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Our Vision:

“To be the housing provider of choice, delivering excellence in all we do.”




Sheffield Stock Transfer Project Update

As many of you are aware, Acis Group has been working hard on the
project to secure the transfer of 1200 properties on the Lower Manor and
Woodthorpe Estates in Sheffield.

The Transfer Team, led by Steve
Wardrope, Housing Director at
Acis Group, has been working
hard promoting the Company.
The Team has been talking to
as many of our potential new
tenant customers as possible
and showing local residents
around the new Acis Show
Home.
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Acis Show Home

The Show Home is designed to give
local people a better idea of the
improvements that will be made to
their homes following a positive
ballot. There is no doubt that the
team’s efforts to date have had a
real impact on the transfer bid and
that customer feedback from the
residents of Sheffield has so far
been very positive indeed.

A successful stock transfer bid is
important to the Company for
many reasons. Most of all, the
transfer will mean that the
Company will be larger, with more
resources being made available, to
the benefit of all Acis Group
customers and stakeholders.

= A YES vote to stock transfer will
mean that new people, with
different experiences and skills,
will come into the Company
which will enable us to deliver
improved homes and services for
all our customers.

= A YES vote to stock transfer
will enable the Company
to benefit from its bigger size
(economies of scale), meaning
that we will be able to operate
more cost-effectively, passing on
the benefits of efficiency gains
back to you, our customers.

= A YES vote to stock transfer
will over time help to encourage
new projects, funding and
investment in Acis Group, which
will, once again, contribute to the
development of improved homes
and services for all Acis
customers.

The Company now looks forward
to learning the result of the tenant
ballot, which started on 16th
November 2006. Acis is confident
in the knowledge that we have
submitted a strong customer
proposal. We will finally find out
how the Sheffield residents have
voted just before Christmas...
Watch this space!
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Improving Services Survey

Many thanks to all of you who took part in the Improving Services Survey in June and July.
We had an excellent response to this major resident involvement exercise, designed to help
Improve our services to you, with more than 55% of the 754 customers contacted, taking part.

A 20% random sample of tenant
customers was contacted in the
Survey. All Acis Group’s 54 BME
(Black, Minority, Ethnic) customers
were also included in the Survey to
compare responses with the 20%
group.

The Survey asked customers
questions about their household’s
needs, as well as about contacting
Acis Group and getting involved in
helping Acis to make
improvements. The Survey has
helped us to identify more closely
with difficulties some customers
experience in getting service from
Acis, as well as to understand
customer contact preferences,
whether customers are living in
Gainsborough - where the
Company office is located - or not.
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Some of the key findings were:
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31% of Acis tenant households
have at least one household
member who has problems
physically managing in their home,
perhaps in using the bath, the
toilet, in preparing food, or using
the stairs

21% of households find it difficult
to keep their homes in good
order (e.g. decorating, looking
after the garden etc.), due to
members of their household
being elderly, disabled, or
suffering ill health. 70% of
retired/non working/disability
households struggle the most,
with 70% having some level of
difficulty

Customers mainly want to
contact Acis by phone and,
similarly, be contacted by Acis on
the telephone. 88% of tenants
named the phone as their
preferred form (first or second
choice) of being contacted by, or
contacting Acis. 77% of
respondents said that they felt
Acis should be in touch with
them at least once a year by
telephone, to check how satisfied
they were with their home, Acis
services and their neighbourhood.

Best Time to Contact Acis

5-8pm  After 8pm  Sat 9-12pm

Total

Working & Non Working =#=Retired & Non Working Disabled

= A significant number of Acis
customers would prefer to
contact/talk to Acis between
5-8pm (20% of all Survey
respondents). 48% of working/
non-working customers wanted
contact with the Company at
times outside of those currently
offered, with 36% of this group
selecting 5-8pm as their
preferred contact time.

= Half of Acis Group’s customers
feel that it would be helpful if Acis
could carry out routine repairs to
their homes during evenings and
on weekends. This figure rises to
more than 70% when reviewing
the preferences of the working
customers. The majority of these
customers selected 5-8pm as
their preferred timeslot.

