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Residents chat for charity
In September residents at Fullers joined in

the World’s Biggest Coffee Morning and

raised £141.20 for Macmillan Cancer Relief.

More than 30 locals from Broadwindsor

dropped in to Magna’s sheltered housing

communal room for a chat and a cuppa.

Proceeds were boosted by a raffle and a

Bring and Buy stall.

Tenants Panel
Meetings
Western Panel Beaminster: 
Roger Priddle Tel: 01308 862699
10th January 2001 Vernons Court,
Bridport
Eastern Panel Dorchester: 
George Coleman Tel: 01305 852195
11th January 2001 Bayeux Court,
Dorchester
Northern Panel Sherborne: 
Ray Bugler Tel: 01935 815610
16th January 2001 Durrent Close,
Sherborne
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Housing Officers areas of responsibility
Sharon Ball  Tel 01305 216048
Dorset  Bridport (Skilling), Charmouth, Chideock, Marshwood, Thorncombe, Uplyme
Devon  Axminster
Somerset  Chard, Crewkerne

Ruth Ashdown  Tel 01305 216012
Dorset  Beaminster, Beer Hackett, Broadwindsor, Cattistock, Chetnole, Evershot,
Halstock, Leigh Maiden Newton, Melbury Bubb, Melbury Osmond, Melplash, Mosterton,
Netherbury, Nettlecombe, North Poorton, Powerstock, Rampisham, Salwayash, South
Perrot, Stoke Abbot, Toller Porcorum, Yetminster

Deborah Salisbury  Tel 01823 661188 (am only)
Somerset  Bridgwater, Draycott, Taunton, Wellington 
North Somerset
Bath & North East Somerset
Bristol & South Gloucester

Nigel Caine  Tel 01392 425553
Devon  Brixham, Exeter, Exmouth, Feniton, Holsworthy, Honiton, Ilfracombe, Paignton,
Plymouth, Seaton, Sidmouth, Torquay, Torrington, Whimple

Lez Ward  Tel 023 9265 3355 (am only) 
Hampshire  Portsmouth, Fareham
Oxford  Carterton, Farringdon
Berkshire  Bracknell, Crowthorne

Stuart Martindale  Tel 01305 216073
Dorset  Allweston, Alton Pancras, Bishops Caundle, Bradford Abbas, Buckland Newton,
Cerne Abbas, Charminster, Cheselbourne, Dewlish
Dorchester (Poundbury)  Grimstone, Holnest, Melcombe Bingham, Piddlehinton,
Piddletrenthide, Puddletown, Stratton, Sydling St Nicholas, Thornford, Tolpuddle,
Winterbourne Abbas, Winterbourne Steepleton

Melanie Davis  Tel 01305 216046
Dorset  Abbotsbury
Bournemouth  Broadmayne, Chickerell, Crossways, Ferndown, Litton Cheney,
Martinstown, Osmington, Owermoigne
Poole  Portesham, Puncknowle, Shipton Gorge
Swanage  Three Legged Cross, Tricketts Cross, Upton, Verwood, Wareham, West Stafford
Weymouth & Portland  Woodsford

Check out

who looks

after your

area and 

keep a note

of their name

and number.

Residents form
home watch group
Magna residents in Sherborne
have banded together to start a
Home Watch scheme to protect
their neighbourhood from crime.

At the residents’ request,
Magna organised a meeting in
St Paul’s Hall and paid for the
hire of the facilities. Everyone
from Kings Crescent was invited
and WPC Sandy Goldsmith,
Home Watch co-ordinator from

Dorset Police, attended and
explained what Home Watch
does.

The meeting was well-attended
and by the end of the evening
three people had volunteered to
act as local co-ordinators.
Three tenant representatives
were also there and it was
agreed to spend £70 on two
Home Watch signs, paid for
from the Tenant Panel’s
Environmental Improvement
Budget.

s of responsibility
Toni Beard  Tel 01305 216128
Dorset  Milborne Port, Oborne

Sherborne  Trent

Somerset  Yeovil

Winston Nelson (starting mid January 2001) Tel 01305 216088
Dorset  Askerswell

Bridport (not Skilling)  Burton Bradstock, Loders, Walditch, West Bay

Derrick Eveleigh  01305 216081
Dorset  Blandford Forum, Bourton

Dorchester (not Poundbury)  Gillingham, Shaftesbury

Have you
considered
sheltered housing?
Are you getting older and finding it more difficult to
manage in your home? Would you like to carry on
living independently, but know that extra help is on
hand if you need it? Perhaps you’d like to live
somewhere with a thriving social life right on your
doorstep.

If the answer to any of these questions is ‘yes’,
then Sheltered Housing could be ideal for you. We
have a number of spare places in sheltered
schemes across the area.

Living in Sheltered Housing means that you have
your own flat or bungalow, with proper privacy and
your own front door key. You choose whether our
excellent Sheltered Housing Officers call once a
day, once a week, or only in emergencies. All
Sheltered Housing Residents have Careline, our
emergency 24-hour alarm and monitoring system,
to summon help if necessary.

Moving into Sheltered Housing can give you a new
lease of life. Pets are welcome, as long as they do
not cause a nuisance to others. You may even find
that your social life improves – our communal
rooms are used for regular activities such as keep
fit, bingo and whist. There’s always something
going on in our schemes across the region. 

For more information about Sheltered Housing,
please speak to your Housing Officer, or contact
our lettings department on 01305 216000.
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Life on Board

The inside story on what

Magna Board Members do

Support Workers –

Our unsung heroes

Providing 24-hour care for

disadvantaged 16-25 year olds

East meets West

in the rhythm of the dance
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If you have a favourite recipe you would like to share then send it to us and we’ll see
if we can publish it. We’ll start the ball rolling with a quick and tasty Italian dish.

Favourite Recipes

After 18 months with Magna
as Regional Housing Officer
for Devon, Nigel Caine is
moving on to a new job with
Cranmore Housing Society.

Nigel says he’s sorry to be
leaving Magna and would
definitely come back and
work for us again if the right
opportunity presented itself.

“I’ve been very happy here
and I’m sad to leave, but it’s
a good career move for me.
I’m going to be the manager
of a supported housing
scheme in Tiverton,” he
says.

