Tenants and residents working in partnership with SKDC
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welcome

to your tenants’ newsletter
From left: Jane Booth, Paul Stokes and Anne Clark

Welcome to this issue of skyline.

Enclosed in this newsletter is the new Repairs
Handbook, which has been designed with tenants
from our Repairs Working Group. This guide has
been designed to make it easier for you to report
repairs to us using the diagrams to help.
In keeping with Anne’s comments opposite, we
would like to emphasise the importance of your
getting involved and helping us develop a service
that meets and exceeds your expectations.

“My name is Anne Clark and I have been a tenant rep for the last eight
years and would like others to help.
We are looking for people that want to help shape the future
for all council tenants.
As a representative you will have a meaningful input working with the
council, for the good of all council tenants, and the community in which we
live. There are many ways you can get involved, from completing surveys
and questionnaires to joining one of the working groups looking at how
we carry out repairs, estate management, supported housing, equality and
diversity/customer ﬁrst.

The article on ‘Local Offers’ in this issue is a start on
this commitment to you. During the coming months
we will be looking at how we provide social housing
in line with Government requirements. There will
be some changes and some difﬁcult decisions to
be made and we will be involving you in these and
keeping you informed of these through Skyline.

You could become one of our village voices, letting us know what is happening
in your village, or by attending your local neighbourhood group meetings.
New opportunities are being developed such as a pilot project, where tenants
will accompany our inspectors looking at our void (empty) properties.

Jane Booth – Acting Head of Housing and
Neighbourhoods
Paul Stokes - Head of Assets
��

������

�

�������������������
����������������
�������������������
��
��

�

�����

�

������������
�
�
�
�
�
�����
��
���
�
�

�

�

��

�����

��

�����

�

����
����
����
������
�����
����
����
���
����
�����
����
����
����
������
��
���
��
�
����
����
��
���
��
���
�
���
��
���
��
����
���
���
���
��
���
����
���
���
��
���

�

���

��
�����

�

�
� ���

��

��

�����

�

����

Anne Clark – Chair of the District Association
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The Skyline Editorial Team
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Barrie Cox (Grantham)
Grantham North
Neighbourhood Group

Blake Hutchinson
(SKDC Housing Management)
Acting Service Manager

Gillian Tresidder (Northorpe)
Bowthorpe Oak
Neighbourhood Group

Dave Marvin
(SKDC Housing Management)
Area Housing Ofﬁcer

Graham Walker (Horbling)
Fenlands
Neighbourhood Group
Suzanne Brennan
(SKDC Property and Facilities)
M & E Contracts Coordinator
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Contact the Skyline Team by - Phone - 01476 406349
Email - skylinesubmissions@southkesteven.gov.uk
Freepost - Freepost GM48 Grantham, Lincs. NG31 6PZ
All information is believed to be correct at the time of
going to press, but South Kesteven District Council cannot
be held responsible for any errors or omissions.
If you want to submit a digital photo of the local area to
possibly use on the front page – send it to
skylinesubmissions@southkesteven.gov.uk
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Anne Clark (Grantham)
Earlesﬁeld
Neighbourhood Group
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Time and time again, I hear people complaining about the services they
receive, but not wanting to get involved. My message would be, ‘don’t
moan about it - do something about it’. If you are unsure about how you
can get involved, you can call the resident involvement team on
01476 406349 for a chat about the options.
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We are not looking for people that want to bring up their own personal
issues, ‘yes people’, or negative people.

Important changes to
Housing Beneﬁt
If you can say yes to the questions below, you need to read on as the amount
of beneﬁt you will get after April 2011 may be affected.
Do you receive Housing Beneﬁt to help pay your rent?
Do you receive Council Tax Beneﬁt?
Do you have other adults living with you such as a grown up son or daughter?
There are some important changes to how
housing beneﬁt is paid to tenants with
‘non-dependents’.
A non-dependent is an adult living with you
at the same address and can be a grown
up son or daughter, parent or friend. We
assume that such people contribute towards
the rent and council tax for your home.
In such circumstances, we will deduct
a small amount from your beneﬁt as a
‘non-dependent deduction’. This amount
is based on their income and is deducted
from any beneﬁt you get, regardless of

whether they actually pay you anything or
not. From April, the amount we deduct
will be increased and this may mean you
will receive less beneﬁt and have to pay
more rent. We have been asking tenants on
housing beneﬁt for information regarding
non-dependents they have living with
them and it is important you return this
information to ensure you receive the right
amount of beneﬁt you are entitled to.

more on this, please contact our beneﬁts
team on 01476 406262 or email them at
revenues@southkesteven.gov.uk

There are some exceptions to this such
as tenants who are registered blind
or on attendance or disability living
allowance. If you would like to know

Who are our tenants?
DID YOU KNOW?
42% of our tenants are over
60 years old
28% are under 40 years old
62% of our tenants are female
35% of our tenants have a
disability or long-term illness
82% of our tenants are
white British
Many tenants ask why we need the
information above, after all some of it is
quite personal and not all want to tell us.
So why do we need it? If you are a disabled
or an elderly tenant, what you may need
from us will be different from a young tenant
with toddlers, or a tenant who is at work.
We have over 6250 tenants, and many
have families, all with a variety of needs and
expectations. Collecting this information
means we can see where we need to focus
our resources, budgets and staff. We know
for example that some of our tenants need
information in large print, so some of our
tenants will be reading this newsletter in
a larger print version. We know that some
of our tenants cannot contact us at certain
times, so we use e-mail, on line forms and
dedicated phones at our area housing ofﬁces
in Bourne, Stamford, and Deepings. The
information also tells us that some tenants

would prefer us to do things differently such
as elderly tenants, tenants with families,
tenants whose religion or ethnicity require
certain conditions to be met.
Many of you will have received a ‘Tenant
Census’ form, and all new tenants are asked
to complete one. It asks you questions
regarding the age, gender; disability,
religion and ethnicity of you and all living
within your home. All the information we
collect is kept conﬁdential, but it helps us
to meet your needs. So if you receive a
Tenant Census form, please complete it as
the information you provide helps us to
understand and meet the needs of all our
tenants. Thanks to your help, we now have
a 78% return rate
on the Tenant Census.
We also have a ‘Customer Focus Group’
where ofﬁcers and tenants check that
we are not doing something that
discriminates against a tenant. This has
led to a number of key changes in how we
communicate with tenants; how we arrange
appointments and how our contractors and
workers behave when doing work in your
home. The group has also been involved in
carrying out in depth assessments of all our
key services to ensure they take into account
the various needs of tenants. The group is
looking for new members to help us continue
this work, particularly those from ethnic
minority groups and younger tenants. If you

