What are our tenants up to?

BBQ in memory of
former residents

Lyn Gilzean and Churchfield Terrace tenants
enjoyed a BBQ at Lyn Gilzean Court. The BBQ
was organised by tenants and staff in memory
of Lyn Gilzean tenants, Kevin Moore and Mula
Esmaeli who sadly passed away in August.

Pride in my garden

They played dominoes and socialized with each
other whilst enjoying some delicious jerk chicken
and fries.

Churchfield Terrace tenants have been busy
transforming their gardens into a little den.
Don’t they look just lovely?

Afternoon of play

Back in August, staff and residents of Lyn Gilzean
Court held an activity afternoon. Residents played
bingo, whilst maintaining the distancing rule. A

buffet style lunch was provided. Three residents
from Churchfield Terrace also attended this event.

Unfortunately the regular staff and residents
meetings at Lyn Gilzean Court, chaired by
Jacqueline Shepherd a resident of Lyn Gilzean
Court have temporarily been postponed due to
Covid 19 restrictions.
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Keep up to date with Tuntum news and announcements - follow us on Facebook at facebook.com/TuntumHA
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Magnify’'s next project: Engage

Magnify, our scrutiny group, are keen to commence a review of a new
project. The next scrutiny exercise will involve members reviewing our
tenants’ newsletter, Engage in this quarter.

* Are you reading Engage? If not, why not?
And If you are, what do you like or dislike
about it?

* What would you like to see included in the
newsletter?

* How would you prefer to receive the
newsletter (by email or by post)?

* Would you be interested in being part
of an editorial panel that produces the
newsletter?

* How does Engage compare to that of
other organisations?

* |s Engage good value for money?

Since our last scrutiny event, where we
looked at our repairs processes, we have
successfully recruited three new participants
to join the current Magnify group.

We will be sending a leaflet to all tenants
and publicising the event on our website
www.tuntum.co.uk explaining how you can
get involved, we look forward to hearing
from you!




day. All Nottingham troupes and
guest troupes kept their passion
for carnival by participating in

the online parade showing their
best moves and their amazing
costumes. At the end of the
parade you can watch Tuntum
staff and members of the public
taking part in the People’s parade.

Coronavirus scams, don’t fall for them!

The National Trading Standards Scams team has
produced some helpful materials to help make
everyone aware of coronavirus related scams, and
how to avoid them.

Here are just some of the scams we are aware of, but
please note that criminals come in all shapes and sizes
and can contact you at the door, by phone, post or
online:

* People offering miracle cures or vaccines for
coronavirus - there is no specific treatment for
coronavirus (COVID-19). Make sure you follow
government advice for the most up to date and
accurate information about coronavirus.

* People impersonating healthcare workers, claiming to
be offering ‘home-testing’ for coronavirus - this is a
scam and these kits are not currently available to buy.

* Emails saying that you can get a refund on taxes,
utilities or similar are usually untrue. Emails of this
nature usually want your personal bank details.

* Fake products available to buy online that say they
can protect you or cure coronavirus. These will not
help and are designed to take your money.

¢ There are new mobile phone applications that claim
to give you updates on the virus but instead, they
lock your phone and demand a ransom.

* Your bank or the police will never ask for your bank
details over the phone.
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Nottingham Carnival:g
“Noton deroad...buto

real success with people from all
over the world watching it on the

You can watch it online on our Nottingham Carnival YouTube
channel: https://youtu.be/nDpkb-OR4ZE

» People offering to do your shopping or |
collecting medication and asking for
money upfront and then disappearing.

\

Tips to avoid being scammed: -

* Be cautious and listen to your instincts. Don’t be
afraid to hang up, bin it, delete it or shut the door.

» Take your time; don’t be rushed.

* |f someone claims to represent a charity, ask them for
ID. Be suspicious of requests for money up front.

