Contact Centre in September. We
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Answering your letters. We answered 75% of your letters within 10 days in September.
Our target was 97%.
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Answering your complaints. 90.91% of complaints received were replied to within the
target of 10 days. Our target was 80 %
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Rent Arrears. Current tenant arrears is 3.58% in September. Our target was 4%.
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Repairs & Maintenance. In September 2010, 97.33% of repairs were completed in target.
This included: Emergency - 99.42% Urgent - 97.88% Routine - 95.16%. Our target was 97%.
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Gas safety checks. 9994% of our homes have a valid gas safety certificate. We do not have
any long term overdue gas safety checks. Our target was 100%.
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answered 9511% of your calls of this 77.09% were answered within 10 rings. Our target was 85%.
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Tackling Anti-Social Behaviour

We consulted you on the These are designed to work
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that replied, a majority said that
they wanted to take part in
influencing our ASB policies and
procedures.
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similar problems to those causing
ASB and have the experience to
help others through what could
be a difficult time.

The consultation took place in
September 2010 where residents
were introduced to the new
initiatives; Family Intervention

Thanks to residents working in

partnership with us, we now have
procedures that have been turned
into a working document to assist

Tenancies (FIT) and Family all staff that deal with ASB.

Intervention Programmes (FIP).
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Food waste recycling

Food Waste Eef:ytiing
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Recycling
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or call T: 020 7364 5004.

Hackney residents’
Website: www.hackney.gov.uk/recycling
or call T: 020 8356 6688.
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Want help finding training or work opportunities?

We want to support you to find work and training opportunities in and around Tower Hamlets. Here you can find a
listing of some of the many services available in the borough to help you through your search.

In addition to the information provided, we occasionally receive opportunities through the East London Business
Alliance. If you would like us to send your details to their employment officer, then please email your name, age,
telephone number and email address to muge.dindjer@thch.org.uk.

We ask for your age because the government has an initiative to get young people into work so, some of the schemes
are only available to young people.

| What is it? | Who is it for? | Contact
Connexions provide careers advice and guidance = This service is offered to To speak to an advisor at the Tower
for young people. They can provide you with young people aged between = Hamlets office, please call
details of vacancies, qualifications and courses, 13 and 19. T: 020 8983 3535. Alternatively can
help you with job hunting and even give you the visit the Connexions website at
support of a personal advisor if you need it. www.connexions-direct.com
Jobcentre Plus is a government agency that This is a service available to  Please call T: 0845 6060 234 to find
supports people of working age into work. They  unemployed people. out the location of your local office.
can give help and advice on job hunting.
Access2work offers access to hundreds of jobs, = This service is available to Please call T: 020 7377 4190 or email
one to one advice, CV and application support, = anyone who is out of work,  info@accesstowrok.co.uk to book an
training courses and debt advice. lives in Tower Hamlets and = appointment.

has access to public funds.

Stepney Community Trust provides IT training, = These services are available  If you would like more information,

job brokerage advice and ESOL classes. to Tower Hamlets residents.  please call the Stepney Community
ESOL classes are provided Trust on T: 929 7377 5482 or email
separately for men and info@stepney.org.uk
women.
The St Peter's Community and Advice Centre This service is available to For more information, please call
offer advice in employment placements and women aged 20 plus living in = T: 020 7739 8024 or alternatively
training in NVQ’s and higher education courses.  Tower Hamlets. email stpetersadvice@fsmail.net
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Customer Services
Team Review

Our Customer Services Team was set up in
April 2008 to deal with all enquiries received
by the Association. The aim of the Team was
to deal with 75% of all enquiries without
referring callers to someone else, and answer
95% of all phone calls within 30 seconds.
They would also be responsible for monthly
telephone satisfaction surveys on repairs.

We now think it’s time to carry out a review
of the service and see if there are any
improvements that can be made.

John Clark, Director of Property Services

is inviting you to a Focus Group at

409 Mile End Road, London, E3 4PB at

6 pm on Thursday 11 November.