The Company has already made
changes in its approach based on
the resident feedback received in
the Survey, such as the recent
introduction of telephone
‘interviews’ to measure satisfaction
with repairs.

As a result of the Survey,
amongst other things, Acis is
now considering changes to:

= Services and support for elderly
and disabled customers

= Customer contact and
communication

= Opening Hours

= Carrying out customer repairs in
the evenings

Please look out for more
information in future editions of
Home News.



- How satisfied are you with our service?

Acis Group is committed to providing

a high standard of service to our
customers. One way that we can check
on levels of satisfaction is by continually
reviewing the comments that you make
on the Reply Improvement Cards that
are sent out when improvement works
are arranged.

Currently, about 20% of these cards
are being returned, and we would
really like to see this percentage
increase. It is important, both to us and
to the rest of our customers, that you
complete and return the reply slip as
soon as work is completed, so that we
can learn from your feedback and
improve our approach accordingly.

If you have any questions about the
Reply Improvement Card, please
call us on 0800 027 2057.

Satisfied with

your Repair?
You too could win £50!

When you have a repair done
please make sure you complete
the pre-paid survey card and
post it back to us. You will then

be entered into the next
quarterly ‘Prize Draw’, giving
you the chance to win £50!

The most recent winner for
returned Customer

Satisfaction Questionnaires )

was Mr D. Burge from
Gainsborough. i

Repairs - Tenant Monitors

Tenant monitors are now carrying out
post repairs inspections. This practice
IS seen as very good practice in the
sector and is proving very successful
in obtaining customers views on the
service they receive. The inspections
are carried out on a monthly basis
with feedback being submitted by the
electronic ordering system.

If you are interested in finding out
more, please contact Acis Customer
Services on 0800 027 2057.

Day-to-day repairs
(July 06 - October 06)
97.8% satisfied
3,541 repairs completed

Loft insulation
No recent works

Bathrooms
95% satisfied

Central
heating

Aged/disabled
94% satisfied

adaptations

949% satisfied
Electric Fires

90.8% satisfied
&)

o

Reglazing and

Kitchens

949% satisfied Door replacements

94% satisfied

Gas servicing
97% satisfied

Annual Property Statement

In order to better inform our items in your homes (kitchens,
customers about home bathrooms, doors etc.)
improvement programmes, Acis will
be producing an Annual Property
Statement, which will be sent to
you each year, setting out the
estimated life expectancy of key

The Annual Property Statement will
be sent out with Rent Statements
each year and will give you a good
indication of when you can expect
improvements to be carried out.

An Example is:

A N Other

Blogg Street

Anytown AB1 23CD
Annual Property Survey

Based on our records, the following areas will be improved upon

Kitchen - 2010
Bathroom - 2012
Front Door L 2015
Rear Door - 2013
Central Heating : - 2025

Tenants will be kept fully informed prior to any works commencing
RIGHT TO BUY/ RIGHT TO REQUIRE Where tenants have applied
to buy their home under the Right To Buy/ Right to Acquire, no
improvement will take place. Responsive repair work under Right to
Repair will continue until the property is sold.




Tackling Damp and Condensation

At this time of year most
households will experience some
dampness in the home. Dampness
in this cooler climate will inevitably
lead to condensation build-up,
which in turn can lead to occasional
mould growth developing in
susceptible areas like walls, window
seals and furniture.

Condensation can be created in
many ways including cooking, the
use of portable heaters, drying of
washing, all of which are every day
unavoidable home activities.
However, in some cases, the initial
cause of the dampness can be a
more serious problem, such as a
leaking pipe or roof, or rising damp.

In all cases, improved ventilation
will help reduce condensation build-
up in the home.

Asbestos In the Home

Facts - Asbestos - where it may be
found and what to do if you find it

Building materials containing some
types of asbestos were widely used
from the 1930s to the early 1980s.
Therefore, some houses and flats
built or modernised at this time may
contain some asbestos materials.

Most of the types of asbestos used
around domestic houses are
asbestos-cement based products
such as: corrugated sheeting for
garage roofs/sheds, flue pipes, soffit
boards, bath panels, textured paints /
plasters and some coldwater tanks.