Nigel was our first regional
officer in Devon. During his

time in the post he boosted
our services to tenants in
the area by providing a
friendly local point of
contact. Maintenance and
rent arrears all improved
under his stewardship.

Nigel’s time with Magna
coincided with the big
management rethink which
has reorganised us from top
to bottom. He’s very positive
about these changes and
the future of Magna in
general.

“I’ve certainly seen a great
improvement since the
current Chief Executive took
over and I feel very

optimistic about Magna’s
future. I’d certainly like to
come back to Magna again
if the opportunity arose.”

Nigel was previously health
and safety officer at The
Brain Injury Rehabilitation
Trust in Cullompton. Before
that he was a housing
officer for East Devon
District Council and served
as a policeman for 20 years.
His new job will give him the
opportunity to extend his
skills and experience even
further.

We are hoping to recruit a
replacement as soon as
possible.

Nigel’s sorry to leave us

Serves 4  
Cooking time approximately 
15 minutes

1 tablespoon olive oil

2 cloves garlic, crushed

375g (12oz) unsmoked rindless
bacon, cut into strips

500g (1lb) fresh egg tagliatelle

142ml (5fl oz) double cream

25g (1oz) freshly grated
parmesan cheese

1 jar green pesto

salt and freshly ground black
pepper

fresh basil and pitted black
olives to garnish

1 Heat the oil in a saucepan, add the
garlic and bacon and cook over a
medium heat for 5-6 minutes, stirring
occasionally.

2 Meanwhile, cook the pasta, following
the pack instructions.

3 Drain the pasta, add to the bacon
mixture, and stir in the cream, pesto,
cheese and seasoning to taste.

4 Cook for 1-2 minutes and transfer to a
warmed serving dish. Garnish with the
basil and olives and serve immediately.

Fresh Tagliatelle with Bacon and Pesto

“I’ve been

very happy

here and I’m

sad to leave,

but it’s a

good career

move for

me.”
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What happens when you pull your
Careline or Lifeline cord?

We pride ourselves on regularly
achieving our promise to answer 96%
of all emergency calls within 29
seconds of the initial call being
received.

Average connection time to Careline
is 40 seconds. The upgraded
equipment now being installed can
take as little as 20 seconds to
connect. Sometimes older equipment
can take up to 90 seconds before the
call hits the Careline control desk.

When the cord is pulled there is an
initial beep, but then it is silent until
the operator answers the call.

We know that 40 seconds can seem
like an age, especially if you are not
hearing anything, but try not to worry.
Once the call is answered our
operators stay on the line offering
reassurance while they get help. The
line is kept open until help arrives
and the operator is told that no
further assistance is needed.

So if you ever think it has taken
Careline a long time to respond, tell
us the date and time of your call and
we will check the computer log. We
guarantee that any delay will have
been seconds and not minutes.

We are here to help, for more
information about our services
please call 01305 216102.

Careline
answer times explained
Careline
answer times explained
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‘Dickie’ Davidge dies
We remember one of Magna’s
longest-serving board
members page 5

Our new website
All your housing queries
answered page 6

Win a day trip to the
Ideal Home Show
in our spot the difference

competition page 8
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Basic fire-fighting
equipment
It is useful to keep a fire blanket and
extinguisher to hand. Buy only ones that
conform to British Standards. Position
them where they can be seen near
to fire risks. Keep fire blankets in
the kitchen, but not hidden away in
a cupboard or directly above the hob.

There are four types of fire extinguisher:

• Red label: Water-based, for most fires
except electrical ones or those involving
flammable liquids.

• Blue label: Powder-based, for electrical
and flammable liquid fires.

• Cream label: Foam for flammable liquid
fires, but not electrical ones.

• Black label: Contains carbon dioxide for
electrical and flammable liquid fires. Do
not use on burning solids such as wood
or rubbish.

Fire safet

Most fires start in the kitchen and chip
pans are a common cause.

• Use a thermostatically controlled fryer.

• Don’t fill the pan more than a third full 
with oil.

• Never leave a pan unattended.

• Dry chips before putting them in the oil.

• Don’t put chips in oil that is so hot it

smokes.

• If your pan catches fire, turn off the heat if it

is safe to do so.

• Cover the pan with a fire blanket or damp

cloth and leave for at least half an hour.

Never use water or fire extinguishers.

CHIP PAN FIRES

Every year about 500 people die
in house fires and 15,000 are
injured. Don’t be one of them.

Our 15 Fire Wardens all recently
underwent a four-hour fire safety
training session organised by
Health and Safety Manager
Alastair Barrett.

“It’s vital to know what to do in
the event of fire,” said Alastair.

“We have fire evacuation plans
for all our offices and it’s vital

that people at home have them

too. Talk to your family and

agree how you would get

everybody out of the house if a

fire started. Buy a smoke

detector for Christmas – they

don’t cost much and it could be

the best present you’ve ever

given your family.”

Alastair Barrett, Health and

Safety Manager, runs through

some of the basics of fire safety

S
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Dorset

County

Council and

Dorset

Health

Authority have

compiled a

Long Term

Care Charter so

customers can know what to

expect from these services.

The charter applies to anyone

over the age of 18 years who

needs care and support for a

long period of time because of

ill health, disability or age.

It has been developed with the

help of people who have

received services in the past

and gives a ‘joined up’ approach

to services on offer.

If you would like to receive a

copy of the charter, they are

available from all our offices in

Dorset.

e safety
Fit a smoke detector
Smoke detectors are the number one
safety investment. They are cheap, easily
available and simple to fit. Once you’ve
got one, make sure that the batteries are
working.

• Fit at least one smoke detector on
every floor of your home. If your home
is all on one floor, fit one in the hallway
between the living room and the
bedrooms. If your home has more than
one floor, fit detectors at the bottom of
the stairs and one on each upstairs
landing.

• Don’t put smoke detectors in the
kitchen, bathroom or garage where
they may be triggered by false alarms.
Always follow the manufacturer’s
instructions about positioning.

• Test your alarm once a month by
pressing the test button. Replace the

battery once a year, or more often if

necessary.

What to do in the event 
of a fire
Never put yourself in danger. If in doubt,

get out. Check the temperature of closed

doors for heat with the back of your hand

– don’t touch the door handle. Never open

a door if it feels hot. If possible, close

doors as you leave to slow the spread of

the fire. Keep down low if the room is

smoky. Once outside, stay outside until

the fire service says otherwise.

