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Welcome to the autumn 2010 edition of Home News. In this issue you’ll find a feature on the

winners of this year’s garden competition. We’ve also got news about the new Tenant Scrutiny
Panel, plus an update on our recent performance.

There’s news about a calendar consultation that we would like your views on, as well as
articles from around the region. You can also learn more about saving energy in your home with
some useful tips.

In addition, there’s also a chance to win vouchers in two competitions!

Also inside this issue

“Better homes and better services for better lives”
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set out how we meet, or propose to meet, s CaadCUSCINEEEER R
the new standards that came into force Home News? ke
from 1 April 2010.

We hope you find the report useful and
informative and would welcome any
feedback you have upon receipt.

You will shortly be receiving our annual
report for the year ending 31 March 2010.
The report will take a look back at our

If so, please email them to -
info@acisgroup.co.uk.
Alternatively, you can post
them to the Marketing and
Communications Team, Acis

[ \ Group, FREEPOST NEA
10963, Gainsborough,
DN21 1BR.
Tell us the figure and -
the page number of where you found it and you Home News is also :‘:’i‘l‘:‘,’,.";:,'fif:::;:;w;"-':::,,ce""m
could be in with available online. Previous ~ S
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issues are available on the iz

Send you answer to Marketing and . )
Communications, Acis Group, FREEPOST NEA Acis Group website. _
10963, Gainsborough, DN21 1BR or email Visit www.acisgroup.co.uk/main/news to view

info@acisgroup.co.uk, stating your name, address | electronic versions of past editions.
Qnd telephone number

The Acis Board wants to increase opportunities for the
tenants’ voice to be heard. Using the return slip below,
please use ‘Tell us’ in order to bring areas of interest,
concern or queries to our attention.

B Make formal complaints (there is already a separate
procedure for this)

B Make service requests (please use existing routes)

Please return the slip to Marketing and Communications Team, Acis Group,
FREEPOST NEA 10963, Gainsborough, DN21 1BR. k vou
Than

You can ‘Tell us’ electronically at www.acisgroup.co.uk
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Read all about it...

‘Calendar consultation

Each year we produce an Acis calendar for all tenants which
is sent out with the winter edition of Home News.

However, the calendar is a costly item to produce and we've
been thinking whether this is the best use of valuable
resources. Therefore, we are proposing that we discontinue
the production of the calendar, starting this year with the
2011 calendar.

Before making a decision, we’d like to know how you feel
about this proposal to the Acis calendar.

Do you agree or disagree?
If you disagree, why?

Let us know by contacting us on FREEPHONE

0800 027 2057, emailing info@acisgroup.co.uk or writing
to us at Marketing and Communications, Acis Group,
FREEPOST NEA 10963, Gainsborough, DN21 1BR.

We will communicate a final decision when this has been
Qnade

STATUS survey may be yarionAL

coming your way FIEODERa!I%?I

TENANT
SERVICES
AUTHORIT

What is STATUS?

STATUS is the standardised tenant satisfaction survey developed by the National Housing Federation
(NHF). It is endorsed by the Tenant Services Authority (TSA).

The benefits of undertaking the STATUS survey are that it allows us to take into account your views
of our services to see where we are doing well or not so well. The information we get back then helps
us when planning for the future, helping to shape our services for you.

The survey is being conducted for us by Feedback Services, the NHF’s survey service. They will

randomly select tenants to take part in the survey. Acis will never know who has been selected for the
survey or who has replied.

It would be greatly appreciated if you could complete
and return the survey if you receive one.
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Read all about it...

Our performance

Customer satisfaction levels

Take a look at the table below to see how satisfied you are with our services. This quarterly
summary is based on the results of the various satisfaction surveys completed by customers.

uk

April 2010 May 2010 June 2010

Anti-social behaviour (ASB)

Percentage of customers satisfied with the landlords ‘
handling of an ASB case 100%

77.4% ‘
74.2% ‘

100% ‘
72.6 ‘
99.6% ‘

84.1% ‘
79.5% .