Do you even remember the old
ironing boards with the white pad to
place the hot iron upon?

Yes, even some of these older
boards had asbestos cement
material. But please note asbestos-
cement products do not readily
release fibres because of the way
they are made, unless they are
subject to extreme abrasion.

Other ways to reduce moisture in
the home:

1) When cooking only use enough
water to cover your food
produce. When cooking in pans
always use saucepan lids.

2) Avoid drying clothes on radiators.

3) Dry condensation each morning,
wring out the cloths and hang
outside to dry.

4) Use condensation channels/
sponge strips where appropriate.
Local DIY shops can supply these.

5) If after removing mould, it re-
appears, please contact Acis
Group for professional advice
and assistance.

When, in spite of your best efforts,
condensation still persists, Acis
Group can offer customers

Advice from the DETR and Health
and Safety Executive on asbestos in
homes state that asbestos materials
in good condition that cannot readily
be damaged are often best left
where they are. Checks should be
made from time to time and removal
should only, finally, need to take
place where it is badly damaged or
deteriorating.

At Acis we are managing asbestos
products in line with the Health and
Safety regulations by surveying our
properties and using an approved
asbestos surveyor to analyse any
materials that we suspect contain
ashestos. And Yes, we have found
that a few of the products used in
our properties do contain small
guantities of asbestos. Also, in more
than nine out of ten cases, these
products are quite safe to leave
intact, as long as they are not
disturbed and managed properly.
Where we have had to remove
ashestos we have used a licensed
contractor. We have trained and
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‘Envirovent’ units. These appliances
are very effective at reducing
moisture in the air, however, they
are designed to be run for 24-hours
a day and so customers will need to
bear in mind the electricity required
will mean that they will have to pay
a little more on their electricity bill.

informed all our repairs workforce
and contractors what to look out
for, should they have to visit your
home. We also keep a detailed
survey of your home on file in our
computer system that is updated
as and when we re-survey the
property or visit you.

If you are planning home
improvements, please
remember to contact us for
permission and where
necessary we will be able to
give you details of any materials
identified when your home
was surveyed.

Remember, you must not put
asbestos waste in the dustbin
— seek advice from your

local council.

For further information
contact Alan Atkinson
01427 675770, or call
Customer Services free
on 0800 027 2057.



A number of resident groups have met in
recent months to try to improve the

approach to Resident Involvement at Acis
Group. Some members of the Customer

Resident Associations must include
non-Acis residents, as well as having
strong links with local agencies (police,
Council etc.)

Acis Housing Advice:

Drop-in ‘Surgeries’

Acis is well underway now with
running ‘Drop-in Surgeries', in a
number of venues, on a rolling

Feedback Panel met three times in programme.

, = There will be a need for locally
September and October to look at this.

relevant agreements to cover both

The tenant customers taking part Resident Involvement and general issues
recognised that Resident Involvement = Need to understand/remove barriers
needed to develop, meaning that there to residents becoming involved

were likely to be more local Resident
Associations/Groups in the near future,
as well as more/different kinds of
Involvement activities going on.

These ‘Drop-in’ sessions have
been introduced in a number of
areas, to give tenants easier
access to Acis employees,
without them having to call at
Acis House, or use the telephone.
These events offer us a more
local presence to deal with your
housing and other issues and
enable Acis to give out general
housing advice and answer
specific questions from both
tenants and applicants.

Customer suggestions from these sessions
helped develop a revised Resident
Involvement Framework. The detail behind
the Framework will continue to be worked
upon by the CFP

The new Framework includes Local
Resident Groups and Management Boards,
alongside working groups and specific
forums. All of these groups will feed into a
new Resident Advisory Panel, which will
have a direct interaction with the main
Board of Acis.

