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Shirley Wheat (left) board member and Elizabeth
Lodge and Portland Close Sheltered Residents Scheme, prepare

to light the barbeque.

Chill - ‘ First class
it coulo customers
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With summer upon us and people preparing
to dust down their barbeques and pack
some picnics hoping for some sunny
weather, please spare a few minutes to
think about keeping your food cold - and
yourself healthy.

The number of cases of listeria food poisoning has
been slowly increasing, especially amongst older
people, for whom a serious bout of illness could
prove fatal. Only take food out of the fridge when you
want to prepare it or eat it, and if you are heading out
on a picnic, try and eat your packed lunch within four
hours of making it.

Food for the barbie should also stay in the fridge until
you are ready to cook it, and as always, make sure

it is thoroughly cooked through, not black on the
outside and cold within.

The listeria bacteria is found in a number of chilled
foods, such as soft cheeses, sliced cooked meats We are on the look-out again for customers
and ready meals. Reduce risks by keeping to use-by who make a difference in their communities,
dates, only storing leftovers and opened foods in the and deserve some praise for what they do.
fridge for two days, ensure your fridge is set at 5°c or
below, and put your perishable goods in the fridge as It could be a neighbour who is always helping you out, or someone
soon as you return from shopping. on your street who regularly keeps the place looking tidy. Perhaps
you know a customer who raises money for charity, but never asks

For more information, a range of leaflets for anything themselves.

are available at your local SARH office or
from the borough council’s environmental
and health services. There is also more

info at www.eatwell.gov.uk

All these people are probably going about their business quietly
and unassuming — but we want to hear about them! They will be
considered for our ‘Neighbour of the Year’ Award.

Our previous winner, John Cartwright, was described
as a real “diamond” by Lynne Erasmus, for the constant help he
provided to her father, George Leather, a Parkinson’s sufferer.

Lynne wrote and told us about the endless hours John spent with his
neighbour in Shakespeare Road, keeping him company and doing
household chores.

We want to hear about any customer you know who deserves some
praise — send your nominations to Elaine Denney at SARH, The
Rurals, 1 Parker Court, Staffordshire Technology Park, Beaconside,
Stafford, ST18 OWP, to reach us no later than August 21.

The winner will be announced and presented
with their trophy at our annual general meeting

in September.
Dykes from Blythe



r

.
HELPING YOU TO

We all know we should be eating healthier
foods and taking regular exercise, but if
you need help getting started, where do
you turn?

Losing weight, improving your diet and getting fit are
great goals to have, but if you need a bit of help getting
started, South Staffordshire Primary Care Trust (PCT),
might well have the answer.

The PCT has just launched a new advice programme, using a

team of health experts, who can give you practical help to keep

fit and lead a healthier life.

The health trainers cover Stafford, Stone, Gnosall, Eccleshall,
Great Haywood and Penkridge, offering one-to-one sessions
designed to get you motivated, encourage and support you.

They begin with a risk assessment to help you understand
how your current lifestyle impacts on your long term health
and will then help draw up a plan to get you eating better and

BETTER HEALTH

doing more physical exercise, as well as helping with things like
stopping smoking, and cutting down on the alcohol you drink.

Yvonne Hughes, health trainer for central and south Stafford,
covering Rising Brook Health Centre, explained that the trainers
are there to offer you good positive practical advice, not preach
about bad habits.

“Health Trainers enable people to make choices about
lifestyle changes to minimise the risk of long term
illness,” she said.

Rating our repairs

Our team of customer inspectors has been
hard at work again and has now completed
a report on our repairs service.

Following the inspection, the team made some valuable
recommendations, which included:

e Updating the repairs charter and section of the SARH
website to keep customers up-to-date with news,
which we have agreed to do by the autumn.

¢ Improving the monitoring of the routine repairs to ensure they
are managed as well as the urgent and emergency repairs.
This is an area we were already looking to improve, and look
forward to the inspection team seeing some progress when
they carry out their review in the autumn.

Chris Plant, SARH’s Customer Participation Manager, said the
inspections were a helpful way of identifying areas needing further
improvement, and also thanked the many customers who had
added their thoughts to the process.