100% ‘
70.2% ‘
98.6% .
96.9% ‘
100% ‘
60% ‘

of an ASB case

Percentage of customers satisfied with the outcome
100%

Customer Contact Centre

Customer satisfaction with the Contact Centre 100% ‘

Percentage of new tenant customers very satisfied ‘
with their home 78%

Improvements

Percentage of customers satisfied with the quality of ‘
their home improvement 100%

Repairs

Customer satisfaction with responsive repairs
service 97.3%

Percentage of customers very satisfied with the
quality of gas service provided

Customer service

Satisfaction at the outcome of a complaint regarding
poor service
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Garden competition - winners

We are pleased to announce the winners of the Acis Garden Competition for 2010. Well done
to all the winners and thank you to everyone who submitted an entry.

/” Best senior citizen garden )
Joint first place 4

Best container garden )

n o
o
.

Mr and Mrs Smith
Fiskerton
Mrs Ardito
Riby

Mrs Halle
Bardney

Mr Waters
Cherry Willingham

Mr Maplethorpe
Legsby

L -
St Oswalds :
Bardney

Mrs Davis
Bardney
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Resident involvement
Tenant Scrutiny Panelg

This is no ordinary resident
involvement opportunity. It has
the clout to get things done!

Mrs Longley has recently signed up

We will shortly be recruiting tenant volunteers to sit on to various resident involvement

_ dilioustesicg
the Tenant Scrutiny Panel. SR

This new resident involvement initiative allows real scrutiny of customer-facing services and issues
operating on behalf of tenants and residents, ensuring that Acis provides tenant-centred services of
the highest standard. It also ensures greater transparency in how we operate and put tenants at the
heart of the organisation. The Scrutiny Panel is being developed by a Tenant Steering Group with
support from Tenant Participation Advisory Service (TPAS).

Give an independent view of the processes
and performance of Acis

Develop through effective links with the Board
and the Executive Leadership Team

Highlight what is good about the organisation
and what needs to change

Make evidence based recommendations to
the Board

What will the panel do?

Reading through paperwork
Taking an objective view on the quality of services
provided by Acis
What would be Comparing Acis services with information from
e.Xpe_C_ted of the other housing organisations

individuals on Talking to Acis staff and tenant and resident

the panel? groups

Work co-operatively with other Scrutiny Panel
members, Acis staff and tenants and residents
Assist in writing reports
Attending meetings with other panel members
and with officers of Acis

Can commit the time needed to make the panel a
success

What are the key Enthusiastic about making a difference
attributes that you would Able to leave personal issues behind and be as

objective as possible

Being objective and aware of own preconceptions
Appreciate and uphold confidentiality at all times
Committed to promoting and upholding the
principles of equal opportunities and diversity
Be prepared to take part in training sessions

need to be an effective
panel member?




Resident involvement

TPAS will provide support to the panel in its
first six months and Acis tenant involvement staff What training and
will provide ongoing support support will be
A training and induction plan will be agreed to provided?
meet the needs of the new panel members

Increased skills and confidence What are the benefits of

Opportunity to really make a difference to the becoming a member
services that tenants receive from Acis of this panel?

Individuals applying to sit on the panel will be asked to self-assess against the above skills, with
those who feel that they meet the criteria being invited to take part in an informal discussion about the
role. Those with the best match will be invited to join the panel. Others who may not be successful
will be offered other involvement roles and given the opportunity to gain more skills for potential
future membership of the panel.

This is a voluntary opportunity, however expenses will be remunerated.

If you are interested in this opportunity then please contact our Resident Involvement Officer, Lucy
Picksley, on 01427 675806 or email lucy.picksley@acisgroup.co.uk

What happens next?
@eptember

Recruitment process

o\

v Advertise to all tenants

v Opportunities provided to find out more

v If you are interested, complete the self-assessment
October

Selection panel reviews the self-assessments

Applicants invited for informal chat with Resident Involvement Officer and TPAS
Selection of Scrutiny Panel members

Other involvement opportunities identified for those not selected

Scrutiny Panel set-up

Induction

Team building session

First meeting

AN NN N Y NN

November

v Training needs identified and individual training plans prepared
v Scrutiny test case planned

\_




Read all about it...

