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Question: I am a Tuntum resident and I 
feel very anxious and frustrated when 
contacting Tuntum. I find it difficult 
to explain the reason for my call and 
although English is not my first language 
I can understand most things. What 
can you do to help me overcome this 
communication barrier? 

Answer: 
Dear Tenant

Our aim is to provide all of our tenants with 
the same quality service, and over the next few 
months all our staff will be offered training to 
help improve the customer experience. 

The next time you contact us via the telephone, 
please let the member of staff you are speaking 
to know what your preferred language is, we use 
an interpreting service that offers a translation 
service for clients that speak limited English. 

Ask
Debbie...

The service offers an 
option of 50 different 
languages and whilst 
you are on the phone 
we will contact an 
interpreter and hold a 
three way conference 
call, where you can 
speak confidently and 
have the reassurance 
that we have fully 
understood the reason for making contact.

Communication both internal and external is very 
important to us. Please let us know if you also 
require correspondence translating in a different 
language, or letters printed in a larger font. It 
might be that you don’t need an interpreter, but 
you would like us to speak more slowly. Please 
let the operative know this when you call, as your 
call is important to us.

Remember you can also contact us via email: 
housing@tuntum.co.uk or repairs@tuntum.co.uk            

Alternatively, visit our website:  
www.tuntum.co.uk

Be a good neighbour
We want all our residents to be able to enjoy a 
peaceful and pleasant local area.

To achieve this we rely on you to be considerate 
and tolerant towards your neighbours. The way you 
use your home, the shared areas and your garden 
and the way you control your pets ad keep noise 
down, are all very important in getting on with your 
neighbours an abiding by your tenancy agreement.

What you can do
Noise 
•  If you live in a flat, lay carpet rather than laminate 

flooring.
•  Keep TV or sound systems at a reasonable sound 

level and do not play these late at night or early in 
the morning. Place your speakers on a stand and 
not directly on the floor.

•  If you are having a party, speak to your neighbours 
about it first and try to accommodate their needs 
and wishes.

•  Keep your dog under control and don’t let it 
disturb your neighbours by barking persistently or 
fouling paths gardens or verges.

Shared areas
Please keep shared areas clean and tidy- do not 
leave rubbish or equipment lying around. Items that 
block pathways, hallways, landings or entrances can 
cause a health and safety issue.

Keep up to date with Tuntum news and announcements - follow us on Facebook at facebook.com/TuntumHA

A number of tenants will be asking to participate in our Satisfaction survey where they will be asked about our performance during the Covid-19 crisis. The survey will come out in September, so look out for it! 

Customer Excellence Leader
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Rent and financial support

Meet your new Income 
Management Team

Our dedicated team of income officers are on hand 
to listen to your concerns and provide clear and 
compassionate guidance.

If you would like more information on benefits 
that you may be entitled to during this time,  
you can complete a short assessment at  
https://www.entitledto.co.uk/

If you would like to speak to a member of our team 
then please contact housing@tuntum.co.uk or call 
01159 166066.

Struggling to pay your  
energy bills?
If you are struggling to pay your energy  
bills, you might be able to take advantage  
of certain benefits, grants and help offered  
by the government and energy suppliers.

When you apply for Universal Credit, from 
22nd July 2020, if you receive income-based 
JAS, income related ESA or Income Support 
you may be eligible for a two week run 
on payment.

You can find more information  
about this by visiting  
www.understandinguniversalcredit.gov.uk/
new-to-universal-credit 

“Hi I’m Sahida, I’m Louise and I’m Anokha, and we are 
Tuntum’s Income Management Assistants. We have 
recently joined the association and will be your first 
point of contact for any tenancy and estate queries 
that you may have. You can contact us directly on 
01159166066 or via email at housing@tuntum.co.uk.

“We are still working, checking on our residents and 
making sure they’re okay – but rather than popping 
over to people’s homes, we’re catching up with 
tenants over the phone while we are all still socially 
distancing.

“We want to let every Tuntum tenant and 
leaseholder know that wherever you live, we 
are here to help you.

Visit the Citizens advice website for details on help 
that you can get https://www.citizensadvice.org.uk/
consumer/energy/energy-supply/get-help-paying-
your-bills/grants-and-benefits-to-help-you-pay-
your-energy-bills/

If you are having any difficulties with paying your rent, related 
to coronavirus or otherwise, then we are here to help.