“Many of you assisted by responding to surveys or
attending focus groups, and we thank you very much for
your input,” he added.

The customer inspectors conduct their inspections through a
range of different methods, including shadowing staff, mystery
shopping, interviewing customers and comparing SARH to other
social landlords to see how their services differ.

If you are interested in seeing the team’s full report,
or would like to find out more about the customer
inspectors project, ring the Customer Participation
Team on 01785 216675.
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Home improvements - the television schedule seems
packed with programmes on the subject — and so is
our schedule for the next two years!

We have spent recent weeks appointing the right contractors for
the work, and are now looking forward to seeing them get stuck
into a huge programme of improvements which include:

* New kitchens or bathrooms in 308 homes, with
the option to have new internal doors throughout

e 120 level access showers for people needing them

¢ | oft insulation top-ups for a number of properties

® New external, high security doors, both front and back,
for 693 homes

® Heating systems replaced in 200 homes, including a
new programme to start replacing storage heaters

¢ New roofs, UPVc soffits, fascias, guttering and
downpipes for 222 homes

¢ A range of external work, including new fencing,
gates, hard standings and dropped kerbs and footpaths

e External painting for more than 1,000 homes

¢ Electrical andsgas maintenance works where needed N
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We also have community-based work planned, such as
landscaping and car park provision, all of which will improve your
environment, as well as up to £100,000 to spend on customers’
initiative scheme projects.

For a closer look at what exactly is taking place, when
and where, please have a look at the detailed plans
on our website www.sarh.co.uk

Dave Wilkins, Stock Investment Support Services Manager,
explained that SARH is now in the process of contacting
customers whose homes are due for improvements.

“During June we wrote to everyone in the first part of
our works programme, giving information on which
works were due and promising that our contractors
would be in touch with customers to arrange start
dates in their homes,” he said.

“Work has already started and our contractors

will now be very busy over the summer months
and beyond.”

Draper and Margaret Shepherd.
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Grounds for
celebration

A big thumbs-up to Greenfingers, our grounds
maintenance contractor, for the team’s hard work during
the winter maintenance schedule.

Even during the cold weather, there is still always plenty
to do outside, and the team was out and about sorting
out shrubs, beds and general cultivated areas around our
estates to help get them looking better then ever before.

The grass cutting season began with a few teething troubles
but weekly satisfaction feedback is very positive and
standards are now good and climbing.

Many grassed areas were in a poor state at the beginning of
the season, and we’d really appreciate it if you could bear
with us and the team as they move from higher level cuts to
help maintain high standards.

Please remember that grass cuttings on estates are mulched
into the grass, which will be far more effective as the length
of the grass becomes shorter and more manageable.

Greenfingers have shown their willingness to respond to
customers and go the extra mile and we look forward to
continuous improvement over the summer.
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Tree-mendous work

We are really pleased to report that our tree survey
has begun, with all trees in our ownership being
identified and rated in terms of condition, safety and
necessary work.

Once this is complete, we will be able to put together
a maintenance programme, and give you more detailed
information of our plans.

Trees in your gardens will be assessed separately by our
stock condition surveyor, who will call in a tree surgeon
to assess any trees which need maintenance or safety
work completing.

Could you please help us by telling us about any concerns
you have about trees on our land, whether in open spaces
or in your gardens, by ringing free on 0800 111 4554 or via
www.sarh.co.uk

Making key decisions

Want to know how we decide some of the
finishes we are going to use when refitting
your homes?

We ask you, of course!

The quality and design forum is a group of customers and staff
who help to specify the equipment to be installed in your homes,
choosing the range of wall tiles, flooring, kitchen and bathroom
units, special anti-fungal paints and taps, including special
designs for those with specific needs.
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Consulting our
customers

Thanks to the many customers who turned up to our
investment programme events in Stafford and Stone in
June, where they were given a real taste of what’s to come.

The Investment Programme Exhibition and Consultation
sessions were a chance for you to have a close-up look at the
equipment we are installing in your homes, and to meet the
contractors and our staff involved in the improvement work.