Some of the conclusions were:

= Customers must set the Company
Agenda

= CFP needs more ‘local’ structure to
represent the needs of customers in

different areas The Surgeries are taking place at:

Saxilby Village Hall, High St,
Saxilby, Lincoln, LN1 2HA
(1st Monday of every month,
1.30pm — 3.30pm)

= ‘Themed’ Groups (Communications,
Repairs etc.) can sit alongside
geographical resident groups beneath
an ‘over-arching’ Customer Steering

The Resident Involvement Framework is
seen as a vehicle to promote and embed

Group Resident Involvement throughout Acis, as :
well as opening up more opportunities for Lhe Ch”g Ers Cén_trek,) h
all residents to get involved. ( 1??%_825 daglrﬁfe;\,/eryamgnt%mug
9.30am — 11.30am)
Uphills Community Centre
. (Park Springs), Riseholme
Acis BOARD Road, Gainsborough
3 Tenant Board Members, 6 Independents glgt)WEanSggy O‘; every month,
.00pm — 4.00pm
RESIDENT ADVISORY PANEL [T Millennium Hall, 16 High
_ _ _ WORKING Street, Cherry Willingham
- Co—‘ordlnates and reviews (_:ompany—Wlde GROUPS / (3I‘d Wednesday of every month,
Resident Involvement activity
> o _ SPECIEIC 9.30am — 11.30am)
= Receives input and feedback from Working FORUMS
' Groups, Forums, Local Management Boards Fletcher Court, Gordonfields,
JOCAL and Local Tenant & Resident Groups - Service Market Rasen, Lincs LN8 3BP
TENANT & | |- Makes recommendations to/advises the Improvement Group (4th Tuesday of every month,
Board on possible improvements = Resident Survey 9.30am — 11.30am)
RESIDENT to homes, services and neighbourhoods Group
GROUPS « Gainsborough Drakes Court, Southdale,
Partnering Caistor, Lincs LN7 6LT
= Specific Resident ||| LOCAL MANAGEMENT BOARDS || procurement Group | | 44y Thyrsday of every month
Groups (Geographically based) = Sheffield Partnering 9.30am 11y30am ychange d, from
e Tenant & - — Procurement Group : - : -
Resident - Galns_borough & area Management Board  Repairs Forum Wednesday due to customer feedback)
Associations = Sheffield & area Management Board = Elderly Persons :
< The Rural District Magnagement Board Forum Bardney Village Hall,
A A « Resident Service Silver Street, Bardney
Forum 4th Friday of every month, 9.30am
IND'VIDUAL RESIDENT e Communications S 11 30an>]/) ry
CONSULTATION Forum '
There is no cost involved and

= Face to Face Surveys

w = Questionnaires Postal/Telephone
< |mprovements

« Repairs

= Complaints

no appointment needed. For
more information call us free
on 0800 027 2057.

A




Acis Is Listening to Customers

Geoff Garner, an Acis tenant
customer from Gainsborough,
joined the Customer Feedback Panel
following the Gainsborough
Customer Conference in March
earlier this year. Geoff has written
the following article to give all Acis
customers an update of some of the
changes that have been introduced
as a result of customer suggestions
at these two events, from his point
of view.

Earlier this year Acis held two
customer conferences, one in
Gainsborough on 16th of March and
one in Caistor on 22nd of March.
Both conferences were themed on
shaping the future of tenant
participation at Acis. Plenty of ideas
were offered by tenants from
Gainsborough and the surrounding
local area, as well as from our new
partners in Sheffield. Some of the
ideas were listed in the summer
2006 edition of Home News.

My name is Geoff and | am an Acis
tenant and member of the CFP
What follows are the suggestions
made by tenants who attended the
Conferences and the progress, |
believe, Acis has made in these
areas.

= Suggestion: Newsletters
should be written by tenants and
focus upon their stories, less
about Acis Group (a specific
request was around how rent
and service charges were levied
and how money is spent).

Action: Members of the CFP
(Customer Feedback Panel) are
“Buddying Up” with senior
management staff to refine and
define future customer input and
articles into Home News. A rents
article featured in the Summer
edition of Home News and tenants
have been encouraged to take part
in the Newsletter through articles
and surveys.