He would like to hear your views and ask
you questions about the service. You can
also write to him at the above address or
email cstreview@gatewayhousing.org.uk
with your comments by 15 November 2010.

If you would like to attend the group,
please contact the resident involvement
team on T: 020 8709 4300 or email at
involvement@gatewayhousing.org.uk.

We will publish a report of our findings and
decisions in Open Door early in 2011.
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Resident Involvement

We believe that the key to a
successful housing association is
its residents. We are keen to place
our residents at the heart of the
association. There are many ways
you can help us improve our
services. Here are some of the
ways you can get involved.

» Board and committee
membership

» Residents’ associations and
groups

» Sheltered Housing Forum

» Leaseholders’ Forum

» Training

» Mystery shopping

» Readers’ groups.

If you would like more
information about getting
involved with Gateway, please
contact the resident involvement

team on T: 020 8709 4300 or
email us at involvement@
gatewayhousing.org.uk

Resident inspectors

This would involve you spending
a couple of hours each month
monitoring our services. We will
train residents to become
inspectors and this training and
experience can be added to
your CV. We will also pay
reasonable expenses for travel
and childcare.

Local Offers

We are also looking for
residents’ to get involved in
making sure that the service
standards - local offers we
develop will meet your needs.

If you are interested in taking part
in either group or would like to
find out more, please contact our
Resident Involvement Manager,
Mo Ali on: 020 8709 4381 or email
mo.ali@gatewayhousing.org.uk
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We are required, by law, to carry out a gas-safety
check of every gas appliance that we own. Every
year, one of our gas engineers will visit your home
to carry out an annual gas-safety check (if you

have a gas appliance).

It is part of your tenancy agreement that

you allow us access to check your gas appliances.
If you do not allow us access to your home, we
can legally gain entry to your home and we may
charge you legal costs. You must let us know if
you can't make an appointment.

For more information on gas safety, please contact
Patrick Rogan, Gas Safety Officer, on 020 8709 4353
or patrick.rogan@gatewayhousing.org.uk.

Fair Money Advice

Are you a leaseholder
struggling with service
charges and other debts?

Are you looking for ways to
maximise your income and
reduce outgoings?

Fair Money Advice is here
to help you!

Fair Money Advice provides
an in depth debt counselling
service which includes one to
one support for residents of
partner housing associations.

Do you need help to......

» Increase your income?

» Reduce your outgoings
and current expenditure?

» Check to see if you are
claiming all the benefits
you may be entitled to?

» Look into other means of
increasing your income
such as taking in lodgers?

Leaseholder Forum

The Leaseholder Forum will take
place on Tuesday 30 November

2010 at our office,
409-413 Mile End Road,

» Look into all your debts
and check that you are
liable?

» Contact and negotiate
with all your creditors?

Fair Money Advice can also
provide information on the
government mortgage
rescue scheme and provide
assistance finding further
support for mortgage arrears.

If your answer is yes then
contact one of our
experienced advisers at
Fair Money Advice who will
help you to do just that.

There are offices in Tower
Hamlets, Hackney and
Leytonstone. Please contact
an adviser to book an
appointment today on:

020 7780 1777 or contact
Gateway HA for a direct
referral.
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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,

[Bengali]

London, E3 4PB.
The meeting will start at 7pm and
refreshments will be provided.

If you are a leaseholder and
haven't been to a meeting before
but would like to attend, please
contact our Resident
Involvement Manager, Mo Ali on:
020 8709 4381 or email
mo.ali@gatewayhousing.org.uk

Website: www.gatewayhousing.org.uk e Email: enquiries@gatewayhousing.org.uk
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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 gqabangaabinno. [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 ho&c bang ti€ng ndi cha quy vi. Chung toi
cling cung cép dich vy thong dich. Xin lién lac véi chuing t6i theo dién thoai
s6 020 8709 4300 dé thu x&p viéc nay. [Vietnamese]
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HA L fR AR RS - 552 020 8709 4300 ELHAMI#HEZHE - [Chinese]
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