Contractors attending included Premier Kitchens,
Pegler Taps, G Purchase, Securidor and BGC, our aids and
adaptations contractor.

Customers were able to talk with our technical staff, take part
in competitions, use an internet café and try their hand at a
games console provided by Chips, Stafford.

Housing staff demonstrated their new Choice-Based Lettings
system to be launched shortly, which will allow those in
housing need to “bid” for the tenancies of empty Stafford and
Rural Homes properties. The scheme is featured in more detail
on page 6
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Adapt to a better life

What a transformation! Our aids and adaptations
service has been working all-out in recent months to fit
almost 150 vital pieces of equipment which will greatly
improve the quality of life for customers.

Since October 2008 we have completed over 140 level
access showers, over-bath showers, hand rails, ramps and
major adaptations.

Smaller jobs such as grab rails, half-steps and raised
electrical sockets are dealt with quickly by our Repairs First
team, while major works like showers, stair lifts and room
extensions are completed following a needs assessment by
an occupational therapist.

We are committed again this year to delivering as many
adaptations as we can, so if you feel that you have a
need, contact us free on 0800 111 4554 or download the
application form at www.sarh.co.uk

Dave Wilkins, of SARH, explained that the process is vital to the
improvement work, and ensures customers get what they want.

“The help of our customers is a critical part of our successful
delivery of services and we thank the customers involved for
their invaluable help this year,” he said.

For details of the full range of fittings being used,
visit www.sarh.co.uk



Get focused

Do you feel you have something to
contribute about the way our services
are run but are not sure how to get your
voice heard?

Then you could be a vital ingredient in one of our focus
groups, which concentrate on many different areas of our
service, and allow our customers to have a real say about
the way they are run.

Members of our Eager 800 group recently met at the
Gatehouse theatre in Stafford, giving them an opportunity to
meet SARH staff, discuss services and talk about what they
were pleased about, and dissatisfied with.

As well as events like this, we have a host of different
groups and panels who meet, not just to give feedback on
what we are doing, but to actually help shape

our services.

Examples of opportunities to get involved include:
Reader’s Panel — customers read through and check any
written material before it is sent to all customers.

Service Charge Review Group - this is an opportunity
to give your opinions and views on how to successfully
implement the findings of the service charge review.

Volunteer youth workers - lend a hand and help supervise
youth activities

Repairs First Performance Steering Group — these
customers monitor the performance of our Repairs First
team to ensure they are providing an excellent service.

Continuous Improvement and Performance Group — join us
to help scrutinise the performance of SARH and encourage
continuous improvement.

Any customers interested in joining any of our groups
or getting more information should please contact our
Customer Services Group on 0800 111 4554.
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Responding to
your requests

We really care about what our customers
think of our service, and listening to
feedback and acting upon it is one of our
highest priorities.

Here’s some of the action we have taken over recent months to
address your concerns.

Oxleathers Court, Stafford

Following feedback from customers, who were worried that it

may present noise problems, we have amended our proposals
concerning the position of the laundry at Oxleathers Court, Stafford.

Phone calls
After consulting customers, we have now changed the music we
use when you ring and are put ‘on hold’.

This was in response to comments from customers who felt the
original music was somewhat uninspiring — one customer even
referred to it as ‘terrible noise’!

The customer service centre lines were updated at the end of last
year, and we have now updated the remainder of the lines, nearly
200 in total.

Sheltered schemes

Customers living in our sheltered schemes told us they were
frustrated that their properties were never included in planned major
works programmes. .We'have now changed this, and they will be
included as part of the programme for 2009/10: You can read all
about our refurbishments in greater detail on page 12.

Stafford Juniors FC
under-10 side who finished
runners-up in their league.

Well done to Stafford Juniors FC which saw
its teams have fantastic seasons, crowned
by the under-12s winning the division one
championship.

The under-10s, who were sponsored by SARH this season, helping
to pay for new kits, goals and training equipment, were second in
their league, and narrowly missed out on a cup semi-final.

Our continued support for the club will ensure that all the teams
next season will be playing in the same kits, and with the same
training jackets. Best of luck to the boys, and let’s hope it’s an even
more successful year one for all the teams.