Anokha Louise Sahida

Income Management Assistants

“Nobody is going to be evicted for not paying rent 
because of COVID-19, but if you’re worried about 
paying your rent or other bills, it’s really important that 
you speak to us as soon as possible so we can help.

“Otherwise, you need to pay your rent as normal. We 
really don’t want any of our tenants/leaseholders 
to build up debt, and we need to carry on 
collecting rent so we can keep looking 
after you and keep all of your housing 
services running.”

https://www.entitledto.co.uk/
www.understandinguniversalcredit.gov.uk/new-to-universal-credit
www.understandinguniversalcredit.gov.uk/new-to-universal-credit
https://www.citizensadvice.org.uk/consumer/energy/energy-supply/get-help-paying-your-bills/grants-and-benefits-to-help-you-pay-your-energy-bills/
https://www.citizensadvice.org.uk/consumer/energy/energy-supply/get-help-paying-your-bills/grants-and-benefits-to-help-you-pay-your-energy-bills/
https://www.citizensadvice.org.uk/consumer/energy/energy-supply/get-help-paying-your-bills/grants-and-benefits-to-help-you-pay-your-energy-bills/
https://www.citizensadvice.org.uk/consumer/energy/energy-supply/get-help-paying-your-bills/grants-and-benefits-to-help-you-pay-your-energy-bills/
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Are We Still Taking Precautions  
Against Covid-19?

Most definitely, we will still be asking you about 
any symptoms experience in your household and 
our staff will continue to wear personal protective 
equipment (PPE).

During the repair visit you will be asked to remain at 
least two metres away from any worker, or ideally in 
another room, with the door closed. We will ask that 
doors and windows remain open to ventilate the area.

We all know how important the annual 
carnival is for Tuntum and the people 
of Nottingham. Like lots of other events 
unfortunately the carnival which was due 
to take place in August was cancelled. But 
that did not stop Tuntum from keeping the 
carnival spirit alive by organising an online 
carnival celebration which took place on 
the 23rd August. The celebration included 
over 100 dancers and costumes being 
filmed in studio like surroundings and then 
being virtually transferred to the parade 

route on the Victoria Embankment 
to create an hour long virtual 
carnival parade. 

Plus there was lots of other 
entertainment with recipes, throwback 
videos, performances and lots of DJs. 
Richard Renwick, CEO said: 

“This was not an easy task to take on and 
it felt like as much work as the real thing 
but it was great fun and kept the carnival 
spirit alive. As always it could not have 
been done without the contribution of 
the Tuntum staff.” 

A much fuller update will be given in  
our autumn newsletter.

At the start of the pandemic we focused on emergency and 
urgent repairs. However, with the latest guidance from the 
government and the easing of lockdown, we managed to 
successfully return to a full service in July. 

What If I Want To Make  
Or Reschedule An Appointment?

Please use any of the methods below to contact us 
to report a repair or change an appointment.

Phone [office hours]: 0115 916 6066

Email: repairs@tuntum.co.uk

Website: https://www.tuntum.co.uk/im-a-tuntum-
resident/your-home/report-a-repair/

Cherelle Dyce, 

Technical Assistant

Benny White, 

Customer Support 

Administrator

Richard Renwick, 

CEO

Elizabeth Taylor, 

Neighbourhood 

Impact Worker

Matt Frazer, 
Housing Services 
Administrator

Debbie Lambert, 

Customer 

Excellence 

Leader

Chantelle Miller, Housing 

Services Manager

Tatiana Woolley, 

Communications Officer, being 

recorded for the virtual parade

We returned to a 
full repairs service 

Tuntum staff dancing 
for the people’s section 

of the virtual parade

Nottingham Carnival:  

“Not on de road…but online”

Rafik Ghumra, Director 

of Resources and Risk 

and Tracey Morton, 

Finance Officer

https://www.tuntum.co.uk/im-a-tuntum-resident/your-home/report-a-repair/
https://www.tuntum.co.uk/im-a-tuntum-resident/your-home/report-a-repair/
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Getting together  
during the pandemic
Jacqueline Shepherd, a resident at Lyn Gilzean for 3 
years, organised a socially responsible barbecue for the 
residents in Lyn Gilzean to cheer them up during the 
pandemic. Jacqueline said that meeting other residents 
was long overdue.