= Suggestion: Have an
“Introduction” to how Acis
Group works

Action: Induction days, offering a
tour of the Acis Offices and
information about the Company,
have been offered in the past and
another is scheduled for 16th of
February 2007. If you have
attended an Induction, we would
like to hear what you thought of
your tour of Acis. If, like me, you
have completely forgotten about
events and diary dates in Home
News, | am pleased to report that
this issue has been identified and
raised by the CFR The CFP and
Acis have been formulating ideas of
how better to remind customers of
forthcoming events closer to the
time when they are due to happen.

- If you would like to take part in
the Induction event in February,
please call Acis to let them know
you are interested by the end of
January.

= Suggestion: Postal Surveys
linked to specific topics or
geographical areas (and not
too many).

Action: A postal survey was
recently sent out to customers
asking how and when customers
would like to be contacted by Acis.
The results of this survey are
discussed in this edition of Home
News (see page 2).

= Suggestion: Use Telephone
and Internet more.

Result: The Acis Group website is
being re-designed to allow customers
to pay their rent, request repairs
and make complaints on line. Acis
has recognised the importance of
communicating verbally over the
telephone with clients and has raised
the number of telephone calls to
customers since the Conferences. —
The postal survey was followed up
with telephone interviews.
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Some other changes have
come about as a result of the
Conferences such as:

Surgeries

- Regular surgeries are being held at
various locations around the area
to allow customers to ‘drop in’” and
ask questions or offer information
to Acis.

Local Resident Groups

- A lot of effort is being put into
setting up local resident groups for
each estate in the town and in
outlying villages. Resident
participation is critical for the groups
to be successful, so if you're
interested in having greater control
over how your estate or village is
managed then please don't hesitate
to contact your Area Housing
Manager for details.

Estate Audits

- Estate Audits are also being
carried out by resident Mystery
Shoppers. This a new initiative to
give tenants greater control over
their estate or village.

As mentioned above, tenant
participation is critical for this
initiative to be successful.

If you would like to be part of

a group helping your Area
Housing Manager in making
decisions about how your

estate or village should look,
then please don't hesitate

to make contact with Acis.

Geoff Garner pictured feeding back resident
suggestions at the Gainshborough Conference



New Developments

It has been a very busy time for the
development team over the last
couple of months. The market rented
scheme for the Ministry Of Defence at
Manor Farm, Bardney is nearly
completed, with the houses occupied
by RAF personnel. We have also taken
up the first 4 of the 9 Low Cost
Shared Ownership properties at
Bardney.

In August we took handover of the
first six apartments from Persimmon
Homes on the second phase of the

Left to right, John A Jenkinson - Acis, Chris Duke
- MoD, Neil Kempster - Chestnut Homes

SUSTAINABLE COMMUNITIES

— Recommend A Worthy Cause

Acis Group has always supported other
local organisations, working to improve
the communities where our customers
live. As part of this, Acis Group has funded
several organisations this year, through its
Sustainable Communities Fund.

West Lindsey Citizens Advice Bureau
For the past few years Acis has been
actively involved in setting up a
partnership with West Lindsey Citizens
Advice Bureau and other organisations to
allow referrals to be made to them
through a recognised system.

The partnership and linked referral system
has been well received and well used by
everyone involved. Many of the clients
who have been referred through this
project would never have accessed the
CAB service without it.

This year a further £2,711 has been
awarded to the CAB to help pay for Debt
Counselling for clients facing financial
difficulties.

Laughton Common Dinnington
project, and we were very pleased to
take our first scheme in Nottingham,
23 apartments for Shared Ownership
in Station Road, Carlton.

The scheme, worth almost £3 Million,
was built by Miller Homes and
brought to us by Nottingham
Community Housing Association
through our involvement in a
development consortium partnership.

Acis bought the whole development

Carlton

Lincolnshire Credit Union Ltd

Some 8 years ago the Gainsborough
Credit Union was launched and has helped
hundreds of people on low incomes since.
It now forms part of the Lincolnshire
Credit Union, is regulated by the Financial
Services Authority and currently has 150
members. Between them they have either
borrowed £150,000 — or used the
committee-run group to save cash without
the need to go a bank or building society.

Acis supports the Credit Union aim of
preventing financial exclusion and have this
year contributed £3200 to raise awareness
of the Credit Union in rural areas.