would like to be involved, please
contact Elaine Claridge on 01476 406299 or
email e.claridge@southkesteven.gov.uk
If you would also like to know more
on how you can be involved in other
ways, contact our resident involvement
team on 01476 406349 or email
k.linford@southkesteven.gov.uk
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Are you insured?
Did you know that over a third of households living in social housing in the UK do not have home
insurance? A recent survey by insurance companies concluded that tenants living in social housing
had a higher chance of being burglared or being a victim of damage in the home then those living
in non social housing. The fact is that many social tenants do not think home insurance is necessary,
with many assuming that their landlord pays for it or think they cannot afford it.
Many tenants assume the council insures their homes but this is not true. As your landlord, we only
insure the building such as the walls and roof, plus any appliances we install such as heating or
boilers. We know many tenants ﬁnd it difﬁcult to get insurance, or think it costs too much. We, like
many social landlords, encourage our tenants to take out insurance and to help our tenants we have
teamed up with ‘Royal Sun Alliance Insurance’ to provide low cost home contents insurance. The
Crystal Insurance Scheme offers insurance from as little as £2 a week, and with no excess to pay
should you need to make a claim. This insurance is available to all council tenants and you can pay
for it weekly or monthly.
For more information, you can contact Royal Sun Alliance direct on 0845 601 7007.
Alternatively, contact us on 01476 406311 and ask about our Home Contents Insurance
scheme and we will send you a leaﬂet, or you can pick up a leaﬂet from our ofﬁces.

Who lived in a house like this?
it ﬁt for another tenant to move in to. This
costs money and is paid for out of the
money you pay as rent, and means other
work has to be delayed.

We know that the majority of our tenants
keep their homes clean and tidy, report any
repairs to us and on leaving their property
ensure it is in a clean and ﬁt condition for
the next tenant. Sadly, not all our tenants
do this and we sometimes come across
properties where the tenant has left it in
such a state that it takes us weeks to make

We now inspect all our properties before
the tenant leaves and discuss any work
that may be required beforehand such
as replacing damaged doors or repairing
deliberate damage. If we have to carry out
such work ourselves once the tenant has left
the property, we will charge them for the
cost of this. This also applies if you still live in
the property and we ﬁnd damage has been
caused by you or those living in or visiting
your home that we feel was deliberate.
The cost of repairing such damage can be
quite high, for example, it could cost over
£300 if we have to remove anything left
behind or over £150 to clean the property,
replacing an internal door could cost up

Homeswapper
As a council tenant, you may want to swap your
home’ with another tenant. Such a swap is known
as a mutual exchange as both tenants must agree
to the swap as it involves each tenant taking on the
others tenancy. Such a swap is quite legal, but has to
be carried out by following a procedure that ensures
both parties understand the implication of such a
move. We will help and advise you on how to do this
as we have to approve the exchange to make sure we
are happy you meet the criteria required to enable
you to swap, including not having rent arrears and the
property being left in good condition.
This means you cannot just swap with another tenant
– if you do, we can insist on you ‘swapping’ back.
We cannot help you ﬁnd a suitable swap, but we are
members of a national scheme called ‘HomeSwapper’.

04|skyline

to £70, while replacing locks due to lost
keys could be over £50. On top of this,
you could also be liable for court and
administration costs so a small charge of
£20 could end up costing over £100 once
all the other costs are added on.
So how can you avoid this? If your home
needs a repair doing, let us know and we will
arrange the repair. If you want to carry out
some improvements such as changing the
doors or removing a wall, let us know before
you start and get written permission. We can
help make sure the work is safe and advise
you on your responsibilities. If you do leave
your property, perhaps through a transfer
or exchange, we will inspect your property
so it is in your interest to ensure it is clean
and tidy and any damage has been reported
or repaired, this includes your garden being
free of rubbish, as we will charge you for
removing any items left behind.

This is an on line service that contains details of social
housing tenants wishing to swap or exchange homes
anywhere within the UK, including council or housing
association properties. You have to register to use
Homeswapper at www.HomeSwapper.co.uk. Once
registered you can search on the website for homes
whenever you want. In addition, your requirements will
be ‘matched’ to the ‘My Matches’ section of the website
and you will also be informed of new matches either by
e-mail or text message.
However you ﬁnd another tenant to swap homes
with, you must tell us and go through the proper
procedure. It can take up to 42 days to agree to allow
you to carry out the exchange, as we have to carry out
numerous checks before it can go ahead. For more
information, contact us on 01476 406084 or
by email at tenancy@southkesteven.gov.uk or
write to us at our ofﬁce in Grantham.

Estate Inspections

Why we do estate inspections
in South Kesteven
Estate Inspections are a vital tool for monitoring
our estates the environment and the services we
provide. They are also an important part of housing
and estate management. They help us to identify
minor damage and other issues so we can address
these before the situation gets out of hand. This
helps us protect our property and maintain a good
environment for our residents and service users.
also have a chance to say what they think
should be done. An action plan is then
put together, setting out what has been
decided. This is sent to all those who have
agreed to do something and feedback is
also given on progress of the action plan.