My relative has died -
can | keep my home?

Losing a relative is a hugely traumatic
time for any family, and can also raise
uncertainty about what happens to
their home.

Where a customer has died, their spouse, partner, or in some
cases another family member, can ask to take on the tenancy.

This is called succession, and is a right given to spouses and
certain relatives who have lived at the property for the last 12
months.

We fully understand that a remaining spouse or partner usually
wants to stay in the same home. There is always the option of
thinking about moving to a smaller home, but we will only think
about this where the remaining spouse or partner wants tq
make this choice.

Other members of the family who are entitled to succeed 10
the tenancy may be able to stay in the same home if it is al
suitable size for their household needs, otherwise alternative
housing will be found.

If you have any questions please
contact the Housing Choices Team on
0800 111 4554

Looking
good?

Hopefully by now
you’ll have noticed
that we have made .
some changes to this edition of ~ . g &4
»

Opening Doors to Better Homes

v
.

QOur aim is always to make it the best we can, and an .‘ 1
interesting read for all of our customers. i
So do you like our new look? We’d love your feedback,‘and R
suggestions on any changes we can make to future editions @ -
We know you want to know what SARH is up to on yqur

behalf — but we also want to know what you, the customers,

are doing tool

Do you help your neighbours? Does your community
regularly organise events? Are you an avid fund-raiser, or
do you volunteer? Maybe you have a big celebration coming
up, such as a silver wedding anniversary or a birthday ending
in a big 0?

We want you to share your news with us.
This is YOUR magazine, so help us make
sure it says what you want it to — get in
touch by ringing 0800 111 4554 or email
elaine.denney@sarh.co.uk
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Bringing lessons to I|f \

SARH Chief Executive, Karen Armitage, meets some
pupils from Silkmore School during a visit to the area.

We are delighted our partnership with
Silkmore School continues to go from
strength to strength.

Following a visit to our offices and a tour of The Rurals back in
February for school council members, SARH Chief Executive,
Karen Armitage, and Customer Participation Officer,

Sandra Shipperley, returned the compliment recently and
visited the school.

Both were impressed with the attitude of the pupils, and agreed
the ethos of the school very much reflected the same values as
those of SARH.

“It was wonderful to see the children so interested in what we
do, their communities, and how they can play a part in shaping
where they live,” said Sandra.

“These youngsters are the future of this community, and we are
thoroughly enjoying building such relationships, which help us
to learn even more about our customers and the communities
we serve.”

Elsewhere in Silkmore, the Glebelands Youth Forum also
continues to develop, and congratulations to them on producing
their first newsletter.

As part of their latest project, the young people — who formed the
forum 18 months ago, have been looking back to the past and
comparing what life was like as a child in the last century.

With this in mind, the group visited Hall Close Sheltered Housing
Scheme, and had a fabulous day.

“The atmosphere was warm and friendly, and it’s difficult to say
who got the most out of the meeting - the residents rose to
the occasion and put on a grand spread for the children, who
thoroughly enjoyed themselves,” said Sandra.

“The residents also brought old money, old photos and talked
about the type of food that had been available, what time children
went to bed, what they wore, how they had bathed and so on.”

“The children were fascinated, but the residents really raised the
roof when they talked about the mischief they used to get up to!
“Everyone enjoyed the occasion so much that they want to meet
regularly, and we are now looking at the possibility of setting up a
regular intergenerational club. There is so much for everyone to
learn, we think it would be fantastic opportunity.”
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SUMMER PHOTO COMPETITION

Send us your pictures of Summer for a chance to win £25 of shopping
]

i tact details to:

. _ Please send photos with your name and con
< pElaine Denney at elaine.denney@sarh.co.uk or.
Stafford and Rural Homes, The Rurals,
arker Court, Dyson Way, Stafford ST18 owP

Opening doors is produced by Stafford and Rural Homes,
The Rurals, 1 Parker Court, Dyson Way, Stafford ST18 OWP

E 0800 1114554 www.sarh.co.uk

SURYROIE £ you need this document in large print or another format,

and rural homes g
G LA s please contact our customer services team on 0800 111 4554