If you get trapped upstairs, try to shut

yourself in a room with a window facing

the road. Seal the door with bedding or

clothes and call for help from the window.

As a last resort, throw out bedding to

cushion your fall and lower yourself out of

the window feet first and stretch to full

arm’s length before letting go.
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CARELINE UPDATE
Our recent satisfaction survey of
Careline users found that 88.8% of
customers were very satisfied with the
service we offer. We found that 94.2%
strongly agreed that calls are answered
quickly, while 97.6% strongly agreed
that our call operators are friendly.
Nearly 95% strongly agreed that call
operators are always caring and more
than 95% would warmly recommend
Careline to a friend.

Careline received the following number
of calls during the last quarter:

July   Aug  Sept

Emergency calls  368   271  300

Scheme calls  5,402   5,828  5,193

Lifeline calls   3,037   3,119  2,624

Operator response  96%    95.5%  95.2%

Dorset’s Long
Term Care
Charter
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Taps

Please tell us
• What appliance is served by the tap (eg bath, sink, wash basin)?

• What type of tap is it? (See above)• What is the exact problem (eg loose tap head, dripping tap etc)?

Traditional Pillar TapThe Tap Head or handle (1)might be loose, in which case theRetaining Screw (2) isprobably loose or missing.
Sometimes a tap will not turn offproperly. It is likely that theWasher (3) is worn or broken.

A tap can also be loose or leakingat the Base (4). This can usuallybe rectified by checking andtightening the retaining nutunderneath the sink.

Sink Tap
(Pillar) Bath Tap

(Pillar) Basin Tap
(Pillar)

Sinks and Wash Basins

Please tell us
• Is the problem with the sink (in the kitchen) or a wash basin (in the toilet or bathroom)?

• What exactly is the nature of the problem (eg a blockage, leak, crack, etc)?

• If there is a leak in a supply pipe, is it the hot or cold one?
• If the sink is blocked, what type of trap is fitted?• Have you made any attempts to clear it?• How did the damage occur? (please see note on pages 7 & 8)

• If there is a problem with the tap, what type is it? (See opposite page)

To clean a bottle trap, unscrew the base cap by hand and clean it out.

Before unscrewing it, please make sure both taps are off and a bucket or

similar receptacle, is placed underneath to catch water and debris. When

replacing the cap, make sure it is tightly fitted.

1

2

3

4

Various problems can occur withTaps (eg a slow drip indicating thepossible need for a new washer).

Waste Pipe

All wash basins are fitted with aTrap. Many have a Bottle Traplike this one, which can easily becleaned if a blockage occurs.

Supply Pipe

Supply Pipe

Assured
shorthold
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ASSURED SHORTHOLD TENANCIES  5

Rents and service charges

In general, our rents are lower than those

charged in the private sector in your local

area. For more information about how

we set our rents, see our separate leaflet

“Rent and service charges”.

We will not increase your rent more than

once a year, unless by mutual agreement.

You will receive at least four weeks’

notice before we make any changes to

your rent.

Your right to know about

your service charge

You may pay a service charge in addition

to your rent. These service charges are

to cover the cost of services such as

communal heating, cleaning, gardening

and caretaking. We will give you at least

four weeks’ notice before we change

your service charge.

You are entitled to have the following

information from us:

• A summary of our policies for setting

rents and service charges.

• A summary of service charge costs

for the last year

• The standard of service you 

can expect.

Advice on alternative

accommodation

When your shorthold tenancy comes to

an end, provided that you have not

broken your tenancy conditions, we can

give you advice and information to help

you to find somewhere else to live.

4 ASSURED SHORTHOLD TENANCIES

• When you applied for the 

tenancy you or someone acting 

on your behalf knowingly made a

false statement

• Where there are joint tenants living

as a married couple or a couple

living together as husband and wife,

and one partner leaves because of

violence or threats of violence by

the other towards them or a

member of the family, and the court

is satisfied that the partner who has

left is not likely to return

• Your home was let as a service

tenancy and you are no longer in

that employment

• When we have served two months’

notice, provided the tenancy runs

for at least six months altogether.

We want to help you stay in your home,

and will only apply for an eviction order

as a last resort when there is no

reasonable alternative.

Your right to live peacefully

in your home

You have the right to live peacefully and

quietly in your home. We have a

separate leaflet setting out our

procedures for dealing with neighbour

nuisance and anti-social behaviour.

Your right to be 

treated fairly

We recognise that certain groups and

individuals are discriminated against

within society. We believe such

discrimination is wrong. We aim to

ensure that no person or group of

people receiving our services or applying

for accommodation will be treated less

favourably than any other person or

group of people because of their gender,

sexual orientation, marital status, race,

colour, ethnic or national origin,

nationality, religion, political beliefs,

disability, age, class, unrelated criminal

offences or any other condition not

justified in law or relevant to our work.

We have a separate leaflet on our Equal

Opportunities and Diversity policy.

Assure
d shor

thold 
Ten.v7
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• Annual report: We will provide

you with an annual report. This

contains information on our

performance during the previous

financial year.

• Other information: Information

on various areas of our work is

available in leaflet form. We will

provide you with other information

upon request. We will not charge

for simple requests for information,

but we may charge when a request

involves significant work in

extracting, collating or copying

information which will take more

than an hour to carry out.

• Website: Information about us is

available on our website

www.magna.org.uk

We aim to make the written information

we send to you easy to read and 

understand. We try to avoid the use of

jargon, and to use clear and concise

language, good layout and design, and

readable type faces and print sizes.

Special needs
Our approach to customers who have

special needs is to communicate in a

sensitive and non-patronising way. Our

approach is guided by the individual

needs of the customer. It includes audio

cassette versions of Opendoor and

other publications, as well as personal

visits by specially trained employees

sensitive to a range of special needs.

Where customers have learning

disabilities, we will use their preferred

method of communication wherever

possible.

We have access to translation and

interpretation services for customers

whose first language is not English.

Home visits
We will carry out a home visit if

required, for instance if you are

housebound or disabled.

We will carry out home visits by giving

mutually convenient appointments

wherever possible.

If you are not normally at home during

the day, we will make home visits out of

office hours.