How do we carry out an Estate
Inspection?
Our Area Housing Ofﬁcers and Estate
Supervisors carry out regular inspections,
often accompanied by local residents and
representatives from other agencies such
as the police and county council. The
inspection involves walking around a
speciﬁed area, noting any problems such as
untidy gardens, ﬂy tipping, grafﬁti, damage
or abandoned vehicles or properties. Any
problems identiﬁed can be dealt with
by issuing warning notices, removing ﬂy
tipping, arranging for a repair to be done or
for an area to be cleaned.
Those carrying out the inspection determine
the comments to be made, action to be
taken and what score the area is given – it
is not just the ofﬁcer who decides, tenants

DON’T DUMP IT

CALL US

Do estate inspections make a
difference?
We have found they do. Both tenants and
residents living within the neighbourhood
get to know their estate ofﬁcer better
and by talking to them can help prevent
problems happening in the ﬁrst place. We
also know many residents have started
to take note of the neighbourhood and
report problems to us, rather than leave
them to continue. For example, instead of
a bag of rubbish being left so others add
to it and it becomes a pile of bags, we can
remove the one bag and discourage further
dumping. We believe residents living in the
neighbourhood are the best inspectors, after
all, you live there, and your children play
there so it is better for you if it is clean and
safe. We want you to help us to help you
keep your neighbourhood clean and safe
so join an inspection and together we can
make a difference to your neighbourhood.
One of the most common things we come
across on inspections are sights like those
shown here, and we see worse than this such
as broken glass, fridges with their doors still
on – a hazard for children to climb in and get
trapped if the door closes, chemicals and other
items that could cause injury. Whether it is on
a corner, a patch of spare land, or a garage
site, it is not only an eyesore, it could also be
dangerous – no matter where it is, someone
will come across it.
We all have to get rid of bulky items
sometimes, or items that are difﬁcult to
dispose off because they contain chemicals
such as car batteries or old engine oils.

How often are Inspections carried out?
We produce an annual schedule of estate
inspections that tell you when we will be in
your area and how often an inspection will
be carried out. The frequencies are either,
monthly, quarterly, six monthly or annually.
These can be found on our website at
www.southkesteven.gov.uk. If you would
like to be involved in an inspection in
your neighbourhood, please contact us
on 01476 406293 or by emailing us at
tenancy@southkesteven.gov.uk
Most people take such items to one of
our household recycling centres based at
Alexandra Road in Grantham and Mays Road
in Bourne to dispose of them safely – it is free
and there is always someone who can help
you. However, some cannot do this as they
do not have transport or the time or simply do
not know where the tip is. If this is the case,
we can help by removing the item for you for
a small charge.
If you need to dispose of such items and cannot
do it yourself, contact us on 01476 406279 or
email us at customerservices@southkesteven.
gov.uk with a daytime number and details of
your request, and we will call you back.
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Floral Features Competition 2011
1st

2nd

3rd
Throughout the year, over 100 of
our tenants spread across 12 of our
supported housing schemes have
worked at a feverish pace to prepare
their communal gardens for the 2011
Floral Features Competition. Judging of
these gardens took place over two days
in July and what a challenge this turned
out to be. This year the judges were
faced with an amazing array of ﬂoral
features, strong community enthusiasm,
pride and an amazing measure of
neighbourliness. “Respect” is a word the
judges had in mind to sum up their own
feelings towards everyone who took the
time to support and participate in the
competition. If anything shone out of this
year’s entrants, it was the feeling of pride
and satisfaction at knowing they had
made a difference to where they live for
all residents. Everyone who took part was
a winner and can rightly be proud of their
work in this competition.
This year the schemes were judged by
Councillor Bob Adams, Steve Frisby Grounds Maintenance Co-ordinator, Ken
Linford – Resident Involvement Ofﬁcer,
Dale Marriott – Contract Supervisor for
Veolia Environmental Services along with
Estate Supervisors Jason Hall and Lyn
Lepley. The gardens were judged not just
for their appearance, but the impact they
have had on their neighbourhood.
After much deliberation, the judges
awarded ﬁrst prize and the Councillor

Highly Commended
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Exton Trophy for best overall garden to
the Thames Road Gardening Club in
Grantham, along with the award for
getting the community involved, followed
by Sandon Close in Grantham in 2nd
place. We had a tie for third place with
Edmonds Close in Stamford and previous
winners Almond Court in Northorpe. St
Clements Close in Stamford received the
best street scene award despite coming
fourth, Benedict Court in Stamford
received both the Chairman’s award for
most improved and the best maintained
award, despite coming ﬁfth overall. Angel
Court in Ancaster came sixth, but came
ﬁrst in the tallest sunﬂower competition.
The remaining schemes at Meadow
Close, Clare Close, Riverside, Canterbury
Close and Tenter Court were all highly
commended for their work. All entrants
will receive a certiﬁcate and prize to be
awarded at a special presentation day
on 19th October at the Guildhall
in Grantham.
Next year, we hope to encourage tenants
with individual gardens to get involved
as well as those in supported housing
schemes. So all you budding gardeners
out there let us know your thoughts! If
you are a resident of a SKDC supported
housing scheme who may be interested
in participating in the competition at
some point in the future, you are more
than welcome to attend the presentation
day at the Guildhall, if so please contact
us to book a place on 01476 406349.

4th

5th
6th

RESIDENT INVOLVEMENT
IN SOUTH KESTEVEN
Your views are important to us, but for
us to provide the best service we can, we
need you to tell us what you want and
how well we do. There has never been
a better time for tenants to get involved
to help shape and monitor the services
we provide.
We want to hear from you about how
well we are doing as your landlord. Not
just what we need to do better, but also
what we already do well and how we
could do it even better. As a tenant, you
are able to best judge how well we are
doing. Involvement is not just about this
though, because we also want you to tell
us how we could do things differently.
As an involved tenant, you will be able
to review the policies and procedures we
use to provide a service and to help us to
develop new ways of doing things.

how you can contact us or how
we deal with your complaints.
Just because we have done it
one way for a long time does
not mean it is the only way we
could do it. Can we change
how you report a repair to us,
can we do more to keep our
neighbourhoods clean and
safer? You can help us look at
new ways of doing things by
getting involved.

Many tenants tell us they do not have
the time to be involved, or cannot attend
meetings. Well, we have a number of
ways in which you can get involved, from
attending meetings to simply ﬁlling in the
occasional questionnaire we send you.
We will have a way in which you can be
involved, no matter how little or much
time you have.

We now have tenant panels
that look at how we carry out
repairs and improvements, and
how we manage our estates and
deal with anti social behaviour.
Another group looks at
neighbourhood issues, another
at issues that affect those living
in supported housing. All these panels
bring tenants and ofﬁcers together to look
at how we can do things differently – your
views are important to us. If you have not
got the time for this level of involvement,
we can send you questionnaires or email
you for your views on how we do things,
such involvement will take a couple of
minutes but still help us understand how
we can do things differently.

