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Inside  
this Issue Welcome

This issue is our first digital-only  
copy of Well Informed! This is all  
thanks to our Customer Scrutiny Panel who 
recommended a ‘shift’ from a printed format to 
online, in order to promote value for money.

You may have also noticed a change in the type of content 
in this issue. This is as a result of the Let’s Talk Online survey 
that many of you took part in which helped us understand 
what you want to know from us – so thank you for your 
feedback and I hope you enjoy this ‘new look’ issue.

Lastly, I want to take this moment to say thank you to our 
current Chair of the Board, Tim Davy, who will be stepping 
down in September. Tim has been invaluable for shaping 
who we are today. With this in mind, John Lewis, who has 
been on our Board for four years, will take up the position as 
Chair from September and we wish him luck in his new role.

Like us on Facebook: 
www.facebook.com/ 
wellingboroughhomes
Follow us on Twitter: 
@whomes_hr

Jo Savage 
Wellingborough Homes Chief Executive

Our values:

RESPECT TRUST ONE TEAM EMPOWERED EFFICIENT & 
EFFECTIVE

You helped us collect 17,524 
tins of food to donate to a  
local foodbank

We placed 23rd 
in the Top 50  
Landlords in  
the country

We obtained the Investors 
in the Environment  
(iiE) Green Award  

for a following year

Our brand new  
customer portal  
was launched

5 successes
since the last issue

Our brand new website 
was launched
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Universal Credit is coming
Universal Credit is a benefit for working age people that 
replaces a number of other benefits and tax credits. 

It’s a single monthly payment for 
people in or out of work. The idea is 
to make it easier to move into and out 
of work because you don’t need to 
transfer to a different benefit as your 
situation changes.

 
Will it affect me?

Universal Credit will affect you if you 
are of working age (currently set at 
18-60 years and six months) and you 
are currently claiming, or want to claim, 
any of the following benefits:

• Income-based Jobseeker’s Allowance

• Income-related Employment and  
 Support Allowance

• Income Support

• Child Tax Credit

• Working Tax Credit

• Housing Benefit

When will it go live?

• Kettering – 17th October 2018

• Northampton – 14th November 2018

• Wellingborough – 21st November 2018

How to get ready for Universal Credit
1.  Create a bank account

Make sure you have a bank, building society or credit union account that Universal Credit 
can be paid into, and from which you can pay rent and other bills by Direct Debit

 
2. Get online

You will have to make your Universal Credit claim and manage  
your account online. You can do this using your own PC, tablet  
and/or smartphone, or at the Job Centre Plus.

 
3. Work to a monthly budget

The Government’s Money Advice Service has a useful tool.  
Please visit www.wellingboroughhomes.org for more information.
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The Customer Assembly Panel 
is made up of our customers 
and was set up in 2015 to 
monitor the involvement of 
customers throughout the 
business and to strengthen 
links between customer and 
the Board.

Meet the Chair  
of the Customer  
Assembly Panel

Customer Scott Fitzsimmons took up the position as Chair in June last year. We spoke to 
Scott about the progress of the panel and customer involvement as a whole.

What is the panel working on at  
the moment? 

“We have planned a visit to Cross Keys 
Homes in September to meet their 
Customer Assembly panel as they 
have won many awards for customer 
involvement. We’re hoping to get new 
ideas for our customer involvement that 
perhaps we don’t use at the moment.”

What has your greatest achievement been 
with the Customer Assembly Panel so far?

“I’ve got to say the greatest achievement 
has been seeing the work we have done 
around building relationships with the 
Board. A lot of work went into it and then 
to be able to present the work to the Board 
for them to accept was great.  

“Since then, we have moved forward 
with the work and have been part of 
the recruitment process for Board 

Members and the Chair of the Board 
and both have been very successful. 
The relationship between the Customer 
Assembly, the Executive team and Board 
is at a very good position which is great 
for both involved customer panels and 
Wellingborough Homes.” 

How would you describe your experience 
as Chair of the Customer Assembly Panel?

“It’s been a great year as Chair. I feel 
the Customer Assembly have achieved 
loads over the last year including the 
Board recruitment process, having Board 
Members attend meetings, attending 
Board Away Days and Board Stock Tour 
with staff and Board Members. 