We will keep to appointments that 

we have made. If we cannot keep an

appointment, we will contact you in

advance.

If you are not at home when we visit

you, we will leave a calling card.

All employees carry official 

identity badges.

Provision of information
We will provide you with a wide range

of written information. This includes:

• Tenancy/Licence agreement:

you will receive a written agreement

setting out your rights and obligations

and our rights and obligations. The

details of these agreements will also

be explained to you when you move

into your new home.

• Rent and service charge

information: We will write to you

about any changes to your rent and

service charges. We will also provide

regular rent statements.

• Tenant Handbook: All tenants will

be given a copy of the Tenant

Handbook. The handbook explains

tenants’ rights and responsibilities

and has been written to help you

live in and look after your home. It

includes information on reporting

repairs.

• Magazine: We will provide you

with a copy of our Opendoor

magazine four times a year.

Opendoor updates you on our

activities and provides important

information such as essential

telephone numbers and addresses.

Customer care.v8  4/15/04  2:39 PM  Page 5

Tenant Handbook -  
Folder with pull-out information leaflets

CLIENT  Magna

Complaints and
compensation
We always aim to give you the best

service possible but sometimes things 

go wrong.

If you have a complaint we will:

• Try to put things right and apologise

if we have made a mistake

• Tell you about our formal complaints

procedure if you are still not happy,

and support you in making a formal

complaint

• Pay compensation in line with our

Compensation Policy

Treating everyone fairly
We will ensure that our services are

accessible to everyone.

We will work within our Equal

Opportunities and Diversity Policy.

We will use our procedures to deal with

racial and other harassment.

We will treat all customers with respect,

consideration and courtesy.

Our employees
We expect each employee of Magna to

uphold our Code of Conduct for

Members, Board Members and Staff.

We will ensure that our employees have

the appropriate skills and knowledge to

perform their jobs effectively.

Our employees will be tidily dressed.

Trade Operatives, Caretakers and

Sheltered Housing Officers will wear

uniforms.

Our employees will carry and display

proof of identity.

C
ustom

er care
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Driving rents into line

After the publication of the Housing

Green Paper last year, SHHA and all

other Registered Social Landlords will

embark on a ‘rent convergence’ policy

by April 2002. This means all rents for

similar properties in the same locality

will be more or less the same,

regardless of who the Registered

Social Landlord might be. 

The process of bringing rents more closely into line

will be undertaken over 10 years. The formula to set

the target rents has been devised by the Government.

Rents for our tenants who transferred from Surrey

Heath Borough Council in January 1993 will go up

each year by a maximum of RPI (Retail Price Index) +

0.5 per cent + £2 per week. Tenants who

have joined the Association since then

will see their rents capped at RPI only

or less.

We welcome this initiative

because it means that all

tenants will pay the same rent

for the same type of property.

During 2000 we expanded our

activities to develop and

manage housing in areas other

than the Borough of Surrey

Heath – with great success. By

developing sound partnerships

with other local authorities we

have been able to provide

housing in Bracknell Forest,

Guildford, Waverley and Woking.

Widening our geographical area

and enabling more people in the

region to have a decent, well managed

home is a key objective. With this in mind,

we are working with East Hampshire

District Council and Runnymede Borough

Council to help them meet their housing

needs, and we have just secured a site in

the Borough of Rushmoor to house key

workers.

Last year’s success in pursuing new

opportunities has not only been by means of

development schemes in new areas. We have also

successfully delivered a wider variety of property types

by acquiring a portfolio of market rented properties

and by winning funding and planning approval for a

range of shared ownership schemes due to start next

year.

These initiatives will improve housing choice for a

greater number of local people. They are intended to

contribute to the stability of the community and

economy by giving young people access to decent

housing at an affordable price to enable them to stay

in the area they grew up in. They also help local

employers recruit and retain key members of staff

who could not otherwise afford to live in the area.

As well as providing new housing, we have also

completely refurbished and extended our existing

sheltered housing scheme at Cranmore Court,

Mytchett, to provide more suitable facilities for our

elderly tenants at a cost of more than £1 million.

We are consulting with our tenants to establish what

other services they would like us to provide, to help

ensure they can continue to maintain an independent

and fulfilling lifestyle.  

A working party led by a Board member has been set

up to examine other ways we can help. It will report

later this year.

Survey shows the path to tread

sevenSurrey Heath Housing Association Limited

“Widening our geographical area and

enabling more people in the region to

have a decent, well managed home to

live in is a key objective.”

Annual Reports

Housing Leaflets

Tenant Newsletters

CLIENT  Surrey Health Housing Association

A year of achievement
Surrey Heath Housing Association Limited

Annual report and accounts 2002
six Surrey Heath Housing Association Limited

“The majority of tenants expressed their

overall satisfaction with our service,

highlighting certain areas where we

performed beyond expectation.”

sevenSurrey Heath Housing Association Limited

Listening to our tenants

A full Tenant Survey is carried out every

two years and is our main tool for

measuring how well we are doing. From it,

we are able to identify those things we do

well, and those which need to be

improved. Since the Tenant Survey in 1999

we have undertaken Comprehensive

Service Reviews in the areas of Customer

Contact, Grounds Maintenance and Tenant

Participation, and the Tenant Survey

conducted this year has demonstrated that

our services continue to improve. The main

findings show that SHHA is meeting the

needs of most customers, and that the key

strengths of the organisation continue to

be the quality of our homes and the

landlord service. 

Modern apprentices

Throughout the Peerless Housing Group we

believe that our job is about more than

housing, it is about a ‘life partnership’. This

means understanding the community and

its needs, and providing the means and the

tools to allow people to achieve their

personal goals.

Because of these values we are creating a

new modern apprentice scheme, in

consultation with our key business partners

that will not only benefit our customers,

but the community as a whole.

We are currently putting a modern

apprenticeship scheme together with

Lovells, who is our contractor partner for a

major redevelopment on the Old Dean

Estate in Camberley. The scheme will open

the door to exciting new career

opportunities for young people living locally

by providing specialist skills training in

either the traditional construction trades,

such as bricklaying, carpentry and roofing,

or construction management training in the

fields of project planning and

administration, surveying and site

management. 