So what kind of things can you look
at? Many of the comments we get are
about how we do repairs, or deal with
anti social behaviour and keeping our
estates tidy. Maybe you feel we need to
look at how we do other things such as

However you want to be involved, we will
provide training and support such as travel
expenses and help with childcare expenses
if you attend meetings. We particularly
need younger tenants to be involved, if
you have a family, are working full time, or

Village Voices
Wanted
Did you know over a quarter of our tenants
live in villages within South Kesteven?
In fact, we have council tenants living
in over 60 villages throughout the district. Sometimes this is just one or two
tenants, but in other villages it can be many more. Although we have good
representation from tenants living in the major towns, we have very little contact
with those living in the villages and we do not always know what is happening in
your village. To help us know what is happening your village we are looking for
tenants to become a village voice and be our ‘eyes and ears’.
As a ‘voice’, you will not have to attend meetings and the amount of time you give
is entirely up to you. All we ask is that you keep us informed of problems in your
village and act as a contact for other council tenants who may have a problem
getting things done. You will need to have the support of your fellow tenants, and
we will provide training and other support to ensure you can carry out this role.
We already have some voices in a few of our villages, and they have highlighted
problems such as ﬂy tipping, anti social behaviour and noise. If you think you could
do this, contact the Resident Involvement Ofﬁcer on 01476 406349.

are from an ethnic minority background.
If you can offer a couple of minutes or
a couple of hours of your time, we have
an opportunity for you. Throughout
this newsletter, you can read about how
tenants have already been involved in
helping us, so why not join them, and help
us develop services that meet your needs.
Tempted? We already have over 200
tenants who help us monitor and develop
the work we do, but we need more.
Please feel free to contact our resident
involvement ofﬁcer on 01476 406349 or
email k.linford@southkesteven.gov.uk or
call into the ofﬁce in Grantham for a chat.

Our Local Offers to you
Last year we asked 400 of our tenants for their views
on some of the key services we provide as a landlord.
This included how we carry out repairs, involvement,
deal with complaints and keep our estates safe. The
feedback we got from this and the input from all our
various groups has led to the development of two
important documents know as ‘Local Offers’.
A ‘Local Offer’ is a promise to you about how we
will do something, based on what you have told us
about how we do this now and how we can do it
better. We currently have two ‘Local Offers’ on ‘Tenant
Empowerment’ and the ‘Home Standard’ covering
repairs and improvements. You can read about these
on the following two pages.
Local Offers are important as they promise a standard
which must also be monitored and which we want
you to be able to challenge. We want you to read
these local offers, so you can tell us if we do not do
what we say we will.
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Local Offer One Tenant Empowerment
Our ﬁrst local offer looks at how we engage with our
tenants to ensure they have an input into the work we
do. This includes ‘Customer Choice’, ‘Empowerment’, and
‘Understanding the needs of our tenants’. It is based on
what you have told us about how well we do now and
what you would like us to do better.
This offer contains a number of parts in which we tell you what
we will do, how we will show we are doing this and how you can
help us improve this work.
So what are we promising you? The full local offer runs to 12 pages
and is available on our website at www.southkesteven.gov.uk

The key points are:
CUSTOMER CHOICE
We promise that we will
• Ensure you can contact us in a variety of ways that make
it easier for you to get your problem resolved
• Provide support to you to overcome any difﬁculties
you may have in contacting us
• Ensure you know who you are talking to and that
your issue is dealt with by the right person
• Make sure you are kept informed of the outcome
and progress of your query
• Listen to and learn from any complaints you make where
we fail to meet your expectations
TENANT EMPOWERMENT AND INVOLVEMENT
We promise that we will
• Develop a variety of ways to involve all tenants that takes
into account the time and commitment they wish to give
• Ensure tenant involvement is as representative of the
tenant population as possible to ensure we provide an
inclusive service
• Consult and inform our tenants on the policies and
procedures we use to provide a landlord service
• Ensure our tenants are able to provide us with feedback
and input into how we develop and review these policies
and procedures and set the standards we should apply to
the work we do
• Ensure tenants can monitor and challenge how we meet
these standards by scrutinising and reviewing our performance
• Keep you informed of what we do and the impact
of your involvement
• Ensure any information we provide or send you is easy
to understand, in the format you have told us you wish to
receive it in time for you to be able to provide your
feedback or participation
• Provide support and training to help you to be involved
and ensure your involvement makes a real difference to
the work we do