“With the support from staff, Executive 
team and Board it has made my role as 
Chair a lot easier than I thought and a 
fantastic experience.”

4 | Wellinformed | Autumn 2018



“ For me that’s a great accomplishment 
for both Wellingborough Homes and 
Involved Customers to be able to 
showcase their work and makes the 
work we do worthwhile.”

Congratulations to Scott!
All of the hard work that Scott has given 
to Wellingborough Homes was recognised 
when he won an award for an individual 
customers’ outstanding contribution to 
tenant participation at the East Midlands 
Tenant Participation Forum.

How did you feel when you were asked to 
present at the TPAS conference?

“It was a pleasure to be asked to present 
Wellingborough Homes’ Customer 
Assembly work to TPAS (Tenant 
Participation Advisory Service) at their 
recent annual conference. The presentation 
went down really well and we got lots 
of positive feedback based on our work. 
The presentation was first presented to 
the East Midlands Tenant Participation 
Forum before the TPAS conference and 
we have been invited to present the work 
at the CIH (Chartered Institute of Housing) 
Conference later this year. 

Why should more customers be involved 
with shaping our future?

The more customers we have involved the 
better! Everyone has different opinions 
and ideas, so getting more customers 
involved is a great way in monitoring 
Wellingborough Homes and shaping the 
future of the organisation.

Customers working together are able to 
influence policies, strategies and service 
standards as well as ensuring the voice 
of the customer is heard by staff and the 
Board. Customers are able to change and 
challenge where needed as they are in the 
best position to understand their homes 
and their communities. 
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One of their most recent scrutinies was 
of the Estates Services team. This team 
are responsible for looking after your 
communities, including grass cutting, 
removing fly tipping, dealing with graffiti 
and looking after communal areas.

From this scrutiny, we wanted to find out:

• What was the overall customer experience?

• What is most important to customers  
 about the service?

• How can we improve the service?

The panel conducted their research by:

• Speaking with other housing associations 
 about what they do

• Looking at internal data such as the type  
 of jobs that are raised

• Interviewing staff and job shadowing

• Taking out customer focus groups

• Taking out surveys of customers

You made a difference: 
Quieter and safer tools 
for our Estate Services
The Customer Scrutiny Panel are another group of dedicated 
customers who look at a specific service that we provide and 
give recommendations of how the service can be improved 
for customers.

Thanks to the  
recommendations  
from the Customer  
Scrutiny Panel, the  
following changes  
have been made:

 
More information 
about the service 
The Estates Services Standard has 
been published on our website to help 
you know what level of services you 
should expect from the team

Energy efficient light bulbs 
LED light bulbs have been fitted in all 
communal buildings

Safer and quieter tools 
Battery operated power tools have 
been introduced and as well as being 
better for the environment then our 
old petrol tools, they are also lighter 
and have less vibrations so are safer 
for our operatives to use!
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“ I was surprised when I got 
the news but was ecstatic 
and honoured. I would like 
to let people know that they 
should never give up and 
always follow their dreams.”
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Cheryl Armatrading was a member of 
our Customer Assembly panel before 
we opened the recruitment of a Board 
Member position to our customers  
in March. 

She has over 25 years’ experience 
in working within the community 
professionally, as well as voluntarily. 
She is also the Director of the Antoin 
Akpom Achievements Foundation, 
which provides workshops for young 
people; challenging behaviours and 
changing lives. 

Cheryl will officially become a Board 
Member at the end of September 2018.

Customer becomes Board Member
A Wellingborough Homes customer has become successful 
in her application to become a member of our board.



Customers can now get free energy price comparison 
checks to lower their bills. 
 
Energy Angels will ensure they find you the cheapest gas and electricity deals! The 
switch will be hassle free and very green in more ways than one as it will not only be 
saving you money, but also helping the environment.

Switching your energy supply to Energy 
Angels will be more efficient as they will:

• Provide customers an OFGEM accredited  
 price comparison service for new and  
 existing customers as well as staff

• Promise tariffs will be cheaper than the  
 big six energy suppliers which means  
 lower fuel costs

Coming soon…

Soon a brand new portal will launch 
allowing you to enter all of your information 
and Energy Angels will be able to give you 
a quote on which is the best provider for 
your needs.