Our reception staff were praised in

the recent Tenant Survey for their

polite and helpful service

twelve Surrey Heath Housing Association Limited

Improving our service

We have already expanded some of the

services we provide to residents in sheltered

housing, for example a meals service is

provided at two of our sheltered housing

courts, and such services have been

extended to retired non-residents living

locally. The tenant survey results showed

that two thirds of our tenants would like to

see other new services made available to

them and suggestions include an online

information service, large item rubbish

collection, internal decorating, window

cleaning and an odd job service. We have

committed to conduct further research

with a view to establishing these additional

services for our tenants.  

SHHA in the press 

It is important for SHHA to be perceived

well by our customers and other

stakeholders as well as the general public.

Showing that we are a strong organisation

with lots going on helps us to attract

support which in turn enables us to meet

our objectives and satisfy customer needs.

We keep the press informed of our

activities and they have been particularly

supportive this year, covering a range of

news items, enabling us to feed back what

we are doing not only to our tenants and

leaseholders, but also to the wider public

and business communities.  

Achievements in brief
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We provide sheltered

housing residents with

a meals service at two

of our sheltered

housing courts, this

service has been

extended to retired

non-residents living

locally. 

Derek Horn Court won 3rd

prize in the Surrey Heath in

Bloom 2001 competition for

Best Community Building

section.

Residents of Ballard Court

enjoyed a fun day out in

Worthing this summer. 

SHHA donated £1,000 to

St Michaels Community

Project – this benefited

residents in Avenue Sucy,

Surrey Avenue and

Southway. The money was

used for equipment, a toy

library and educational

trips as well as allowing

several teenagers to

participate in a citizenship

award, which taught them

important skills such as

personal safety and first

aid.

Families have moved into 43 new homes on the

recently completed £1.3 million Old Dean Road,

Camberley development. This development was a

successful partnership between SHHA, Lovells

(Building Contractors) and Wellings (Architects and

Employers Agents). Further development on the Old

Dean Estate at Loraine Road and Cordwalles Road

will continue later in the year.

two Surrey Heath Housing Association Limited

The path ahead

SHHA signals a major change in direction

We have carried out a major review of housing supply

and demand, of the local economy and the impact

housing has upon it. We have also examined the

demographics of the areas where we work and the

growth and diversification of SHHA required to deal

with these issues.

The outcome is that the Board has decided to form a

new group of companies to deal more efficiently with

these matters.

In the coming year, a new housing group will be

established, made up of:

Once registration of the Group is complete, we plan

to change the status of SHHA from a non-charitable

Registered Social Landlord to a charitable one.  

Although tenants are unlikely to notice any significant

difference in the way their homes are managed or

maintained, the benefits from the change will be far-

reaching in terms of our business planning and

taxation strategy.

The move to a group structure and charitable status

will undoubtedly be a change for the better. In

addition to strategic benefits, the proposed change is

intended to provide:

• Continuing low rents

• Improved service delivery

• Continued diversification into other areas

of activity and new business and

community initiatives.

Peerless Housing Group Limited
New Group Parent

Surrey Heath 

Housing Association

Limited

To retain the social

rented housing stock.

Peerless Homes

Limited

To hold and/or

manage the Group’s

non-social housing

stock.

Peerless Housing

Services Limited

An initially dormant

company to be used

to introduce care and

support services in

due course.
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“Although tenants are unlikely to notice any

significant difference in the way their homes

are managed or maintained, the benefits from

the change will be far-reaching.”

A step forward

Surrey Heath Housing Association Limited
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change and develop to meet our objectives.

Being a responsible and innovative organisation that’s able to
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Oxfordshire Business of the Year Award

We are delighted to have been awarded the

Oxfordshire Business of the Year Award for

Customer and Staff Care. Presented to OCHA at

a ceremony held at the Oxford Four Pillars on

Friday 18 June, the award reflects our efforts

over the past year enhancing our resident

involvement, community investment and 

people management strategies.

The judges assessed the shortlisted companies

by measuring customer satisfaction, complaints

handling, improvements in profits through staff

motivation and customer care. Commenting on

their selection, the judges stated they were

particularly impressed by staff involvement in

our work/life balance policies, which has

reduced staff turnover from 17% to 11%.

Residents’ Satisfaction Survey

Last summer, we commissioned ORC

International to conduct our Residents’

Satisfaction Survey, which was sent to every

resident.The 58% response rate provided good

statistical accuracy, offering information about

people’s satisfa
ction with a range of services,

and helping us find ways to improve services.

While the survey results offered excellent

insights into residents’ ages, ethnic groups,

religions and languages spoken, a specific

question regarding community investment

highlighted that most gave the highest priority

to community safety. We communicated the

survey results to our residents during the 

winter of 2003.

To be genuinely accountable to all stakeholders that have an interest
in our work or who are affected by what we do.

Meeting the need
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Taking a stand

OCHA is one of the UK’s first h
ousing

associations to secure an Anti Social Behaviour

Order (ASBO) at the same time as outright

possession of the property from a resident in

Blackbird Leys.

A successful partnership between OCHA, the

Crime and Nuisance Team from Oxford City

Council and Thames Valley Police obtained the

ASBO from Oxford County Court after

presenting evidence of noise disruption, a

constant stream of noisy visitors, and causing

thousands of pounds of damage to the property.

Evicted from his flat and banned from visiting

the area, the tenant was also prevented from

behaving in a manner likely to harass, alarm or

distress the people of Blackbird Leys and 

Greater Leys.

“I am really pleased that in working together,

we have managed to rid the area of this

nuisance neighbour,” said Andrew Smith,

Operations Director of OCHA. “All our residents

should be assured that, collectively, we will take

action against people that cause distress and give

areas a bad name.”

OCHA Annual  Repor t  2003-2004

Delivering servic
es to residents that meet their requirements on quality and cost

while making best use of our resources to ensure continuous improvement.

OCHA

Established in 1866, Oxford Citizens provided affordable

housing for people living in Oxford and its suburbs.Today,

Oxford Citizens Housing Association (OCHA) is a diverse and

dynamic organisation, offering high-quality homes and

services to over 2,600 households in six local authority areas.

These include rented, supported and sheltered homes, plus

shared ownership properties.

What’s more, we run the local Lord Mayor’s Deposit

Guarantee Scheme, which helps people who don’t qualify 

for social housing to secure private rented properties.