Gainsborough Adventure Playground
GAPA was established in 1973 to provide
free open access and outreach play
opportunities for children, young people
and families, 52 weeks a year. GAPA say
that they are seen by the local community
as having a direct impact on reducing the
involvement of children and young people
in anti-social behaviour and that they play

Station Road, Carlton

‘on block’ and the whole scheme was
agreed and completed in just over 4
weeks, from initial enquiry to hand
over of the keys.

Carlton

an important part in promoting social
cohesion.

The playground is based in the East Ward
of Gainsborough and for the past two
years expenditure has exceeded income.
Many of the families in the East Ward rely
on the continued support they receive
from GAPA and so Acis Group has helped
fund the project this year to the value of
£5,000.

If you know of any organisations,
working to improve the communities
where Acis customers live, that you
would like Acis to support and fund,
please let us know. Please give us the
names of your chosen organisations
either in writing or by telephoning
Customer Services on 0800 027 2057.

In order for us to be able to consider your
chosen worthy causes for funding in the
coming Financial Year, you will need to
give us your suggestions by 15th January
2007.



New Chief Executive Appointed

Valerie Waby has been appointed as
Acis Group’s new Chief Executive
following a very comprehensive and
competitive interview process.
Valerie formally took the helm on
the 20 September 2006.

The announcement of Valerie’s
appointment was made at the
Company’s eighth Annual General
Meeting (AGM) on the 19
September. The AGM marked a
significant event for Acis Group in
that Jim Harrison retired from the
position of Chief Executive, which
he had held since stock transfer

in 1999.

The Chair of the Acis Board, John
Jenkinson, thanked Jim for his
commitment and hard work at Acis
over the last eight years and wished
him all the best in his retirement.

Jim Harrison added: "I feel very
fortunate to be handing over my
position as Chief Executive to Valerie,
as | know that she will be an

Lincolnshire Credit

Union Ltd

Hi my name is Sheryl
Austin-Heath and |
would like to tell
you about the
Lincolnshire Credit
Union. A Credit
Union is a local
community co-
operative, not for profit, business
offering easy ways to save and access
low cost loans to their members.

Sheryl Austin-Heath
Credit Union
Development Worker

Members must live or work in the
County of Lincolnshire. You may ask
‘why do | need a Credit Union”? The
answer is that by saving with the
Credit Union you help your family,
friends, neighbours and all who live or
work in Lincolnshire access very low
cost loans and help boost the local
economy too.

Together we can make a difference,
on how you take control of your
finances, which will also make a
difference to other areas of your life.
For Enquiries Please Ring our Admin
Office on 01522-528886 or visit
www.lincscreditunion.org.uk

excellent leader for Acis Group.
Valerie has always demonstrated her
commitment to Acis Group and has
the right qualities to grow the
Company and take the organisation
forward in an exciting and challenging
environment.”

A few words from Valerie Waby, Acis
Group’s New Chief Executive.....

“My first few weeks as the new Chief
Executive have been not only
extremely busy but also fascinating
and very rewarding. | have been lucky
enough to meet many of our tenant
customers in a variety of settings as
well as a huge range of people in the
housing and political worlds within
which we work.

Thank you to everyone who has been
so welcoming and so open and honest
with me about the services we are
delivering.

In this year’s Calendar you will see
there are a wide number of ways that
you can get involved in influencing
how Acis runs its services. Perhaps
you would like to set up your own
Tenant and Resident Association, be
in our Telephone Survey Panel or even
become a Tenant Board Member?

Whichever way you

choose to get involved,
| promise you that you 7
will be listened to.

/y
Waby

Only by listening to your views can we
drive forward our service to ensure it
is of the highest possible standard.”

Valerie Waby is a Chartered
Accountant by profession with a
background in Training and
Education. She joined Acis in 2000,
was appointed Finance Director in
2004 and Chief Executive in
September 2006.

Jim Harrison will still be involved
with Acis until Christmas, working
on the proposed stock transfer of
the Lower Manor and Woodthorpe
estates in Sheffield to Acis Group.

Jim Harrison (left) pictured at the
AGM with John Jenkinson.

Do You Want To Make A Difference?....

If You Do, Get On Board!