* If you are online, be aware of fake news and use
trusted sources such as: gov.uk or NHS.uk websites.
Make sure you type the addresses in and don’t click
on links in emails.

* Only purchase goods from legitimate retailers and
take a moment to think before parting with money or
personal information.

* Know who you’re dealing with - if you need help, talk
to someone you know or get in touch with your local
Council.

 Protect your financial information, especially from
people you don’t know. Never give your bank card
or PIN to a stranger.

Contact information:

If you think you’ve been scammed, report it to Action
Fraud on 0300 123 2040 and if you need advice, call
the Citizens Advice Consumer Helpline on 0808 223
1133. If you are in immediate danger, contact the police
on 999.

Contact your bank if you think you have been
scammed.

To learn more about different types of scams
and how to protect yourself and others, visit
www.FriendsAgainstScams.org.uk and complete
the free online training.
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Your finances during the pandemic

The coronavirus pandemic has had a huge impact on all of us in one way
or another. Many of us have felt a lot of uncertainty over the last few
months around our day-to-day lives and our finances.

One of the biggest concerns is the loss of income  Discretionary Housing Payment - You can claim
and the effect it has had on people from all walks DHP if you need more help with housing costs if
of life. If you have been made redundant, lost you are in receipt of Universal Credit with housing
hours, been off work sick, on furlough or lost your costs towards rental liability or Housing Benefit.
job you may already know that there is help out These payments can help towards shortfalls in
there. However, a lot of people don’t know how rent payments. For example, bedroom tax or
much help is available. benefit cap.

Many people know that they could be eligible for e Personal Independence Payments - Personal
Universal Credit when on low income. Universal Independence Payment (PIP) can help you with
Credit is a means-tested benefit to help meet your some of the extra costs if you have a long term
basic living costs. You could work for an employer, ill-health or disability (this also includes mental
be self-employed, have been recently furloughed health conditions). You can claim PIP whether
or made redundant, or have had a reduction in you’re working or not.

wages, and still apply.

Responding to the coronavirus crisis, the
Government made changes to Universal Credit
earlier this year, including increasing the monthly
standard rate, removing the ‘minimum income
floor’ to help self-employed people whose income
has fallen, and increasing the allowance for private
renters who need help with housing costs.

On top of claiming Universal Credit there are
additional benefits to help with the cost of daily
living such as;

» Council Tax Reduction - You will need to make a
separate claim with your local council to request
a reduction in your council tax bill.
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Your voice matters

As we value your opinion and we are committed
to improving services for our customers, we have
once again asked M-E-L Research to deliver a
phone survey to find out how we dealt with you
throughout the pandemic. M-E-L Research is an
independent research company who carries out
regular surveys on our behalf.

The survey will take place between October
and November 2020. The researchers won’t
be calling everyone and those who are invited
to take part have been randomly selected.
For those who have already been contacted
and provided some feedback we would like to
thank you.

research

If you haven’t received a call but would like to
let us know what you think, we are still keen to
hear from you. There are many other ways you
can give us your feedback. All responses will be
anonymised.

If you have any other questions about the
survey or would like to give us some feedback,
please contact us on 0115 916 6066 (option 3)
or email housing@tuntum.co.uk

Understanding the stages of a complaint
and the Ombudsman services

The Housing Ombudsman Service is set up by
law to look at complaints about the housing
organisations that are registered with them.
Their service is free, independent and impartial.

Before you escalate a complaint to the Ombudsman
make sure you have followed the process below:

1. You have told your landlord about the problem.

The first step is to report the problem to us. We
might be able to put things right. We have our own
complaints procedures (https://www.tuntum.co.uk/
complaints/) that is easy to use, fair and desighed
to put things right.