Meanwhile, together with the Ealing Family Housing

Association and four district councils, we help run the

Oxford Social Lettings Agency, providing short-term

temporary accommodation. Community investment 

and regeneration also feature strongly in our work.

About us

H o u s i n g p e o p l e , b u i l d i n g c o m m u n i t i e s
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Living up to expectations
We are delighted to announce that during the

past year, Oxford Citizens Housing Association

has enjoyed huge recognition for its work. We

would like to express our congratulations,

gratitude and thanks to everyone that works for

OCHA and supports us in our efforts.

In the summer of 2003, many people took the

opportunity to express their satisfaction through

our regular resident satisfaction survey,

providing valuable information on how we can

improve homes and services. What’s more, we

received accreditation under the Investors in

Communities (IiC) initiative, acknowledging

our sterling work within residents’

neighbourhoods. At OCHA, we take our long-

standing commitment to residents very

seriously, and we are pleased that the ‘iN

Business for Neighbourhoods’ national

campaign, co-ordinated by the National

Housing Federation, has also acknowledged 

our achievements.

However, while being recognised as a caring

and socially responsible landlord is important to

OCHA and our stakeholders, we can only afford

to satisfy residents’ needs if we are an efficient

and financially secure business. That’s why we

were encouraged when our main public funder,

the Housing Corporation, endorsed our long-

term business plan and provided an allocation

of over £10 million of public grant.This will

help us build 170 new homes throughout

Oxfordshire during the next two years, many 

of which will be in the County’s rural areas

through membership of the Oxfordshire Rural

Housing Partnership.

Finally, we also received credit from our peers

in Oxfordshire when we were awarded the

2004 Oxfordshire Business of the Year Award 

for Staff and Customer Care.

In this Annual Report, you’ll find out more

about our achievements and successes over the

past year.You may also be interested in the work

of OCHA and the challenges we face in meeting

the county’s housing needs. If so, whether you

would like to comment on this Annual Report

or discuss any other aspect of our work, we’d

love to hear from you.

Thank you for your continuing support.

Jo Bullock, Chair of the Board

Jonathan Higgs, Chief Executive

Jo Bu l lo ck , Chai r o f th e Board

Jona than Hi ggs, Ch ie f Execut i ve
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Annual Reports
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OXFORD CITIZENS HOUSING ASSOCIATION
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OCHAA f r e s h a p p r o a c h t o h o u s i n g

Jane Seaman Court

We are currently constructing a suite of six

new homes at Jane Seaman Court in Blackbird

Leys. Featuring substantial thermal insulation,

each property will also boast such features as

timber construction clad in brick, double-

glazed windows and passive stack ventilation.

With all this plus condensing boilers and zone

control heating in place, we predict each

resident will enjoy attractive savings on their

annual fuel bills.

Rose Hill

Our first energy-efficient housing project

involved constructing two ‘Eco Homes’ at the

Rose Hill estate in Oxford. Incorporating

timber frames, airtight construction, solar hot

water and photovoltaic systems, the homes

have attracted substantial interest in

Oxfordshire and beyond.

The natural choice

Working in ways that respects the environment and helps sustain it.
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A f r e s h a p p r o a c h t o h o u s i n g

The show flat at Rackham Place shared ownership scheme
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Corporate Identity and 24 page 
Interactive Brand Guidelines
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The logos

The Peerless Housing Group logo consists

of the graphic element and the words that

describe the component companies within

the Peerless Group.

General layout and proportion

There are strict rules applying to the general

layout, proportion, typeface and colour of

the logo. These rules MUST be adhered to. 

The logo must appear in the proportions

illustrated. No other layouts should be

used.

Artwork for all logos is available in ‘eps’ or

‘JPEG’ format from the Business

Development and Marketing Manager.

Full colour versions

This is the preferred option.

When used in its full colour version, the

logo must appear in the correct corporate

colours or the equivalent 4 colour process

split (as shown in brackets).

When using the logo in an electronic or web

environment, the equivalent ‘websafe’

colours should be used – contact the IT

Department for more details.

Pantone 2745 Purple

(100% Cyan, 94% Magenta)

Black

Pantone 2745 Purple

(100% Cyan, 94% Magenta)

Pantone 322 Green

(100% Cyan, 38% Yellow, 30% Black)

Pantone 165 Orange 

(60% Magenta, 100% Yellow)

Black

Pantone 322 Green 

(100% Cyan, 38% Yellow, 30% Black)

Black

PEERLESS HOUSING GROUP

DESIGN AND MARKETING GUIDE
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Other versions

As full colour printing is expensive and
may not always be practical, rules have
also been devised to allow for a black and
white or monochrome version of the logo
to be used in some circumstances. Again,
these rules must be adhered to.

Black and white 
The black and white version of the logo is
as illustrated for the Peerless group of
companies and SHHA. 

Monochrome 
This is identical to the black and white
version, but instead of black it uses the
darkest base colour that has been chosen
for the publication. Ensure adequate
contrast and readability by using only dark
colours.

Reversed out (white on black)
Both the black and white and
monochrome versions can be ‘reversed
out’ for use against a dark background.

PEERLESS HOUSING GROUP

DESIGN AND MARKETING GUIDE
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Using the graphic element

The logo works with other aspects of
design to provide printed material with an
overall Peerless Group style or feel. This
can be reinforced by the use of corporate
typefaces, corporate colours, by ensuring
the logo has sufficient space around it to
allow maximum impact, and by the
controlled and careful use of the logos
graphic element (or part of it) as an
illustrative feature.

This can be effective, but should normally
only be done in conjunction with the full
logo, as in the following illustrations.

The examples used here are SHHA and
Peerless Housing Group, although similar
styles would also work for Peerless Homes
Limited and Peerless Housing Services
Limited.

In
fo

rm
ation Leaflet

2

Allocations Policy and Points Scheme

Corporate folder

Information leaflet

Newsletters are a key tool in our marketing
strategy – they keep tenants, employees
and business partners informed.

Content could include:

• Corporate messages

• Human interest 

• Recent developments

• Recent events

• Staff changes

• Letter pages

• Competitions

All publications must carry a corporate
explanation, for example: Surrey Heath
Housing Association is part of Peerless
Housing Group.