She said: “The event was a great success, really good 
turnout for my first event. Next time I hope to include 
and involve residents from Balisier Court.”

Christopher Foster, another resident, was the chef 
for the day and cooked a selection of burgers and 

sausages on the barbecue. Jerk chicken was also on 
the menu and supplied by Bev Pinnock.

Christopher Foster (left in pic) said: 
“I thoroughly enjoyed the day, the 
weather was good and it was nice to 
be amongst other residents from the 
scheme.”

Christopher would like to see more 
of this and suggested other ideas 

like beginners IT courses. He also 

Covid-19 support is still available to our residents

Our residents are still in receipt of free and subsidised meals from local 
community groups and our Tuntum staff are still making calls to catch up with 
the most vulnerable tenants. And, with the easing of restrictions our residents are 
venturing out and about a lot more. Staff held a tenants’ meeting, in June at Lyn 
Gilzean which was attended by many of the tenants where Jaqueline Shepherd 
was nominated as a tenant’s representative.

suggested a talk about 
Mental Health Awareness 
after being in lock down for 
such a long time.

Molr, a mature student from Iran 
studying English Literature and English Language at 
Nottingham Community College, said: “I’m really happy 
to be able to interact with other residents from the 
scheme, I felt a little isolated since the sudden closure 
of college due to Covid-19. Today is a good day!”

Dorothy Ellis, one of our Tpas members, said: “It’s 
encouraging seeing the residents socialising and 
getting fresh air. Going forward more things like this 
should be happening, and on a regular basis. Good day, 
good food, good company!”

Jacqueline in conjunction with the other residents have 
lots of ideas for future events. Watch this space!

“I want to express my thanks and Gratitude to 
the staff at Lyn Gilzean court for really looking 
out for us as tenants, and being there when 
we needed them through all of this madness. 
Where would we be without you all, Staff 
has checked on us every day, talked with us, 
encouraged us, I like that we did not feel on 
our own, it has been hard not being able to see 
family and friends, but it was made easier by 
the way staff, kept us going. Thank you all”.

Mr T King of Lyn Gilzean Court

“Thank you Tuntum, two weeks 
ago I had no hope for the 
future and now I am so happy 
to been offered a new tenancy 
which comes with a new 
lease of life, Laverne (Tuntum 
scheme manager) you have 
saved my life.”  

Mr S Jones a new tenant at 
Churchfield Terrace

“Thank you to all the staff at Lyn Gilzean you all went 
the extra mile for us. 

I truly did not expect all of this attention and help. 
We have had a non-stop chain of food and supplies 
through Tuntum Housing Association and you have 
put yourselves on the line for us, and put us first, even 
before yourselves. Even now when things have calmed 
down, you are all still pushing the boat out for us, still 
providing food, drinks, sweets.  Every other day there 
seems to be something new; it has been a devastating 
but brilliant journey through this covid, thanks to the 
dedication, and care of the staff.” 

Ms D Ellis of Lyn Gilzean Court

Dorothy Ellis, one of 
our Magnify members

Christopher cooking 
up a treat!

Jacqueline Shepherd (left) with 
Debbie Lambert, Customer 
Excellence Leader

Since the pandemic started 
we have implemented many 
measures to ensure that our 
residents are safe. One of them 
were the washing basins at 
Lyn Gilzean and Balisier. They 
have ensured that all visitors 
and staff can clean their hands 
before entering the buildings. 
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During the school holidays Tuntum staff organised some 
socially distanced sporting activities for all the families in 
Hucknall and Mansfield. These included, archery, kwik cricket, 
basketball, football and boules. 

These activities carried on for three weeks in the local parks.  
The families, along with staff have really  
enjoyed trying out new activities. 

Refugees families  
playing sports 

“I had great 
fun, and got to 
try some new 

games.”

“It was good  
to see everyone, 

I’ve missed 
them all.”

“I learnt some 
new games, I 

didn’t know what 
kwik cricket was, 
and now I like it.”

Tenants at Churchfield Terrace collected £180 to donate to Roy 
Castel Lung Cancer Foundation, a charity dedicated to beating 
lung cancer. This happened after William Eatherington, a former 
Churhfield Terrace resident, passed away in June 2020.