We would like to hear from Acis
Group tenants interested in joining the
Acis Board as a Tenant Board Member.

The Board is responsible for steering
the Organisation in the right direction,
S0 it’s a big responsibility, but it’s also a
big opportunity to represent resident
views at the highest level within Acis.

Training and support are given, so what
you really need is bags of enthusiasm
and a real commitment to improve
Acis homes and services, on behalf of
all our customers.

While the time commitment is not too
heavy, you must be able to give the
equivalent of 15 days each year. An
allowance of £2,122 per annum is
payable.

If you are interested and feel you could
make a difference to the communities
in which Acis has homes, please
contact Liz Reading for an information
and application pack.

You can reach Liz by ringing our
freephone number, 0800 027 2057,
and asking to be put through, or
by dialing Liz direct on 01427 675751.
You can also write to Acis House
by letter or by e-mail to
liz.reading@acisgroup.co.uk.

For an informal discussion about the
role, please contact Valerie Waby,
Chief Executive, on the same
telephone numbers.

Closing date for applications:
31st January 2007.




Questions

With winter well underway, we
have dedicated the Questions and
Answers section of this edition of
Home News to cold weather
advice, particularly aimed at the
elderly.

Q: “I am a pensioner and am
worried about keeping healthy
this winter. What is your advice
for keeping well?”

A A balanced diet will help keep you

warm and healthy in the winter. Try to
keep a stock of food from each of the
five groups below, in case you can't get
out to the shops in very cold weather.

1. bread, cereals, potatoes, pasta

2: fresh fruit and vegetables

3: milk and dairy foods

4: meat, fish, eggs, peas and pulses
such as beans (including baked beans)

5: foods containing fat and sugar

Try to have at least five portions of
fruit or vegetables each day.

You should have at least one hot meal
a day and drink hot drinks throughout
the day — and one before bedtime.
You can also keep a flask with a hot
drink in it by your bed in case you feel
cold at night.

Staying active is also good for you
whatever the time of year. Moderate
exercise, like walking, for example,
can be very beneficial, but please
don’t take risks in wet or icy weather.

At home, try not to stay sitting still for
long periods. If you space chores out
through the day, you can spread out
your being active taking rests in
between.

If you are have any health issues or
you are on a special diet, talk to your
doctor before you make any changes
to your lifestyle, whether in relation
to taking exercise or what you eat or
drink.

Q: “What are the best clothes to
wear to keep warm and well in
winter?”

A Wearing the right clothes will keep
you much warmer. When you are
indoors, wear several thin layers of

clothes, which trap body heat better
than one thick layer. Clothes made
from wool, cotton, or fleecy synthetic
fibres are the warmest.

In very cold weather, make sure you
keep warm in bed at night. Bed socks,
thermal underwear, a nightdress or
pyjamas and a head covering are all
good ways of keeping warm.

When you go outdoors, again, wear
several thinner layers of clothing
under your coat, rather than one
thick layer. Wear a hat or headscarf
and gloves —much heat loss is from
your head and hands — and wear flat,
dry, warm, non-slip shoes or boots to
keep your feet warm and minimise
the risk of slips, trips and falls.

Q: “I am a pensioner and worried
about being able to pay my
heating bills, what can | do?”

A Each winter, 30,000 people die
from cold in the UK, many of them
elderly. With fuel prices at record
highs and average households
spending £1,000 on annual bills it is
important that people know what
help is available.

A free national phone service, the
Home Heat Helpline (0800 336699)
was launched last winter, which has
already helped thousands of people
to save money. Also, up to three
million people may be eligible for help
from their own energy supplier.

Here are the details of some of the
help on offer:

British Gas

= Has a £10million Energy Trust Fund
to help customers struggling with
debts to pay their bills.

= A rebate of up to £90 on winter
bills is available to 300,000 vulnerable
customers on eligible benefits.
Visit www.house.co.uk Call 0845
6012123 for more details

EDF Energy

= The EDF Energy Trust Fund
provides advice and grants to
customers who cannot pay their bills.