UNDERSTANDING THE DIVERSE
NEEDS OF OUR TENANTS
We promise that we will
• Continue to collect and collate information on our
tenants regarding their age, gender, ethnicity, religion,
disability/health and sexual orientation
• Keep this information conﬁdential and use it to
ensure we provide a service that meets the needs
and expectation of all our tenants
• Use the Customer Focus Group to ensure we continue
to meet the needs of all our tenants
HOW WE WILL MONITOR HOW WE DO THIS
In order to meet this promise, we will consult with our tenants to
set targets and measures to ensure we are doing what we say we
will do. These targets and measures will be monitored through
our tenant panels and surveys of tenants who use the service
and who can challenge us where we fail to meet the standard or
where they feel we should do better. The panels will also be able
to look at how we do something in more detail and work with us
to improve on this, including learning from how other landlords
do this. We will also use complaints and compliments to help us
identify areas for improvement or development.
HOW WILL WE KNOW WHAT YOU HAVE DONE?
It is important that you know how well we are doing and
what we intend to do to improve on this. We will tell you how
we are doing through this newsletter, and our Annual Report.
We will also provide updates through other methods such as
our website and information in our local ofﬁces.
WHAT HAPPENS NEXT?
We will be developing further local offers on estate management
and other elements of our work. All our local offers will also be
reviewed and improved on as we develop the service.
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Local Offer Two - Home
Our second local offer is known as the Home Standard.
This covers two key service areas;
• Repairs – How we carry out day-to-day repairs on your home
and how we bring our empty (void) properties back to a condition
we can re-let them to new tenants in.
• Quality of Accommodation - How we carry out improvements to
your home to bring it up to the Decent Homes Standard, which
is known as the ‘Quality of Accommodation’, including gas
servicing, and aids and adaptations to ensure tenants needing
extra help can continue to live at home.
As with the Tenant Empowerment offer, it is based on what you
have told us about how well we do now and what you would like
us to do better. The offer contains a number of parts telling you
what we will do, how we will show we are doing this and how you
can help us improve this work. So what are we promising you?
The full local offer runs to 12 pages and is available on our website:
www.southkesteven.gov.uk
The key points are:
REPAIRS
We promise to
• Ensure you can report a repair to us in a variety
of ways and make appointments to carry out the
repair that suits your needs
• Carry out repairs within our required timescales
and endeavour to complete all repairs ﬁrst time
– or explain why we cannot do this and complete
them as quickly as possible
• Carry out emergency repairs and those we feel
need to be prioritised due to tenant
circumstances within the required timescale
• Carry out a repair within our timescales, or if
we fail to do so to tell you why and may offer
you compensation for this
• Keep you fully informed of the progress on your
repair and when it will be done or tell you of
any delay
• Minimise the amount of time a property
stands empty due to repairs needed to make
our void properties ﬁt for another resident when
it is required
QUALITY OF ACCOMMODATION
We promise to
• Ensure your home meets the Decent Homes
Standard by carrying out the necessary work,
including kitchen and bathroom refurbishment or
replacement, rewiring, rooﬁng and insulation
measures and new heating systems where required
• Consult with you before we carry out any work
in your home, offering you a choice of materials
and ﬁnishings
• Keep you informed of progress on any work we
do within your home and explain any delays
• Monitor the quality of work we and our
contractors do, ensuring it meets our standards
• Assess your needs when your circumstances
change and ensure any work and adaptations
assessed as being required to enable you to live
in your home are carried out

OUR CODE OF CONDUCT
We promise that while we are working in your home
we will
• Ensure that anyone carrying out work in your home
on our behalf behaves in a manner that respects your
home and how you live
• Respect your home and possessions by ensuring we
protect them against damage
• Ensure all our operatives and contractors show
identiﬁcation to prove they are working for us
• Ensure our operatives will not act in a manner
that causes you offence or alarm, either through
their actions or through conversations
• Leave your home clean and tidy, and utilities
reconnected after we have carried out the work
or at the end of the day if we are returning to
complete the work
• Ensure our workers use their own tools, equipment
and power sources while working in your home
HOW WE WILL MONITOR HOW WE DO THIS
As with our tenant empowerment local offer, we will set
targets and measures to ensure we are doing what we say
we will do. These will be monitored through our tenant
panels and surveys of tenants who use the service. Our
Repairs and Improvements Panel will be able to look at
issues in more detail and work with us to improve on this,
including learning from how other landlords do this. We
will use complaints and compliments to help us identify
areas for improvement or development. We will report on
this work and our performance through this newsletter, and
our Annual Report. We will also provide updates through
other methods such as our website and information in our
local ofﬁces.
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Telling us about your repair
Repairs are one of our busiest
services with over 70% of tenant
contact with us being on a repair
related issue. How busy do our repair
call handlers get? Well, last year they
handled over 29,000 calls, making
just under 19,000 appointments. Last
year we spent £3.4million on carrying
out repairs to your homes.
We are delighted that we kept 99% of
these appointments. The most common
reason for not being able to keep an
appointment was not being able to
gain access to the property. We have a
target to complete our repairs on the
ﬁrst visit and last year we achieved this
for over 90% of our repairs. Last year it
took just 15 days for a typical repair to
be completed from it being reported to
being ﬁnished. Little wonder then
that our satisfaction levels for repairs
last year was 92%.
Although we have a dedicated repair callhandling centre, with repair call handling
co-ordinators, we still get tenants telling us
they cannot get through to report a repair.
We now record and monitor all incoming
and outgoing calls made to our repairs
coordinators and our Improvement Team.
We know that we answered over 75% of

these within our service standard for
answering the phone within 10 rings.
Going through the call centre means we
can talk to you about the repair you need
and identify the actual problem to ensure
we send the right person to carry out the
repair. We hope the new repairs handbook
(which you can read about in the
newsletter) will help improve the accuracy
of repairs reported to us to improve our
completion rates even more.
So, have you tried to call us to report a
repair and not got through? We want
to hear from you. If you need to report
a repair, please follow the simple steps
below. It helps you and us to provide the
best repairs service we can.
Just how do you report a repair?
For normal repairs, call our
dedicated repairs number on
01476 406170, or email us at
repairs@southkesteven.gov.uk .
Or report repairs online via
our website at www.
southkesteven.gov.uk
Or report it in person or by writing
to any of our area ofﬁces.
Emergency Out of Hours Repairs
– call 01476 590044

Grounds Maintenance

Going from strength to strength
Our latest grounds maintenance survey
received 400 responses, with the vast
majority telling us they were satisﬁed
with our work. The survey gave a
resounding thumbs up for how we keep
the estates tidy and grass cut. However,
we do know that we need to improve
our work in maintaining shrubs.

The survey is carried out each year
and has shown a steady increase in
satisfaction levels - a testimony to
the work carried out by our grounds
contractors. As always, we welcome
your comments on our work and if
you notice anything we could do
better, let us know.

Struggling for somewhere
to park your car?
We have over 900 garages throughout
the district with the weekly rent being
£7.64 for council tenants and £9.17 for
non-council tenants.

If you would like to apply for a
garage or want to know more,
contact our Neighbourhood Ofﬁcer
on 01476 406084 or by email at
tenancy@southkesteven.gov.uk.
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Tenants often tell us they have been unable
to contact an ofﬁcer on their direct number.
This is often because the ofﬁcer is away
from their desk and unable to take the
call. If you do call an ofﬁcer on their direct
number and they are unable to take the
call, leave them a message and they will get
back to you - many tenants forget to leave
a message. We would therefore ask you not
to call our repair or improvement ofﬁcers
by their direct line number to report repairs,
but if you do please leave a message if you
do not get an answer.
Please also bear in mind there are times
when we are so busy we cannot answer
your call as quickly as we would like to.
Monday mornings are often one of these
times! During these periods we ask you
to be patient but be assured we will
answer your call as soon as we can.