Saving energy in your home

Try using the tips below to get the most

from your home’s energy use
Lighting tips to save energy

Turn off the lights in any rooms you’re not using, or consider installing timers
or occupancy sensors to reduce the amount of time your lights are on. Use
task lighting - instead of brightly lighting an entire room, focus the light where

you need it.

Buy a low energy light bulb. They use a quarter of the electricity of normal
bulbs and last 8-10 times longer. Even though they are more expensive than
normal light bulbs they are a good investment. You will get your money back

in terms of electricity bills saved in the first year.

Washing machines/tumble dryers

4 Use a time clock to make use of the cheaper
rate of electricity if you have Economy 7 or
other off peak tariffs

Dry clothes outside whenever possible

If you buy a new machine make sure it is an
energy efficient model

v
v

About 80-85% of the energy used for washing clothes is for
heating the water. There are two ways to reduce the amount
of energy used for washing clothes — use less water and
cooler water. Unless you’re dealing with oily stains, the
warm water setting on your machine will generally still do a
good job of cleaning your clothes. Don’t put really wet
clothes into a tumble dryer. Wring them out or spin-dry them
first. It's much faster and will save you money.

Hot water/heating controls

Of course water should be hot but it doesn’t need to be
scalding. For most people, setting the cylinder thermostat at
60°c is fine for bathing and washing and it saves up to £10
a year.

If you're too hot, turn down the room thermostat or the

thermostat on the radiator rather than opening a window.
Don’t let heat escape from your home.

Close your curtains at dusk to stop heat escaping through
the window. Make sure that they don’t hang in front of
radiators or the outside wall will benefit from the heat
instead of the room. Also, use thick curtains that are
thermally lined. Alternatively, get a second pair of curtains
from a charity shop to act as lining material.

Heating too warm?

Is your heating too warm? Don’t waste your money - turn
your thermostat down by 1°c and it could cut your heating
bills by up to 10%. If you’re going away for winter, leave the
thermostat on a low setting to provide protection from
freezing at minimum cost. This could save up to £10 per
year.
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Electrical appliances

Televisions, videos, stereos, computers and cordless
phones - to cut down on wasted energy, avoid leaving
appliances on standby and remember not to leave them on
charge unnecessarily. However, check the operation
manual to make sure that this won'’t reset the appliance’s
memory.

Room heaters

If you need an individual room heater for additional heat,
the most efficient type is a thermostatically controlled
convector heater with timer.

Energy saving tips for the kitchen

4 If you have a big freezer keep it full or you’ll
be wasting money on keeping an empty
space cold

4 Fill up any large gaps with old ice cream

boxes filled with water. The frozen water will
help to keep the rest of the food cold.

4 Defrost your fridge and freezer regularly to
ensure they run efficiently

4 When loading up the fridge or freezer don’t
keep the doors open for long or the cold air
will escape

v Cooking by gas is cheaper than cooking with

an electric cooker

v Choose the right size pans for the food and
cooker, and keep the lids on when you cook
as this will reduce condensation as well as
energy

v Cooking with a microwave is quick and easy
and uses less fuel than a conventional oven

v Try and use a low temperature programme on



Read all about it...

(Conversion to charitable
status proposal

We recently sent out a consultation message to all Acis tenants and
customers about our proposal to convert to charitable status. We asked
that you let us know if you supported or disagreed with the proposal by
returning a reply slip. We would like to thank the large number of

people who replied to the consultation and gave us their views. Some
of the comments we received are shown below.

‘Yes | think it's a good idea’
‘It would seem to be an excellent move’
‘Good for everyone all round’
‘A win-win situation’

‘| totally agree with the proposal, after all tenants will
benefit in the long run’

‘It is clearly beneficial to Acis and in turn to tenants’

Following the consultation, the Acis Board will consider all responses before deciding whether to
proceed with an application. If a decision is taken to proceed, an application would be put
forward to the Tenant Services Authority and the Charities Commission and it is hoped full
conversion would occur before the end of the year if approved.

