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Contact Numbers for Dales Housing

Our Customer Services Team can help you with all enquiries.  Call them on 

01629 593200

TO REPORT A REPAIR OR COMMUNAL GROUND MAINTENANCE ONLY

0800 294 1335

Monday – Friday 9am – 5pm

Out of Hours Emergencies Only

0800 294 1335
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Status Survey - Prize Draw Winner[image: image4.png]



Congratulations to Mrs MacConachie of Fenny Bentley - winner of the £50 Shopping Voucher.
In October 2010 Acclaim Housing Group, the ‘parent company’ to Dales Housing and Seven Locks Housing sent out Surveys to Leaseholders and Home Owners.  The survey was part of the Groups commitment to learning and listening to the views of customers.  We carried out the postal survey to find out how satisfied you are with the services you receive from Dales Housing.  We will use this important information to help improve services in the future.  
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    Mrs MacConachie with her voucher
What you told us in the Survey:

We asked how satisfied you were with the services we provide
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Majority of respondents did not want to pay higher charges for extra services: 89% said no and only 11% said yes
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Generally, how satisfied or dissatisfied are you with the way your
housing association deals with repairs and maintenance?
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50% were somewhat satisfied with the way we deal with repairs and maintenance.  However 50% felt some dissatisfaction and we are working with tenants to identify the reasons for this and ways that we can improve.
We asked about Communication and Information
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How satisfied or dissatisfied are you that your views are being taken into
account by your housing association?
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Thank you to everyone that took the time to fill in the Status Survey.  The feedback that you gave us told us where we need to improve services and what we are doing well.
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Estate Walkabouts  [image: image7.wmf]                                                                                                        
Residents are invited to join us on our Estate Walkabouts at the following locations and dates:-
· Thursday 28th July – 10am Lime Grove & Oker Avenue, Darley Dale.  Meeting at the top of Lime Grove, near the A6 under pass. 

· Tuesday 9th August – 10am Rathbone Croft, Parwich, meeting at Rathbone Croft.  10:30 Parwich, Meeting on Smithy Close.

· Thursday 11th August – 10am Burton Edge & Yeld Close, Bakewell, meeting on Burton Edge at 10am.  11:30 Trinity Close, Ashford in the Water.  12:00 Highfields, Ashford in the Water.

· Friday 12th August – 10am Lynholmes Road, Lynholmes Rise & Fairholmes, Matlock.  Meeting at the bottom of Lynholmes Rise.  

We will walk around the estates looking at the communal areas and individual gardens to make sure that they are well maintained, free from rubbish and other undesirable matter.  We would like you to be part of helping us to identify any key problems or difficulties where you live, so if you live on the estate please come along and tell us what you think.   

Local Offers - our promises to all our customers
In October 2010 Dales Housing held a series of ‘Going Local’ events, which over 200 residents attended.  We asked what your priorities for delivering services were and what you thought about how we currently deliver services.  We got lots of feedback and using the information you told us our ‘Local Promises for 2011 - 2013’ were established.  

The feedback you gave us was based around four specific standards which our regulator, the Tenant Services Authority (TSA) has set for all social housing landlords.  These are the set of promises and standards, which you can expect when you receive services from us.  If you would like a copy of the Promises you can view them on our website or request a copy from our Customer Services Team.
1 Tenant Involvement and Empowerment Standard, which covers:
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· Customer services, choice and complaints

· Tenant involvement and empowerment

· Understanding and responding to the diverse needs of tenants


2 Home Standard, which covers:
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· Quality of accomodation 

· Repairs and maintenance


3 Neighbourhood and Community Standard, which covers:
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· Neighbourhood management

· Working with partners

· Anti Social Behaviour (ASB)


4 Tenancy Standard, which covers:
· Allocations

· Rents

· Tenure
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Tell us what we could do to enhance your neighbourhood

Dales Housing has an annual budget of £35,000 to spend on ‘Neighbourhood Enhancements’ which are small scale projects/works around Dales Housing properties that will improve the area for the benefit of everyone. 

We want residents to suggest possible works that would improve their neighbourhood.  

Please tell us what we could do to improve your area by completing a submission form, these are available from either:

Louisa Davies on 01629 593273 or Dave Williams on 01629 593233 or online at www.daleshousing.co.uk .
If you have any questions give Louisa or Dave a call
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Before Line Painting at Lime Grove                        After the works at Lime Grove
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Before the work at St Giles Walk                     After the drying area/patio was 










completed

The work at St Giles Walk was suggested by residents and following the work to the drying area residents contacted us to say how pleased they were with the result and what a difference it had made.  

We promise we will provide services that meet and respond to all our customers’ needs and are accessible to all.


We promise that we will have in place an effective complaints procedure that acknowledges when we have got it wrong and clearly states what we will do to put it right.


We promise to provide clear ‘pathways’ for customer involvement and where possible we will further develop ways for you to continue having your voices heard.





We promise to provide you with a high quality repairs service that meets your needs and provides good value for money








We promise to put in place an improved ground maintenance service that provides good value for money.


We promise to provide clean and tidy environments where you are proud to live.


We promise to have robust procedures in place for tackling anti social behaviour so that tenants can live safely and happily in their new homes and neighbourhoods





We promise to provide good quality homes and ensure they are let in a good standard of repair and cleanliness and those new tenants are provided with good quality information


We promise to work hard to prevent tenants from falling into debt and to support tenants who are finding it difficult to pay their rent.








