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TENANTS SATISFACTION
SURVEY

TENANTS’
INVOLVEMENT

Lee HA held a tenants satisfac-
tion survey in March 2009. The
survey requested feedback on Lee
HA general performance and Lee
HA performance in specific areas
including rents, anti social be-
haviour, maintenance and recep-
tion.

We would like to take this oppor-
tunity to thank all those resi-
dents who responded to the sur-
vey. A prize draw of all tenants
that responded within the initial
timeframe was held with three
tenants winning a £30 Tesco
voucher.

An analysis of the responses
received will be carried out and
reported in the next newsletter.

Lee HA held a training course
for tenants on the 13th March
2009. The training held was on
equality and diversity, and
looked to ensure that tenants
have an understanding of the
six strands of diversity being
ethnicity, disability, gender, age,
sexual orientation and faith.

In line with our tenants’ involve-
ment strategy we will look to
hold tenants training annually.
If you would like to attend one of
these training courses in the fu-
ture please contact Anthony
Ogbue, Housing Services
Manager on 0208 805 0548.

Residents Panel Meeting

Lee Housing Association  Four resident
holds four resident
panel meetings each

meetings were held in
the year between April

A prize draw of all at-
tendees during the year
to March 2009  took

panel

RENTAL PAY-
MENTS

e Lee HA rent arrears are still
high in comparison with the
average in the sector. Rent
arrears have however re-
cently reduced, and we would
like to thank those tenants
who consistently pay their
rent.

o Your rent provides us with
income to repair your homes
and maintain them in a
decent condition.

o We will continue to take a
robust approach to deal
with tenants that do not
pay and failure to pay
your rent could lead to
action taken against you,
which could ultimately
lead to you losing your
home.

e We are here to help, so
please do not hesitate to
contact us.

year. This is an opportu-
nity for tenants to input
in the process of devel-
oping polices and proce-
dures, and to give Lee
HA  useful feedback

which we can use to
improve the services we
deliver.

2008 and March 2009,
with meetings held in
June, September and
December 2008, and in
March 20009.

The next meeting will
be held on the 1st
June 2009.

place at the March 2009
meeting with two ten-
ants winning a £25
Tesco voucher.

The lucky winners were
tenants at Midlea House
and Hertford road.
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Car Parking at Swan House

The car parking controls in Swan house ini-
tially presented some problems for tenants.
Further to consultation with tenants the
scheme was amended with the changes
taking effect in November 2008.

Lee HA Officers have reviewed the operation
of the scheme taking into account the
amendments made to the scheme with effect
from the 3rd November 2008. Complaints
received from tenants have been reviewed
with a view to improving the service.

The review has concluded that the operation
of the scheme 1is currently working effec-
tively, with positive feedback received from
tenants.

Complaints received from tenants with re-
gards to the service will be reviewed periodi-
cally to ensure that the scheme is working
properly.

POLICIES AND PROCEDURES
Some of Lee HA policies have recently been
reviewed or approved.
The following policies were recently ap-
proved by Lee HAs board:
the Former tenants arrears policy, the anti-
social behaviour policy and a Fraud policy
and procedure.

If you would like a copy of any of these poli-
cies please contact the Lee HA office. If you
would like a copy of the customer care char-
ter please contact the Lee HA office on

020 8805 0548 or e mail
reception@leeha.co.uk
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REDUCE YOUR FUEL BILLS

Lee HA currently pays for electricity and

gas bills in our shared properties. These

charges are however passed onto tenants

through the service charge. It is therefore

in your interest to reduce your fuel bills

by:

. Turning off your appliances. Don't
leave them on standby;

. Turning down your thermostat.
Turning down thermostat by one de-
gree can cut more than 10% from a
heating bill.

. Turn lights off when you leave a
room;

. Washing clothes at 30C instead of
40C uses 40% less energy; and

. Use energy saving light bulbs. They
last up to 10 times longer than ordi-
nary bulbs, and can save you around
£45 over their lifetime.

DISABILITY EQUALITY
Lee HA 1s committed to being responsive
to people who have a disability. We have a
disability action plan and now have dis-
abled access to our offices. We have com-
municated with individual disabled people
about their needs. Please could you let us
know if there are any actions that we can
take to reduce physical or social barriers.

TENANTS IN CREDIT
(PAY YOUR RENT IN ADVANCE)

Lee HA have a quarterly prize draw at
the end of each quarter, with one tenant
winning a £100 cash prize. The winner of
the prize draw at the end of quarter 3
2008:09 (December 2008) was a tenant at
Midlea House.

Pay your rent in advance in line with
your tenancy agreement, keeping your
rent account in ¢ T Tt
you.
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Planned Maintenance
Programme 2008:09

During the year April 2008 to March 2009
we have completed the renewal of bath-
rooms and washing facilities in 18 proper-
ties. We have also completed the erection
of new fences at Swan House and Gilda
Avenue.

Gender Equality
Lee HA is committed to ensuring that there
is gender equality in our organisation and in
the services that we provide.
A gender equality action plan has been de-
vised and includes the development of a do-
mestic violence policy, staff and stakeholder
consultation on gender equality and the
review of complaints about gender harass-
ment at least annually.
Please could you let us know if you have any
issues or concerns with regards to gender
equality with regards to our service
provision.