Overall satisfaction with service 94%
Satisfaction with grass
cutting of gardens

Satisfaction with hedge cutting 91%
Satisfaction with grass
cutting in open spaces

83%

Satisfaction with
maintaining shrubs

45%

We have garages available with no waiting lists in the following areas –

•
•
•
•
•
•
•
•
•

Grantham (limited areas)
Pointon
Barkston
Corby Glen
Dry Doddington
Long Bennington
Ropsley
Witham on the Hill
Bourne (limited areas)

90%

New Repairs
Handbook
You will notice we have included a revised Repairs Handbook
with this newsletter. The handbook has been designed with
a group of tenants to help make it easier for you to report a
repair. The handbook is a pictorial guide based on drawings of
the ﬁttings you will ﬁnd in your home so you should be able
to tell us what the problem is by referring to the appropriate
diagram. It also contains useful information on keeping safe in
your home. The booklet replaces the current booklet number
5 in your tenant’s handbook, which you received with the last
issue of Skyline. Keep the booklet handy when you want to
report a repair as it will make it easier for you and result in a
more effective service.

Asbestos in
the home
Many tenants have
contacted us regarding
the presence of asbestos
in their home. We have
enclosed a leaﬂet with
this newsletter that tells
you about asbestos.
t is important that
when we work in your
property we do so in
a safe manner and
we need to identify
any asbestos that
is present. This has
meant some of our
improvement works
and a repair may take
a bit longer as the
removal of asbestos
is a specialised job
and has to be done
according to strict
guidelines.

How safe is
your water?
We have also enclosed
our leaﬂet about ‘Water
Hygiene’ which tells
you about legionnaire’s
disease and how
you can prevent it
occurring in your
home. Legionnaires
is a rare water borne
condition caused by
stagnant water such
as in a showerhead or
taps. The chances of
contracting it are very
low, but by making
sure you run your
taps occasionally to
ensure no stagnant
water remains in
the pipes, you will
reduce the risk even
further.

Digital Aerials
The long awaited switch over to digital TV has now taken
place in our area. For most people, this will not have caused
any problem and you will be enjoying a much better picture
on your TV.
All modern TVs will already be able to pick up a digital signal,
but some older TVs will need a set top box to do so. Most
current aerials will also be able to pick up the new digital
signal without being replaced. However, if you are having
problems with this, you can get free advice from www.
digitaluk.co.uk or by calling them on 08456 50 50 50.
We have now installed new
communal aerials on our
communal ﬂats, sheltered
accommodation and
those properties who
receive a TV signal via
a communal aerial. This
means your home will now
be able to receive digital
TV from the communal
aerial. If you do have
any problems during this
switch over, contact us on
01476 406382.
If you have Sky or Cable TV, you will not need to do anything
as these are not affected by the digital switch over.
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Neighbourhood

Group News

The District Association
Petanque Trophy
The winners of the Bourne Petanque Mixed Triples Contest
were presented with the new DA Petanque Trophy by Connie
Glover in June. The trophy was commissioned by the District
Association in memory of Derek Glover, a former member.
‘Petanque has become a popular sport in Bourne, so much so
that the club recently played host to 150 local schoolchildren
- some of whom are now hoping to take the sport up.

Goodbye Tony

Tony Preston, one of our estate supervisors, retired recently after many years with the
Council. Tony was also the ﬁrst Tenant Participation Ofﬁcer and was instrumental in
setting up neighbourhood groups throughout the district and the District Association.

What are Neighbourhood Groups?
We have ten neighbourhood groups throughout the district,
made up of tenants and residents living within a deﬁned area.
Each group acts as a forum where concerns and problems can be
raised regarding their housing or community issues within their
neighbourhood. They are not just for council tenants, although
they are organised and managed by council tenants as they
receive funding from the Council’s housing account. Many of the
groups invite guest speakers and council ofﬁcers, the local policing
teams, and local councillors to help resolve issues. They also feed
into the District Association where the Chairs of all the groups
meet every two months to discuss issues raised at the meetings.
It’s not just about not getting your repair done on time, or a
noisy neighbour. The groups often get involved in community
issues such as parking, lack of facilities for residents, ﬂy tipping
and untidy areas, or the loss of bus services. They cannot
promise to resolve all the problems, but they do promise to
make sure those who need to know of the problem do so and
encourage them to ﬁnd a way forward. If you wish to attend
your local group’s meeting and want to know when and where,
contact the Resident Involvement Team on 01476 406349.
Here, we tell you about what some of our neighbourhood
groups are currently doing within their local neighbourhoods.

Stamford North

The Stamford North Neighbourhood Group represents the area
around Edmonds Close and Hilary Close in Stamford. Being so
near to the college, the group has developed close ties with the
it. This includes presenting a trophy and other awards to the
college for students on the Skills for Work and Living courses by
John Butcher and Mrs PM Patrick. The Chair of the group – John
Butcher – and Mrs Patrick (former chair) also attend meetings
of the ‘New Horizon Working Group’ set up by the college to
develop better community relations. As part of this work, John
has been involved in a number of activities around climate
change, which includes presentations to students and displays
in local supermarkets. Students have been involved in a number
of projects with the neighbourhood group, including building
shelves for their greenhouse and refurbishing benches at the
Essex Road Scheme. A more recent success has been the saving
of two large houses, which were to be demolished, and have
now been converted into training rooms for students.
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Grantham North
Neighbourhood Group
The Manners Street Flats Complex is now up and running
after many months of building work and a few problems
that everyone connected with the build wished never
happened. Somebody even said it should have been
demolished and rebuilt, glad it wasn`t though!
Most of the residents were decanted to temporary
accommodation throughout Grantham, for Janet and I it
was to the village of Barkston for 10 months. The residents
in St. Nicholas Close made us very welcome and we joined
in many activities resulting in many friendships that were
forged as a result.
Whilst we were at Barkston, I still held my bi-monthly
meetings at Greyfriars, so I didn`t have chance to get `rusty`
and kept my hand in helping out where I could, my thanks
to my Greyfriars residents for their support. I would also
like to thank Cllr Ray Wootten for attending and giving me
useful advice.
The local art club I belong to is
now happy that we are back
in our favourite meeting room,
also our coach trips started up
again for local residents and
friends in Manners Street. I also
had my ﬁrst Neighbourhood
Group meeting here in our
`posh` new Community Room
on April 14th which was very well attended.
All we now need to put icing on the cake is for the
surrounding landscape to be brought back to its original
state. Steve Frisby from SKDC Grounds Maintenance very
kindly came out to assess what needs to be done.
Finally, I know I speak for all residents who returned that
we had great support from Jo Short at SKDC and Foreman
Darren Butler from contractors Taylor Pearson. Nothing was
too much trouble.
Barrie Cox Chairman.