PEERLESS HOUSING GROUP

DESIGN AND MARKETING GUIDE
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Newsletters

Paul Reeves, Chief Executive of Surrey

Heath Housing Association explains

how the Association’s parent company,

the new Peerless Housing Group

Limited, came into being and what it

means to the Association’s tenants and

the communities in which it will work.

“In June 2000 we reviewed how Surrey

Heath Housing Association (SHHA) had

performed since its creation in 1992. It

was clear that the Association had been

very successful, having expanded its range

of services to include shared ownership

schemes and developments specifically for

key workers in the public services. Much

of this had also been achieved outside of

its immediate geographical area.

However, the Association’s growth and

diversity into non-social housing activities

needed more than SHHA alone could

offer. So we decided to create a distinctive

organisation to separate out the more

commercial elements of the business.

This new structure will ensure that funds

within the total organisation are used in

the most effective way. Charitable status

for SHHA means that monies once liable

for taxation can be channelled into new

homes and services for our customers.

Peerless Homes Limited will be a privately

funded enterprise run to provide high

quality housing for key workers. Profits

from these initiatives will be used to

subsidise projects throughout the Group.

Although Peerless Housing Services Limited

is not yet active, it will offer a complete

range of home support services to the

local and surrounding communities.

Through the entire Peerless Housing Group

structure, we plan to offer an ever-

improving service to existing and new

customers, and to provide in the region of

100 new dwellings each year for the next

five years for local people.

I would like to take this opportunity to

acknowledge the work of all the staff and

Board members involved in the creation of

the Group, the local authorities that have

supported us, the Halifax (Bank of

Scotland) and Abbey National Treasury

Services. My warm appreciation goes also

to our customers whose needs drive this

organisation forward.”

Paul Reeves, Chief Executive, 

Peerless Housing Group Limited

A step forward
“The Peerless Housing Group and

Surrey Heath Housing

Association are committed to

continuous improvement and are

confident that the new structure

will foster these developments.”

Paul Reeves, Chief Executive, 

Peerless Housing Group Limited

Way aheadthe

For Surrey Heath Housing Association

December 2001

Sharon Hedges from the National Housing

Federation recognises the strategic thinking

behind the diversification of the Surrey Heath

Housing Association. She notes this is a time of

challenge and opportunity for the social

housing sector as organisations seek to

improve customer service and meet growing

demand for affordable homes from an

increasing number and range of people from

within the community. 

She says, “The formation of Peerless Housing

Group will enable the organisation to

streamline its services for the benefit of

existing and future customers and we wish all

involved in this venture well.”

Thumbs up from housing specialist

Sharon Hedges,

Housing Specialist

F i n d  o u t  h o w  t h e  n e w  g r o u p  s t r u c t u r e  e f f e c t s  y o u  a n d  y o u r  c o m m u n i t y
“A major step

forward for

housing in Surrey.”

The newsletter for Leaseholders of Surrey Heath Housing Association January 2002

A year of change

LeaseholdersLinkLeaseholdersLink

2001 was a particularly busy year for the

Leaseholder’s Group with the appointment of

two new committee members, several

retirements and the reappointment of existing

members into new roles.

First of all the committee would like to thank

Silvia Wimms, who announced her retirement

from the Group, for her support and hard

work over the last three years. 

Amelia Dumbleton relinquished her role as

Treasurer to take up the position as Secretary

and Hilary Muscott was appointed as the

new Treasurer. Hanna Greenaway and Susan

Appleford are both new members of the

committee. You can read more about the

committee who voluntarily represent you,

later on in the newsletter.

The committee is still looking to fill the

position of Chairman and would welcome

enquiries from Leaseholders with experience

of leadership in any walk of life – and that

includes parenthood!

The Leaseholder’s Group continues to enjoy

an excellent working relationship with Surrey

Heath Housing Association. The members

would like to thank SHHA for supporting the

Group’s activities and for helping with the

production of the Leaseholder’s Link Letter.

The Group is excited by the organisational

changes at Surrey Heath Housing Association

and is keen to assist with the initiatives and

improvements that are possible now that the

Association is part of the Peerless Housing

Group.

Everybody needs

good neighbours

Surrey Voluntary Service Council has

set up eight ‘Good Neighbour’

schemes designed to enhance our

local services. Community-spirited

local volunteers with a few hours to

spare kindly agree to donate their

time in return for a small

contribution to their travel expenses,

to give neighbours support by

helping with:

• Shopping

• Visits to the Surgery or Hospital

• Light Household Tasks

• Filling in Forms

• Collecting Prescriptions

• Light Occasional Gardening

• Friendly Visits

• Information & Transport

If you are interested in any of these

services please call your local

representative for assistance

between 10am and 12 Noon.

Bagshot Care: 09735 60216

Camberley Care Trust: 01276 61616

Chobham Neighbourhood Care:

01276 856857

Lightwater Care: 01831 899456

WEB Care (West End & Bisley): 07713

915393

Windlesham Caring: 01276 452900

Helping Hands (Frimley Green,

Mytchett & Deepcut): 07752 420470

St Martin, St Peter & St John (Old

Dean): 01276 27720

We would also be delighted to hear

from those prepared to volunteer a

few hours a month to support their

neighbours in this way.

A new handbook
Every Leaseholder will receive a new edition of the

Leaseholder’s Handbook later this year. The

alterations will outline Surrey Heath Housing

Association’s position with the Peerless Housing

Group as well as covering other relevant issues.

Need a handyman?
Many readers have asked for information and help

when carrying out small repairs and adaptations to

your homes. The Surrey Heath Handyman Service

was established especially for this purpose and is

available to you all for small domestic works to

your properties.

The service is run by Camberley Care Trust and

may be contacted on 01276 61326.

Date for your diary

Leaseholder’s Group 

General Meeting

Monday 4th February 2002,

8.00pm
The Baptist Hall, Frimley Road

This is a great opportunity to put

your views forward. David Walsh,

Director of Housing at SHHA is the

guest speaker and he will

welcome questions from the

audience. All leaseholders or their

representatives are welcome.

Community spirit
Hanna Greenaway has been a local in

Camberley since 1959 and for 33 years she

lived with her husband and family on the

Old Dean Estate. Her daughter grew up on

the estate and now lives in Derbyshire

with Hanna’s three grandchildren.

