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SWAN HOUSE & GILDA AVENUE
HEATING REPLACEMENT

Lee HA has commenced works to re-
place the heating systems in Swan
House and Gilda Avenue. We received
just under £1million funding to carry
out these works from the Homes and
Communities Agency.

Work in Swan House commenced in the
first week of May 2011, and works in
Gilda Avenue are scheduled to com-
mence in October 2011.

The new heating system will give resi-
dents a lot more control over the heat-
ing in the flats and rooms, and will lead
to savings in the heating bill which will
be passed onto residents via the service
charge. A residents meeting was held
i April 2011 to discuss the pro-
gramme, with attendance by contrac-
tors, Lee HA staff and 8 Lee HA resi-
dents.

il

Swan House Property with new

radiator installed

RESIDENTS PANEL MEETING

feedback which helps
us to improve your
services .

Lee HA holds four
residents panel meet-
ings each year. It is an
opportunity for resi-
dents to contribute to
the running of the or-
ganisation and to give
Lee HA some useful

In the year to March
2012 we will hold four
residents panel meet-
ings with tenants giv-
ing us very useful
feedback which we

will use to improve
service delivery.

The next meetings for
the year to March
2012 will be held on:

22nd August 2011.
26th Sept 2011.

Rent

Payments

e Lee HA rent arrears are still
high in comparison with other
housing associations. Rent
arrears have however, recently
reduced and we would like to
thank those tenants who con-
sistently pay their rent.

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

o We take a robust approach
to tenants that do not pay
their rent. This can lead
ultimately to action being
taken against you which
could mean you lose your
home.

e Ifyou are having financial
problems please do not
hesitate to contact us. We
are here to help.
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TENANTS IN CREDIT
(PAY YOUR RENT IN RESIDENTS RECEPTION

ADVANCE) (SUMMER BARBECUE)

Lee HA hold a quarterly prize Lee HA will be holding a resi-
draw at the end of each quar- dents reception (summer barbe-
ter, with one tenant winning a cue) in the front Swan House car
£100 cash prize. The winner of park on Wednesday 3rd August
the prize draw at the end of 2011 from 6pm. The reception of-
quarter 3 2010:11 (December fers residents the chance to meet
2010) was Sasha Byrne a ten- board members and staff of Lee
ant at Swan House. HA giving them useful feedback

Pay your rent in advance and on the service we provide.

1t could be you. Please contact The reception also serves as a so-
your Housing Officer if you cjal event, with food and drinks
wish to make standing order provided on the day. We hope to
payments. see you there.

Lee Housing Association recently carried out a restructure of the housing management team
with a view to improving performance in key areas of operation including Income collection
and Allocations and lettings. From the 1st May 2011 Richard Newbold has been the Housing

HOUSING OFFICER QUIET TIME FROM JUNE/JULY 2011

Officer (Income) responsible for all matters relating to rent for all of Lee HAs properties.

Please note that Richard Newbold will not be available to tenants on Wednesdays as he will be

spending this day each week concentrating on collecting rent from tenants.

The rental income that we collect 1s our main source of income, and we would therefore like to

encourage and ask all residents to pay their rent on time.
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Enfield Residents
Priority Fund

Enfield council is launching a

~ £2.1million fund for you to help

address a social, economic or
environmental need in your
ward working with your local
councillor. The council is look-
ing for ideas from people who
live, work, study or do business
in Enfield that will help tackle
deprivation or vulnerability.
Some 1ideas include training
and education, health screen-
Ing, 1mmunisation outreach,
community cleaning, commu-
nity events and children's play
equipment.

For more information telephone
0208 3791000 to find out how to
contact your ward councillor
You can also visit the Enfield
website:
enfield.gov.uk/residentsfund

SCRUTINY PANEL

Lee HA is setting up a scrutiny
panel which will consist of residents.
The panel will monitor Lee HA per-
formance in key areas and make
suggestions on how we can improve
performance. If you would like a
copy of the panels terms of reference
or like to be a member of the panel,
please contact Anthony Ogbue,
Housing Services Manager on 020
8805 0548

Key Performance Indicators

We currently monitor our performance on a number of
key areas of operation including rent arrears collection,
lettings, maintenance response times and the number of
resident panel meetings in the year. Our performance at
the end of March 2011 has seen improvements on the
previous quarters performance.

Rent arrears were 7.48% at the end of March 2011
which is slightly better than 7.51% at the end of Decem-
ber 2010.

This means that 7.48% of all the rent we could have col-
lected from our current tenants is still owing.

Our lettings took an average of 36.5 days to let a prop-
erty. This is better than the previous quarters perform-
ance of 46 days.

Our performance on maintenance has remained good
this quarter.

Maintenance Response Times:

Emergency Repairs: 100%
Urgent Repairs: 97.66%  Routine Repairs: 100%.

This represents the percentage of repairs completed
within target response times of 24hrs, 5days and 20 days
respectively.

You can find performance information for the last
three years on our website: www.leeha.co.uk un-
der the tenants information section.

YOU SAID
WE DID

Lee Housing Association will improve the
service we provide by taking into account the
views of our residents. In the last year we
have:

« Installed CCTV cameras in Swan House
« Introduced a Caretaker to clean the in-
ternal areas of our shared properties

and
« Introduced the use of licences for new
residents.
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Lee Housing Association office hours are:

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

Resident feedback

We value your views so please let us know:

How we can improve the website?

How can we improve the newsletter?
What would you like to hear about ?

Drop your comments in the suggestion box
at reception or;

Come and talk to us.

You can also:

Contact Us.

Telephone: 020 8805 0548
E-mail: reception@leeha.co.uk
Website: www.leeha.co.uk

Become a resident board member

Become a member of the scrutiny panel
Attend resident panel meetings

Join the resident annual report working group

For ‘Out of Hours’ (emergency) repairs
phone Linbrook on 079 7113 6781

Please note that the ‘Out of Hours’ service should
only be used for emergency repairs. Please wait
until the next working day if possible and contact
the office.

Lee HA Complaints Received 2011

In the three months between January and March
2011 Lee HA received 4 formal complaints. These
were in relation to:

. Illegal Occupier of property removing tenants
belongings at eviction (1)
. Disposal of tenants belongings from communal

cupboard (1)
. Anti Social behaviour (1)
. Car parking controls on Swan House (1)

Lee HA officers resolved one complaint in favour of
the complainant (that is the tenant or applicant).
We will ensure that we learn from the complaints we
receive with a view to improving the way we work.

A summary of the complaints policy is available at re-
ception and a copy of the full policy is available on re-
quest.