The Earlesﬁeld Neighbourhood Group
The Earlesﬁeld Neighbourhood Group is one of the more community wide groups. Working in
partnership with The Thames Road Community Centre Social Club and other organisations, we work
in the community, for the good of the community. Our message to the community is that the more
people get involved in their community, the more the community spirit will grow.
We have been holding meetings for the last eight years at Thames Road and will continue to do so.
Our meetings are held on the ﬁrst Monday of the month, except bank holidays, from 6.30pm with
tea and coffee available from 6pm. Any resident living on the estate is welcome to attend – even if
it is only for the one meeting to tell us if you have problems getting things done – we always know
someone who can help!
The social club runs a coffee morning and prize bingo every Wednesday morning at 9.30am. Prize bingo is also played every Saturday
night, eyes down at 7.30pm. Money raised from this helps us pay for meals and trips out - last year we organised 17 trips or meals for
members and we held a spring fair, combining it with a royal wedding celebration.
Together, we maintain the community centre garden, and as always working hard to improve the area. Each year SKDC run a Floral Features
competition, winning ﬁrst prize and the best community involvement award for 2011. We are always looking for volunteers to help us, so if
you are interested in gardening, or just want a coffee and chat, come along and speak to Bernard Hare, the chair of the social club.
If you would like to know more, or you are a young person who has an idea, come and talk to us. Together, we can see if we can work
something out that would beneﬁt the community in which we live. We already have a good working partnership with Isaac Newton
Primary School and you can read below how some of their pupils helped us with our garden. Isaac Newton Primary School is always keen
to be involved in the community and keeps us informed through its newsletter ‘The Apple’. With so many schools on the estate, it would
be nice to see what others are also doing on the estate.
More recently, we raised funds for Gravity FM by holding a tombola stall at the Grantham Carnival. In between the showers, we managed
to raise over £180 thanks to the hard work of our members Sue, Linda, Ada, and Margaret.
Anne Clark Chair - Earlesﬁeld Neighbourhood Group

Schools out and about
Many of our neighbourhood groups also work with local schools in their area on a variety of projects.
Thames Road Community Centre in Grantham recently asked
pupils from the Isaac Newton Primary School’s Gardening Club, to
plant some hanging baskets as part of their entry for the Floral Features
Competition. As always, they have done us proud and Headmaster
Stephen Tappley brought three of the budding gardeners along to
present the baskets to the Centre.
Reece (9), Maddison (6) and Tiffany (5) not only planted the baskets, but also went along
to B&Q with another teacher to pick the plants themselves. All three said they “enjoyed doing it and
would do it again”, Reece pointed out that although Mr Tappley had told them it would only “take
5 minutes, it actually took 2 minutes to do each basket!”, although the results suggests it may have
taken a wee bit longer than this!
Bernard Hare - Chair of the Social Club and Anne Clark - Chair
of the Earlesﬁeld Neighbourhood Group (shown here with Sue
Kelham – the third member of the gardening club) said “they have done a fantastic job and this
is just one example of how the community can work together to make the neighbourhood a
better place.” Stephen Tappley echoed this saying, “it was a great idea and it’s nice to know
what is going on and to be able to be involved.” The rest of the Thames Road Gardening Club,
pictured here with some of the pots hoped to improve on their second place last year in the Floral
Features competition, having come third the year
before,and did just that with 1st prize for 2011.
Tenter Court, in Stamford was another of our
entrants into the Floral Features competition
to involve a local school. Pupils from Queen
Eleanor School recently helped with some
new planting at the supported housing scheme in
Stamford. Tenter Court resident Kathleen Rowett
added: “Myself and the residents are all delighted
the children and the ofﬁcers have worked very hard.
I think that it has improved the look of the area you
can’t imagine the difference. We are more than
pleased with the work.”
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Supporting People
New Lifts For Sheltered
Housing Schemes
New lifts have now been installed into two of the council’s sheltered housing
schemes at Woods Close, Long Bennington and Manners Street, Grantham. The
new ‘platform’ type lifts were installed by Obam Lifts Ltd following builders work carried
out by Belton Developments Ltd. To install the lifts into disused shower facilities involved
the installation of new structural steelwork, breaking through reinforced concrete ﬂoors
and building new foundations and walls to create lift shafts. SKDC’s Project Ofﬁcer Jo
Short said: ‘Actually installing the lifts only took a few days but the builders work before
that could happen took several weeks and getting the designs right for that work to take
place, which included structural calculations for the steelwork as well as building regulation
approvals, was very challenging.’ One of the residents said ‘We are all absolutely delighted
with the new lift, it is a real improvement for all the residents and their visitors’.

Refurbishment of Manners Street
Work has been completed on the
conversion of bedsits at Manners
Street in Grantham, to create eight
self-contained ﬂats. The work included
converting pairs of bedsits into one
ﬂat with new kitchens, shower rooms,
and ventilation systems, along with a
new heating system. The modiﬁcations
include the installation of the ﬁrst set
of solar panels to reduce heating costs.
The ﬂats have also had soundprooﬁng
installed to the ﬂoors. Most of the
tenants living in the bedsits have been
able to move back into the new ﬂats.
The work also included extensive
refurbishment to the communal areas,

with a new kitchen and laundry room
being ﬁtted alongside a new lift and
new doors and access ramps to meet
the new disability access needs. A new
mobility scooter storage unit has also been
installed, allowing residents to store and
recharge their scooters safely.
Amongst the many problems that were
found on such a big project, was the
discovery that the roof was about to fall off
following high winds. This meant a new roof
had to be put on along with all the ﬁttings.
Taking advantage of this opportunity, new
insulation and ﬁre protection measures
were also installed, along with an upgraded
digital communal aerial.