Direct Debit competition G)mnscv

Sign up to pay your rent by Direct Debit during the
month of September and you will be entered into a prize
draw to win £50 worth of Tesco vouchers.

f
Uift card: Q\/.[

All customers who pay by Direct Debit as at 30 September 2010
will automatically be entered into a prize draw which will take
place in November — this includes all customers who signed up to pay
by Direct Debit prior to September. The winner will be notified shortly after the
deadline.

For more information, or to request a form to pay your rent by monthly Direct
Debit, please contact our Income Team on FREEPHONE 0800 027 2057.
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Money matters

The real life impact of affordable credit

Many families need access to credit from time to time, perhaps to make
ends meet when less money is coming in or to cope with family
emergencies. However, for many families it has become more difficult
to access credit over the last couple of years and many consider that
they have no other option but to use high cost doorstep lenders or,

YUt even worse, loan sharks. It is estimated that since the recession, up
A L to 35,000 more people across the country could now be using loan
- = sharks.
e - o The provision of affordable credit can have a significant economic
Shutterstock id " ~ impact by increasing the disposable incomes of poorer households and
12617119 . providing a stimulus to local economies and communities. Above all, it can

make a real difference to people's lives, as highlighted in this real life case
study provided by Lincolnshire Credit Union. They trade as LincUp and provide their
products and services for all people who live or work in Lincolnshire.

Weal M INumb e o Total | Typical costs
Source . mext avments | charge for | %APR | amount to borrow £300
pay pay credit payable | topurchasean
LincUp Credit Union item such as a
Equit pL £6.13 52 £18.70 12.68% £318.70 | sofa (correct
.qU| y Loan : : as of July
LincUp Credit Union o o 52 £38.08 26.8% | £338.08 |2010)
Freedom Loan
Doorstop lender £10.50 52 £246.00 272.2% £546.00

/ Case study \

‘I‘'m a single parent living on a very tight budget and find it difficult to save. | needed a
new sofa and did not want to buy it on expensive credit which would take ages to pay
back and would mean paying back double the amount the sofa was worth. | was able to
have a £300 Freedom Loan from the Credit Union, which gave me the opportunity to
shop around and get a sofa at a great cash price.

| can pay the loan back fortnightly when | get my benefits and over the year | will have

paid off the loan and the £38 interest. This means | stay within my budget and may even
be able to save small amounts. Once | have built up some savings, | can then access an
even cheaper loan should | need it.’

(Dates for your diary ) /Change to Area Housing Manager i

Dinnington Tenants and Residents Please note that Nigel Welton is

Association (TARA) meetings: currently acting as Area Housing

Where - Gallows pub Manager for the Gainsborough

When - Last Monday of every (Middlefield Lane) area, covering J

month Adelle Moore’s maternity leave. qfii

Time - 6pm start ”/ ' i
S PN AT Y
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Read all about it...

Caistor Goes East

Acis were in attendance at the recent Caistor Goes East event. The
annual ‘Caistor Goes’ street party is based on a different theme each
year, with 2010 being Eastern.

We were approached by Councillor Caine about the possibility of
attending the community event. We agreed to provide funding and had
our own stall. On the day our stall was manned by Acis staff and we o
provided information and guidance on a wide range of our services. We
had a face painter who gave children, and some adults, a colourful

painted mask which matched the colourful and fun mood of the day.

Our staff also talked to a number of people about a wide range of
issues, including resident involvement and scrutiny activity (see pages
5 and 6 for more information on scrutiny).