Planned Maintenance
Programme 2009:10

Lee Housing Association has developed
a planned maintenance programme for
the new financial year commencing in
April 2009.

In the year to March 2010, we need to
ensure that we carry out works to our
properties to ensure that we meet the
governments decent homes standard by
2010. If you would like to know more
about the decent homes standard,
please contact Lloyd Carpenter, mainte-
nance Manager.

The new programme is scheduled to
carry out internal decorations in six
properties, replace boilers in four prop-
erties, replace water heaters at four lo-
cations, install five new kitchens and
install seven new bathrooms.

You will be contacted prior to the
commencement or works, if your prop-
erty is to be affected by these works.

KEY PERFORMANCE INDICATORS

We currently monitor our

better than 6.92%

at the performance of 26 days.
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performance on a number of
key areas of operation in-
cluding rent arrears collec-
tion, lettings, maintenance
response times and number
of resident panel meetings
in the year.

Our performance at the end
of December 2008 has been
better than the previous
quarters performance.

Rent arrears were 6.9%
at the end of December
2008 which is slightly

end of September 2008.

This means that 6.9% of all
the rent we could have col-
lected from our current ten-
ants is still owing.

Performance in this area
has improved recently with
a March 2009 performance
of 6.1%.

Our lettings took an aver-
age of 23days to let a prop-
erty. This is better than the
previous quarters

Our performance on mainte-
nance has remained good
this quarter.

Maintenance
Times:

Response

Emergency Repairs: 100%
Urgent Repairs: 95.45%
Routine Repairs: 97.63%.

This represents the percent-
age of repairs completed
within target response times
of 24hrs, 5days and 20 days
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To get a copy of this in
your language please tick
one hox . write your
name and address and
send this to the address
shown

Bu belgenin kendi diliniade bir
dmegini edinmek igin kutulardan
biriui Igaretleyinie, adiniz
v adresinizi yazdiktan sonma
agadidaki adrese yallayimiz.

Turkish [ ]

Siaad v hesho nuqul ama koobi
Tuyaddaada ku quon fadlan hal
sunduug 5&.\; LK) SO0 GOT
magacaaga iyo cinwaankaaga
dibna ugu soo dir cinwaanka
hoosta Iagu muwjivey.

Somalil_|

(€ & mermi njE kopje t2 késaj
né gjuhén tuaj. ju hitem shénaje
shenjén né njé katror .
shakryajend emrin Jhe sdresén
tuy dhe ¢ dérgoni ki né
adresén € paragitur

Albanian []

AfE oG T AemE e
TN (TS BIRE TPE TE IFE
= 5 T fomr o |, 1o 1m0
g fEpre Foryer v «f Brmiis
e =it fomr )
Bengali [

Pour ahtenir un exemplaire de ce
docameant dans votre langue, il vous
sulli, de vocher Ly cuse indiquée .
de préciser vos noum et adresse e1 de
tenvoyer le oot i 'adresse indiquée.

French []

! gt el s, gl
il ol Wlai o5 Oy ez
,»UJSIJ L_v_g 03 Ly ) i
oy T s LT,
s Jl e

Fari[ ]

I'ia vo anokInUsTe avIiypopo
oT} yAWOOQ 00, SNUCLOTE TC
QVTIOTOXG KOUTAKL HE ,‘.'P‘i\LuIE;
[0 OVOUDTENWVURS Rl 1)
E=dBuvor oag kol OTEATE TC
TapdY OTny Mapakatw SE0duvon

Greek [ ]

Pentru a putea obfine aceasti
copic in limba dyvs. vJ rugim
séi bifati n locul previizut[/].
sd indicati numele i adresa
dvs. 31 sd eapodiall aceasta la
adresa indicats.

Romanian [ |

Aby otrzymad egzemplarz w
swoim jezyku, nalezy zaznaczyc
to w odpowiedniej kratce .
podaé imig i nazwisko oraz swoj
adres | wystad zamdwignie na
wskazany tu adres.

Polish[ ]

Other language
[ |

Tape cD
O

LEE HOUSING
GENERAL OFFICE OPENING HOURS

The offices of Lee Housing Association are nor-
mally open:

Monday 9.30am to 8pm Tuesday, Wednesday,
Thursday 9.30am to 4pm Fridays 9.30am to 1pm.

RESIDENTS FEEDBACK

«  We value your views,

o Please let us know,

« How can we improve the newslet-
ter?

«  What would you like to hear about
in the Lee Housing Association
newsletter?

«  Drop your comments in the sug-
gestion box at reception or come
and talk to us.

CONTACT US

Telephone: 020 8805 0548; Visit our website @ www.leeha.co.uk
Our website has been updated recently, so please have a look
and tell us what you think.

Send us an e mail: reception@leeha.co.uk
Out of hours (Emergency) Repairs: 01992768913

COMMUNAL CLEANING AND HOOVERS

We have a lot of problems managing the communal cleaning in
some of our shared properties. We would like to take this
opportunity to remind tenants that it is their responsibility to
ensure that all the shared areas in your property are kept clean.
Lee HA provides Hoovers for all shared properties apart from
Swan House, so if your Hoover is not working please contact your
Housing Officer.
Swan House tenants can obtain a Hoover from Lee HA to clean
their property. If you do so, please ensure that you return it.
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