New Support service launched
A new scheme offering help and advice
to the over 60’s was launched in South
Kesteven in May. First Contact is a
‘signposting’ service that is able to point
you to the right agency for your needs.
This could be advice on beneﬁts, on
availability of suitable transport or how to
keep safe in your home or any other advice
you may need. The signposting service is
free, although not all the services you may
need will be, and involves you completing
a form with the help of a First Contact
advisor. This is then used to provide a tailor
made response for you regarding who is
best able to help you. To use the service,
pick up a leaﬂet at the council ofﬁces, or
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libraries. Alternatively, you can contact them
on 01522 782172 or by email on ﬁrstconta
ct@lincolnshire.gov.uk or by looking at their
webpage on www.ﬁrstcontact.org.uk.
Gillian Tresidder and Ted Kelby attended the
event as our tenant representatives and both
were very impressed with what they saw.
Gillian commented that with 30 different
agencies involved at the event “the amount
of information that was available on where
to go and who to contact was very good”
and Ted left the event with a list of useful
contacts to help him with his work with
a local charity helping people with heart
related problems.

Fun day on the estate
The annual Harrowby Funday took place on 12th August in glorious sunshine, unlike
last years rain ridden even, at the Harrowby FC ground.
The funday was organized by Sandra Mullin MBE from the Harrowby Housing Area
Team, in partnership with the Harrowby Neighborhood Group and Brain Hanbury from
the Harrowby Lane Methodist Church.
The event, as always, was well supported by locals,
taking part in activities, fun and games, while also
picking up useful information from representatives
from SKDC’s Housing Management, the
neighborhood policing team, and others.

Give peas
a chance!
Garden Organic is
recruiting new Master Gardeners
Do you have a passion to inspire others to have a go at growing their own food? If so, why
not think about volunteering to be a Master Gardener this autumn.
The Garden Organic charity is expanding in South Kesteven, and recruiting new Master
Gardeners for its free training course on October 14-15. The Master Gardener Programme is a
volunteer network which supports local people and communities to grow fruit and vegetables
in their gardens and communal land. The initial intake of 17 volunteers is full and new
volunteers need to register quickly.
You don’t need to be experts on organic growing as this comes with the training. Volunteers
‘graduate’ as Master Gardeners after 30 hours a year volunteering (about half a day a
month). Each Master Gardener supports a mixture of community gardens and 10 individual
households just beginning to grow their own food, offering seasonal advice and support
for 12 months. Building on the success of its sister scheme – Master Composters – Master
Gardeners also go out into the community to promote the beneﬁts of food growing through
events, community talks, and practical demonstrations.

A growing
community

The Stamford neighbourhood Police
Team, SKDC Housing Management,
Stamford Transition Town, Stamford
Community Orchard Group and a
number of local residents have been
working hard to deliver a community
garden for the best part of a year.
The garden, at the Ufﬁngton Road
allotments underwent an extensive
clear out by volunteers who were
rewarded for their hard graft, in the
form of a Bonﬁre N Bangers night.
Many more get together are in the
pipeline for the near future.
The initial idea was born from
talking to some pupils from a local
school and the excitement around
growing and eating your own
food was evident. Since then it has
become obvious that the excitement
crosses all ages and social groups.
So, with that in mind ‘Stamford
Community Garden’ would like to
offer the expertise and room for
anyone in the Stamford area to learn
the practical skills of growing fruit
and vegetables to give them the
conﬁdence to try it at home.
It is also perfect for those who
have little or no garden, but have a
passion for growing and Stamford
Community Garden (SCG) welcomes
all with any ability, and hope to offer
training at a later date on gardening.
The long term aim is to promote
growing your own and teaching
the community the skills how to do
it, the Community Garden will be
the perfect location to learn how to
grow and enjoy eating the fruits of
your labour!!
The allotment will be opened
ofﬁcially in September by the
Stamford Mayor by planting a
Stamford Apple tree. For more
information on this, you can call
Jason Hall, Estate Supervisor on
01476 406486.

“A few years growing experience together with a passion for encouraging others to
start growing are the attributes we are looking for. Training is provided, with additional
support from the existing Lincolnshire Master Gardeners,” said Rick Aron, Lincolnshire
Master Gardener coordinator. So, if you are interested in becoming a Master Gardener
call the Garden Organic Lincolnshire Coordinator Rick Aron on 07584 474779, or email:
raron@gardenorganic.org.uk”. The project is supported by the Health and Well-being Fund, a
joint strategic partnership between NHS Lincolnshire and Lincolnshire County Council.
For more information visit www.mastergardeners.org.uk
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We had a good
response to the
quiz in the winter
edition of Skyline.
The lucky winners
were:
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3rd £5 to
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Mrs Hawkesworth,
Dowsby.
Congratulations to
you all and we hope
you enjoy spending
your prizes.

I

S

O

T

S

Y

B

N

I

A

T

S

K

S

Q

G

Z

H

T

D

L

K

E

I

S

B

Y

P

W

I

F

A

T

I

H

R

U

H

G

E

L

S

T

O

N

A

U

B

L

K

U

H

O

W

E

S

T

B

Y

M

J

A

O

V

H

S

A

P

P

E

R

T

O

N

G

This editions quiz
is in the form of a
word search, so get
searching for those
village names.

O

U

L

U

A

Y

K

O

O

R

B

D

U

S

Y

1st, £15 to

AISBY

BASINTHORPE

BIRTHORPE

CAWTHORPE

DYKE

FRIESTON

GELSTON

GRIMSTHORPE

HANBY

KEISBY

LAUGHTON

LITTLEPONTON

LOBTHORPE

MANTHORPE

SAPPERTON

STAINBY

SUDBROOK

SYSTON

WESTBY

WOODNOOK

Name

Age

Address

Postcode

Telephone

The winners will be chosen by some of our involved tenants and notiﬁed during the development of the next Skyline. Send your entries free in an
envelope, addressed to: Skyline Quiz, Freepost GM48, Grantham NG31 6PZ. Closing date for entries is 31st November 2011.
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