When Hanna’s husband passed away she

moved to a flat in Chapel Road as a

Leaseholder. She says she spends much of

her spare time working on voluntary

community projects run by St Michael’s

Church and other organisations.

Hanna is keen to now lend a hand in

representing the opinions of the

leaseholders in the area.

“I am looking forward to working with

both the committee of the Leaseholder’s

Group and Surrey Heath Housing

Association,” she told us.

There were celebrations in Surrey Heath

on July 5th when we formally opened two

brand new housing schemes.

At The Avenue, Lightwater we have built

10 new flats, and Darwin’s Court, just off

the Frimley Road, has been built to

provide 12 one bedroom apartments as

temporary accommodation, to house

people waiting for a permanent home to

become available. 

Both developments have been

constructed under a special

partnering agreement with Kier

Partnership Limited with Pellings acting as

employers agents and Richard Heath

Architects designed Darwin’s Court while

Keith Bryant & Partners designed the flats

at The Avenue. 

The Mayor of Surrey Heath kindly

performed the opening, and Elaine Cox

allowed us to have a look inside her 2

bedroom flat at The Avenue. The Mayor,

who was previously a board member of

SHHA said of the two developments “I

am delighted to see the finished homes as

I was involved throughout the design and

planning stages when I was a board

member at SHHA. We had a particularly

difficult time dealing with local resident

opposition on the Darwin’s Court scheme

as people were worried about losing the

site as a car parking facility. SHHA has

managed to provide the flats and a 40

space car park in partnership with Surrey

Heath Borough Council so now everyone

is happy.”

GOLDEN JUBILEE

The Golden Jubilee was celebrated by the youngest and the oldest

SHHA residents. The residents Association SAS, (Surrey Avenue,

Avenue Sucy and Southway) entered the Camberley Carnival and came

second in the voluntary group category.

Residents at Cranmore Court held a right Royal knees up, in their new

lounge with members of the local Help the Aged group. Heathermead

Court residents put on a ‘Posh Garden Party’ to which residents from

other sheltered courts were also invited.

Designed and produced by Raincoat 01225 350090

We were really pleased that the recent tenant

survey revealed the number of tenants who

were pleased with the overall quality of

communication has risen from 62% in 1999 to

71%. The survey also told us that most tenants

prefer to receive information about the

association through letters and Housing

Headlines and 84% of you think Housing

Headlines is either fairly or very interesting.

We know we can not please all of the people

all of the time, but for those of you who don’t

find the newsletter of interest, we would

really like to know what you think should be

included. What sort of subjects do you think

we should be addressing in Housing

Headlines? Do you need your copy translated

in to another language, audiotape or Braille, or

do you fancy having a go at writing an article,

maybe as part of a school or college project? 

You can let us know what you think by:

Telephoning 01276 852900 and asking for the

Marketing Department 

Emailing enquiries@peerless-group.co.uk  

Writing to us at Station House, 1 Pembroke

Broadway, Camberley, Surrey  GU15 3XD.

Thumbs up
for Housing Headlines

Station House, 1 Pembroke Broadway,

Camberley, Surrey  GU15 3XD

Telephone 01276 852900

Fax 01276 852901

Industrial & Provident Societies Act 1965 

Registration Number 27556R  

The Housing Corporation Registration Number LH4002

Surrey Heath Housing Association is part of Peerless Housing Group

Surrey Heath Housing Association Ltd

CELEBRATIONS AT SHHA

for Surrey Heath 
More new homes

The Mayor officiates at the opening of Darwin’s Court
Elaine Cox accepts a bouquet of

flowers as a welcome to LightwaterElaine Cox accepts a bouquet of

flowers as a welcome to Lightwater

The newsletter for tenants of Surrey Heath Housing Association
Summer 2002

HousingHeadlines

GOLDEN JUBILEE

Your free magnetTenants have asked us to remind them
about the maintenance phonenumber – and so with this newsletter

we enclose a free telephone-shaped
fridge magnet which displays 0800
373 826 for you.
We hope that by having this in your
kitchens or elsewhere in your home, it
will make life easier for you should

you have a maintenance problem. If
you’d like more just let us know!And don’t forget, you can also report

problems via email onenquiries@peerless-group.co.uk.
Alternatively telephone ourmaintenance inspectors who will be

happy to assist you. Call Jeff on 01276
852 939 or Michael on 01276 852 952.

CELEBRATIONS AT SHHA

See back page

Your satisfaction withneighbourhoods has risen, and moreof you have said you are very happyin your homes than ever before.Positive feedback was particularlyfocused on the way we communicatewith you, although there is room forimprovement in the way we approach
tenant participation. You have alsosuggested that more consultationmeetings should be set up – so to help

improve these issues we are nowrecruiting a Tenant ParticipationOfficer.

Although you think yourneighbourhoods are generallyimproving – litter, car parking and alack of a police presence – are still aproblem. To help address these issueswe will are launching a ‘keep ourestate clean’ campaign (see page 3 for
more details). We are also recruitinganother Estate Caretaker, and willcontinue to work closely with SurreyPolice.

51% of you have had improvementworks carried out in your homes since
2000, and when it comes to the

repairs service you have said that weare doing a really good job. You have
said the best part of the service is thestaff helpfulness (99% of you) and the

trades people clearing up properlyafter the work has been done (90% of
you).

We were surprised to find out that asubstantial number of you would bekeen to pay for additional servicessuch as large item rubbish disposal,gardening, and help with DIY. Youare also becoming increasinglyinterested in accessing our services via
the internet. We will be researchingthese areas in more detail with a viewto providing these services for you assoon as possible.

The survey also highlighted that there
was a general decrease in awarenessabout the Tenant’s Federation as anorganisation, so we will be workingto help raise it’s profile and will befeaturing the Federation in the nextedition of Housing Headlines. In themeantime if you would like to findout more about the Federation thencontact Tom Wells in 01276 503 812.

Survey results are inWe have just completed a Tenant Surveyto assess the service we give you. Aquestionnaire was mailed to everyone and50% of you (1,369) completed andreturned them. We’d like to say a bigthank you to everyone who took part inthe survey, and let you know the results.

Every publication must

contain the name, address,

a contact number and the

subsidiary statement 