If you have any questions about 
your energy supply or SMART 
metering, call Energy Angels 
on 01902 585500 or speak to a 
member of staff for details.

www.energyangels.co.uk
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Cheaper gas and electricity 
for our customers
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Love your garden

LIVE, which is run by Olympus Care, is a 
day centre for adults with learning and/or 
physical disabilities who tackle the out of 
control gardens of those who cannot do  
it themselves.

Mr Hodges’ front garden was very 
overgrown and blocked the walk way into 
his home. As a result of the scheme, both 
his front and rear gardens have been given 
a complete makeover and are now clear of 
any overgrown bushes and weeds.

A very overwhelmed Mr Hodges said: “It 
only took the team one day to clear all of 
the trees from the garden. They were all 
very nice and did a great job!”

Since this first project, LIVE have continued 
to clear and tidy the gardens for even more 
of our customers. Those who can benefit 
from this free scheme must be unable to 
clear the garden themselves. If you know 
of, or are a customer who would like to 
benefit from this scheme, please contact 
your Neighbourhood Housing Officer.

Richard Hodges was the first Wellingborough 
Homes customer to benefit from a free garden 
transformation scheme.

Before

After



Repairs responsibilities
Some repairs and maintenance within your property are  
the responsibility of Wellingborough Homes, others will be 
your responsibility.

But how do you know the difference?

Wellingborough Homes’ responsibility Your responsibility

Installing smoke alarms

Servicing boilers and gas safety

Kitchens, bathrooms and WCs that we have 
installed

Guttering and downpipes

Paths, steps, ramps leading to and from the 
property within boundary

Internal communal areas in flats, external 
communal areas which is our land

Unblocking toilets, sinks, basins and baths

Changing the smoke alarm batteries

Replacing toilet seats

Adjusting internal doors

Gaining access to your property if you have 
locked yourself out (snapped keys)

Waste disposal

Anything you have fitted yourself

There is a more detailed list on our website:  
www.wellingboroughhomes.org/my-home/
repairs/maintenance-responsibilities

For more information on your rights and 
responsibilities, please refer to your  
tenancy agreement.
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Portal poster
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Your brand new 
customer portal  
is here!

Do it online,

You can...
anytime.

View  
your rent  
account

Report  
a  
repair

Report  
problems  
with  
neighbours

Pay  
your  
rent

See when  
your gas  
service  
is due

Update  
your  
information

Access your services, anytime, anywhere.

Log in or register at wellingboroughhomes.org



Training academy?

Wellingborough Homes 
Thompson Court,  
9F Silver Street,  
Wellingborough,  
Northants, NN8 1BQ

Call: 01933 234450 
Email: customer.services@whomes.org

www.wellingboroughhomes.org

Wellingborough Homes is the trading name of Wellingborough Homes Limited. 
Registered office: 12 Sheep Street, Wellingborough, Northamptonshire NN8 1BL.

Latvian
“Ja Jūs vēlaties saņemt šo publikāciju tulkojumā, lūdzu, sazinieties ar 
Klientu apkalpošanas centru pa tālruni 01933 234450 vai zvaniet uz 
mājokļu asociācijas birojiem.”

Lithuanian
“Jeigu norėtumėte šio leidinio išversto į savo kalbą, prašome susisiekti 
su Klientų Aptarnavimo Centru telefonu 01933 234450 arba užeikite į 
būsto asociacijos ofisą.”

Polish
“Aby uzyskać tłumaczenie niniejszego dokumentu, prosimy skontakować 
się z Centrum Obsługi Klienta pod nr 01933 234450, lub zadzwonić do 
biura spółdzielni mieszkaniowej.”

Russian
“Если вы желаете получить перевод данной публикации, 
пожалуйста, позвоните в Центр обслуживания клиентов по 
телефону 01933 234450 или обратитесь в офис жилищно-
строительной ассоциации.”

Turkish
“Eğer bu yayının tercüme edilmesini istiyorsanız, lütfen 01933 234450 
numaradan Müşteri Hizmetleri Merkeziyle iletişime geçin veya 
konutlandırma dernek ofislerini arayınız.”

Wellingborough Homes will work successfully with  
its customers and communities to provide great  
services and high-quality living environments
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