= Offers a cheaper tariff called Energy
Assist for 55,000 of its 'most in
need' customers. These are
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consumers who spend more than
10 pc of their income on energy.
Call 0800 3289010

npower

= Spreading Warmth is npower's
scheme for consumers in difficulty,
offering advice on reducing fuel
costs and help with claiming benefits.

= Customers can even ask for a home
visit if they would prefer to speak to
an adviser face to face.
Call 0808 172 6999

Powergen

= Staywarm from Powergen is the
best known of the 'social tariffs', but
it has been criticised in the media
recently for billing errors. Designed
for the over-60s, it works best in
households where low energy usage
is the norm. Householders pay a
fixed price for all their energy with
prices guaranteed for 12 months.

= With Powergen's Age Concern
Energy Services package all
customers get a £10 cold weather
payment, but over-60s get extra
cash based on the number of days
the temperature is below freezing.
They also get free low-energy light
bulbs, a carbon monoxide detector
and a hypothermia thermometer.
Call 0800 1694694

Scottish & Southern

= Has an Energyplus Care package for
its most vulnerable customers,
which provides reduced-price
energy as well as help with fuel
efficiency.

= Large print bills or talking bills can
be arranged and meters can be
moved to help customers who are
elderly, disabled or disadvantaged.
The company also gives advice on
staying warm and can provide
thermometers.
Call 0800 622838

Scottish Power

= Customers who are on the priority
service register get a £50 winter
payment rebate.

= Also funds the £3 million Energy
People Trust, which supports young
people in fuel poverty through
charities.
Call 0800 336699



Improving Services

Survey Winner

Congratulations to Mrs Taylor of
North Kelsey, who is the winner of
the ‘free prize-draw’, drawn from
the returned Improving Services
Survey Forms.

Mrs Taylor is pictured holding her
first-prize cheque for £200.

Best Neighbour Challenge

Thanks to everyone else for
taking part.

As discussed in this edition of
Home News, the winter can be a
difficult time for the elderly.
Neighbours and friends can play
their part in helping the elderly and
vulnerable at this time of year.
Helping with the shopping or
clearing a path when the weather is
bad can make a real difference for
an older person. A little bit of extra
thought can make sure that
someone you know has a happy
Christmas.

Please do your bit to help a
neighbour this winter. We would
like to hear from elderly residents
about how they have been helped
this winter. The customers on the
Editorial Team will publish the best
‘good neighbour’ stories and will
reward the ‘Best Neighbour’ in
their opinion with a reward of £50.

Please give us your stories by the
end of February, either by ringing
Customer Services on 0800 027
2057, or by writing to the Editorial
Team at Acis House.

Sunflower Competition

. Congratulations to

Alan Strangeway of

Reepham for having

won the ‘Growing

Together’ Sunflower Competition.
Mr Strangeway grew the highest
sunflower, using the Acis seeds
enclosed with the 2006 Acis
Calendar, and received £100 for
his gardening skills. Mr Strangeway
is pictured with his sunflowers, the
tallest of which eventually grew to

a height of over 9 feet.
MY P mm

A Friend Indeed...

Maggie Hooton, Acis tenant
from Gainsborough has penned a
poem on friendship. Thanks for
being so friendly Maggie!

What is a true friend?

A friend is someone you can rely on
Someone who you know is true.

Someone who can share your
dreams

And also secrets only special to you.
Someone who can ease your fears
Someone you can trust.

Someone who will make you laugh
When laughter is a must.

Someone to wipe away your tears
When life deals you a sad blow.

Someone who doesn’t turn
their back

When you need them so.

A friend is someone loving and kind
Who cares when you are blue.
They are a special kind of person
Just one of a very few.

So if you have someone like this
Don't let this friendship roam.

For you are so very lucky

And you will never be alone.

Competitions

If any readers would like to set
crossword, sudoku or other
competitions for inclusion in

Home News, please get in touch.

This newsletter, or any of our leaflets can be made available in a number of
formats including Braille, audio tape, large print, or other languages.
Two way Typetalk is also available for the hard of hearing and customers with
speaking difficulties. Please ask our Customer Services team on Freephone
0800 027 2057 for more information on any of these services.

~acIs
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