Tenants raising money for cancer

Welcome to our new tenants from 
Bromford Housing and West Terrace
Earlier in the year, Tuntum won a tender against 
other housing associations to acquire 69 homes 
from Bromford Housing, a much larger housing 
association operating primarily in the West 
Midlands. Despite the restrictions caused by the 
pandemic, Bromford and Tuntum were able to 
proceed with the legal due diligence work and 
complete the consultation with the tenants 
which was successful. We look forward 
to welcoming our new tenants in the 
following areas:

•  13 flats and 22 houses in Burton on Trent 

• 14 flats in Long Eaton, and

•  20 flats in Lace Market Close, Borrowash 

We have also welcomed 10 new tenants 
to our West Terrace homes in Ilkeston, 
Derbyshire. These new build are:

• 7 two-bedroom houses, and 

• 3 three-bedroom houses

Richard Renwick, Chief Executive says:  
“We are delighted to welcome our new 
tenants from Ilkeston, Long Eaton, Burton on 
Trent and Borrowash are new locations for us 
and we look forward to developing some new 
homes in those areas.”

Lisa Thornhill,  
3 North Street

Charlotte Hallam, 
4B Wilton Street

Gemma Males, 
4A Wilton Street
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our scrutiny panel

Would your smoke alarm save you?

Each year, Magnify chooses a number of aspects of 
Tuntum’s services to review, and write a report with 
recommendations for improvement which is presented to 
senior managers and the Board. Magnify is self-led, which 
means Tuntum doesn’t decide what they scrutinise or how 
they scrutinise it, and they are supported by TPAS, tenant 
engagement experts. All members of Magnify are given 
training and resources to help them carry out their role.

Get the facts:

•  working smoke alarms correctly positioned in your 
home can save your life

•  make sure you test your smoke alarms at least once 
a month

•  make sure you have smoke alarms on every floor of 
your home, including in each bedroom

•  do not put a smoke alarm in a kitchen or bathroom

•  don’t ever paint over a smoke alarm

•  have a plan for how you’d leave your home if your 
smoke alarms go off, and make sure everyone in 
your home knows what it is

Did you know?

•  cooking fires are the main causes of fire in 
the home

•  every 6 days someone dies in a fire started by 
smoking materials

•  two accidental dwelling fires a day are started 
by candles

•   faulty electrics cause about 4,000 fires in the  
home each year

Magnify is a scrutiny panel made up of Tuntum residents. ‘Scrutiny’ 
involves going through a process or a service very thoroughly, to make 
sure it is efficient for Tuntum and effective for residents – like putting it 
under a magnifying glass.

Cut the risk of fire in your home

•  never leave children in a kitchen cooking 
unattended – ideally, always stay in the kitchen, 
especially if you’re cooking with fat

•  do not pour water onto hot fat

•  keep electrical appliances clean and in good 
working order to prevent them triggering a fire

•  use plugs safely – too many in one socket can start 
a fire

•  when you finish a cigarette make sure it is right out 
– take special care when putting out cigarettes on 
balconies – just because you are outside doesn’t 
stop a fire starting

•  put candles in a holder and keep them away from 
things that may burn – never leave them burning 
when you’re not in the room

•  a lot of fires start at night – do some checks before 
you go to bed

Join Magnify 

If you’d like to join Magnify, or learn more about it, please 
contact us on 0115 916 6066 or email: housing@tuntum.co.uk

If a fire starts in your house, get out, stay out and dial 999 and ask for the Fire and Rescue Service.

We treat serious fires as an emergency repair and they are dealt with within 24 hours.  
Please contact us on 0115 9166066 or email repairs@tuntum.co.uk



Head Office
90 Beech Avenue, New Basford, 
Nottingham NG7 7LW

0115 916 6066 
admin@tuntum.co.uk 
www.tuntum.co.uk

If you would like this newsletter 
in another language or any other 
format, please contact us. /TuntumHA

/TuntumHA

we want to hearyourvoice
Here at Tuntum Housing we pride 
ourselves on providing the best 
possible services to all of our 
residents, because without you 

Tuntum would not exist. 

However, we totally accept that at 
times we may not quite get it right 
first time. This is why we need you to 
come and join us in having your say 
on the services that matter to you!

Contact Chantelle or Debbie on: 
0115 916 6066  
for a chat about how 
YOU can get involved!

     We all have a voice and 
together, we can make sure 
that your voice is heard!