2. Complain to a designated person.

If you are unable to resolve your complaint through
Tuntum’s complaints procedures you can contact

a designated person who can also help find a
solution. The designated person can be an MP, a
local councillor or our Independent Complaints
Panel. Their role is to help resolve disputes between
tenants and their landlords which they can do in
whatever way they think is most likely to work. If
the designated person cannot help they can refer a
complaint to the Ombudsman. If you have decided

not to contact a designated person you can go
directly to the Ombudsman eight weeks after your
landlord has given you its final response to your
complaint.

3. Escalate your complaint to the Ombudsman.

The Ombudsman will deal with each complaint
to find the best outcome for your individual
circumstances. Once they receive your complaint
they may:

» Refer the case to a different organisation if it is an
issue they cannot make a decision about because
it is not in their jurisdiction.

Work with you and your landlord to resolve the
dispute under their early resolution procedure.
For example they can use their experience of
resolving complaints to make suggestions to the
landlord and/or the resident if they believe there
is a way to resolve the complaint.

Carry out an investigation; they only do this
for those complaints where they decide

an investigation is proportionate to the
circumstances and evidence before us, for
example complex complaints involving many
issues.

If you want to know more about the Housing
Ombudsman Service visit www.tuntum.co.uk/
ombudsman/

Housing

Ombudsman Service

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

With many of us working from home for the foreseeable future, our
houses have become our offices as well as the place we spend the
majority of our free time. So it’s really important that you cooperate
with us in preparing your homes for the colder months and making sure
your boiler is working safely.

A well maintained boiler will be more efficient,
which could then save you money on your fuel
bills. Turn on your boiler for a short time to test
everything is working as it should, if not then let us
know and we will arrange an engineer to come and
resolve the issues.

There are some checks you can do first:
¢ Gas and Electric

Ensure that you have credit on both meters and
they are working for example, check whether your
cooker and/or gas fire are working to enable the
boiler to switch on and fire up.

¢ Boiler Pressure

If your boiler’s been out of action for a while and
you’re only just turning it back on, the pressure
should be around the 1- 1.5 bar. If it’s showing less
than 0.5 bar, you’ll need to let us know.

¢ Radiators

Check that they are switched on at the valves and
that the radiators are heating up properly. Let us
know any that are not getting warm. If needed,
thermostatic valves can be set in the individual
rooms.

e Leaks

If water is leaking when the boiler is on then let
us know and we will get it looked at as soon as
possible.

These tips will ensure your boiler will keep working
throughout the winter, heating your home and
helping to create a cosy place to live and work.

It is our responsibility to service all appliances
each year and it is important we have your
cooperation to do this. Not having access to
your home is the biggest problem we have when
carrying out this vital service. So when you

have made an appointment for this service, it is
important that you are there to let us in.
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Key Performances and Targets for 2019/20

GREEN = target currently met. AVTEER = (el o il RED = failed target by more than 10%
tolerance levels

S o -
General Needs Housing

Current tenants’ rent arrears 3% 2.41% 3%
Rents collected 100% 100.52% 100%
’Fjre;;z r'fySt due to empty 1% 0.48% 1%
No. of properties surveyed 20% 20% 20%
Tenancy turnover Below 3% Below 3%
Re-let time 21 days 26 days 21 days
Sheltered housing and specialist schemes

Current residents rent arrears 2% 1.9% 2%
Rents collected 100% 94.82% 100%
Voids 4% 3.76% 4%
Health & Safety

Properties tested for 100% 100% 100%

legionella

Asbestos surveys -
undertaken for properties 20% per annum 20% 75 properties
built pre 2000

Fire (Full compliance)
- Undertake Risk

100% 99% 100%
Assessments and Implement
Recommendations
Surverys conducted by MEL Research
Overall satisfaction 85% plus 84% 85% plus
Repair satisfaction 85% plus 76% 85% plus
Rents give Value For Money 85% 87% 85%
Response to complaints 90% 94% 90%

Repairs carried out within agreed response time

Emergency 100% 98.5% 100%
Urgent 90% 95% 90%
Routine 90% 95% 90%
All Repairs 93% 96% 93%
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