Finishing touches for K N
Westbrook Grove Pond Your messages
We are pleased to tell you that the Westbrook Grove Mr and Mrs Burke

Pond project in Caistor has now been completed. Market Rasen

School children from Caistor Primary Science and gelinstilis

Nature Club added the finishing touches by planting Mr Burke called to say a big thank you
native plants around the pond area. The plants were to everyone at Acis.

funded by Lincolnshire Chalk Streams to the value of
£1,500 and supplied by Waltham Herbs. Waltham
Herbs also supplied the soil and the labour needed for
filling the planting area.

He has had to have major surgery and
suffers from osteoarthritis and he says
that everyone at Acis have all been

brilliant, especially Di Thorley who has
A great job and well done to everyone involved in the really helped him.

project.

Acis put down a concrete base and

Children from Caistor electrics for his shed. We also put a pull
Primary Science and

N G5 eee cord fc_;r the light above his bed so he can
their planting skills at reach it and numerous other little things
Westbrook Grove Pond \that make his life better. /

Beware of phone scam

Police have warned against a recent scam that
has hit a number of households in West Lindsey.
Residents reported receiving calls from people
claiming to be from BT, informing them that they

were to be disconnected because of unpaid
bills. Police have urged residents to take extra
caution if they receive similar calls and to report
them immediately.

“Better homes and better services for better lives” 10



Home News questionnaire feedback results

ﬂn the summer edition of Home News we asked you for your thoughts on our tenant newsletter. We had a pleasing
number of responses, the majority of which were very positive.

Receiving feedback helps us to check if we are providing the type of content that tenants want to see in Home News and
whether there is anything we can do to improve it so you enjoy it even more. Please take a look at the results below.

960/0 said they read Home News frequently, with 4% saying sometimes.

480/ of respondents said they prefer to receive Home News on a quarterly basis, with the same
% amount saying they would like to receive it monthly. 4% said they would prefer twice a year.

780/0 said they read all of Home News, with 22% saying they read between half and three-quarters.

1 000/0 of respondents said they find Home News relevant or very relevant.

1 000/0 of respondents said they were either satisfied or very satisfied with Home News.

mhen asked what your favourite section oﬁ Mhen asked what other features you would\
Home News was, respondents said: like to see in Home News, respondents said:
‘What Acis are doing to improve services’ ‘Local news features’
‘Letting tenants have their say’ ‘I'd like to see more people say how good Acis
‘Read all about it’ is getting with their services’
‘Competitions’ ‘Wghat di?‘ferent communities are doing in
‘None in particular, it's just interesting reading’ connection with Acis’

%II of it, | really enjoy reading it’ / &mpo:':?t phone numbers’ )

uzz

ﬁVhen asked what we can do to improve \
Home News, respondents said:

‘Keep us up-to-date’

‘Not a lot, very good magazine’ The returned questionnaire drawn at random was
‘Make sure all the information is interesting’ Ellen Watkinson from Gainsborough
\&Nothing, it's good’ j who won £20 worth of vouchers. /
This newsletter can WA AE] AR MEeTE gIs €l AT QuBET J-
be mad e ava | Ia ble in Prekladatelshé sluzby jsou k dispozici  Prekladatel’shé sluzby k dispozicii
Brail Ie, audio ta pe, Service de traduction disponible Waxaad Helaysaa Adeeg Turjumaad
Iarge prlnt or other N ECRCTSTLRTSEY S PP EAREp 35 da gl cleas
languages. Please s - 52,58 o
K Cust alle Lga den ik
dsK our ustomer Xizmeti wergerandine amadeyo
Se rvi ces tea m on Oferece-mos Servigo de Tradugao

FREEPHONE 0800 %ﬁt‘ﬁ]‘%ﬂﬁ%o ATA DT I°TC39° BehS A5

O 2 7 2 O 5 7 fO F more Oferujemy uslugi tlumaczeniowe Geviri servisimiz mevcuttur
information on a ny Ubersetzungs service erhéltlich

of these services.  paALEEE R .

Address: Acis House, Bridge Street, Gainsborough, Lincolnshire, DN21 1GG
Tel: 0800 027 2057 Facsimile: 01427 679679
Email: info@acisgroup.co.uk Web: www.acisgroup.co.uk Text: 07800 002270
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