




Board 
News

Contact us on 0800 408 2000 or 01452 530626

At recent meetings, the Board has:  

    Approved a programme of new fl oor 
coverings in communal areas 

    Agreed our Strategic Business Plan 
for 2011-2016

    Approved the move towards 
paperless meetings by using 
Netbooks to view Board papers; this 
will lead to savings in printing and 
postage costs

    Endorsed the implementation of an 
Electronic Document and Records 
Management System (EDRMS)

    Agreed to investigate a funding 
opportunity available under the 
CESP (Community Energy Saving 
Programme).

Welcome to 
our new Board 
members

After our Annual General Meeting on 5th 
October, our next Board meeting will be held 
on 2nd November.
Meetings are held in the Boardroom at 
Southgate House and start at 6pm. Residents 
are always welcome to come along and 
see the Board at work. We publish Agendas 
and Minutes of Board meetings online so 
that you can see what we are discussing 
and what decisions are being taken which 
may affect you. For further information, 
take a look at our Agendas & Minutes page 
at www.gloscityhomes.co.uk/AboutUs/GCHBoardMeetings/Boardmeetings.aspx

Dates for your diary:

Four new Council Board members have recently 
joined the Board, Councillors James Beeley, 
Said Hansdot, Tarren Randle and Paul Toleman, 
and we welcome them to the company.

They have replaced four of the former Council 
nominees, Councillors Nick Durrant, Sebastian 
Field, Jeremy Hilton and Colin Organ. We thank 
them all for their valuable contribution to the 
success of Gloucester City Homes and wish 
them all the very best for the future.

The Board at work

James Beeley

Said HansdotTarren Randle

New Council Board members:

Paul Toleman
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We have now completed 
a tendering exercise to 
appoint partners to complete 
improvements to around 300 
homes still needing work 
to bring them to the Decent 
Homes Standard. We will 
complete this work by the 
end of next March.

We will soon be conducting 
surveys of these homes, 

which are in:

Abbeydale
Barnwood

Barton
Eastgate

Hucclecote
Kingsholm

Linden
Longlevens

Matson
Podsmead
Quedgeley

Tuffl ey
Westgate

Work will include upgrading 
walls, chimneys, roofs, wiring, 
bathrooms, kitchens and 
heating systems.

When we have completed the 
surveys and confi rmed the 
required works we will agree 
suitable start dates with the 
tenants.

If you would like any more 
information about the 
programme please contact us.

Update on our 
Decent Homes 
improvement 
programme

Improvement 
News

Communal area 
fl ooring improvementsfl ooring improvements
Over the coming fi nancial year we plan to install 
new fl ooring where necessary, or to replace the 
existing fl ooring and stair coverings to improve 
the appearance and quality of our blocks’ 
communal areas.

The whole programme will start this year and 
will run through next year.

We have sent out an invitation for companies to 
provide us with a tender to bid to be awarded 
the contract.  Once we receive the tenders, we 
will go through a process to review cost and 
quality of the tender documents and award the 
contracts.

As soon as we have chosen a contractor, we 
will publish a planned programme through 

Tenant Times, our website and by letter to the 
affected properties.

This will state who the contractor is, which 
blocks we will complete and in which order.

We will give tenants examples of the different 
types of vinyl sheet fl ooring we are considering 
installing, and consult them to gain a majority 
vote on which fl ooring will be used within which 
blocks.

Once choices have been made, we will advise 
of the colour choice and start the work.

We will complete all work with minimal 
disruption by contractors, who will be clearly 
identifi ed by uniform and identifi cation. 
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Youth 
Bites

The Cool Kidz Crew and the Streetsteppers Junior Wardens are 
celebrating a year of fantastic achievements as they enjoy a well-earned 
break over the school holidays.

Highlights of the year include:

•  Being shortlisted for the TPAS best practice 
in youth involvement award

•  Taking part in the fi lming of a promotional 
Junior Warden DVD 

•  Promoting the scheme on GFM radio

•  Helping to reduce traffi c speed in their local 
area

•  Taking part in the consultation and decision-
making for new play area equipment installed 
in Matson, then doing litter-picking sessions 
to keep the area tidy

•  Helping to carry out a door-knocking exercise 
for the White City Residents’ Association 
consultation

•  Judging the fi rst ever White City 
Christmas lights trail

•  Taking part in planting hanging 
baskets in Matson

•  Suggesting the renewal of street 
signs in Robinswood

•  Identifying litter, graffi ti and fl y-
tipped items to be removed to help 
improve the local area

•  Former wardens returning as Senior 
Wardens to mentor new recruits.

Junior Wardens enjoy 
a well-earned break!

Highlights of the year include:

•  Being shortlisted for the TPAS best practice 
in youth involvement awardin youth involvement award

•  Taking part in the fi lming of a promotional 
Junior Warden DVD 

in youth involvement award

•  Promoting the scheme on GFM radio

•  Helping to reduce traffi c speed in their local •  Helping to reduce traffi c speed in their local 
area

•  Promoting the scheme on GFM radio

•  Helping to reduce traffi c speed in their local 

•  Taking part in the consultation and decision-
making for new play area equipment installed 

to keep the area tidy

•  Helping to carry out a door-knocking exercise 
for the White City Residents’ Association 

•  Judging the fi rst ever White City 
Christmas lights trailChristmas lights trail

•  Taking part in planting hanging 
baskets in Matson

Christmas lights trail

•  Suggesting the renewal of street 
signs in Robinswoodsigns in Robinswood

•  Identifying litter, graffi ti and fl y-
tipped items to be removed to help 

signs in Robinswood

improve the local area

•  Former wardens returning as Senior 
Wardens to mentor new recruits.
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The Cool Kidz Crew chose to visit Laser Tag 
and Angel Chef as an end-of-year reward for all 
their hard work.

The Street Steppers, along with Sharon, 
Caroline Esson, Youth Worker from The 
Venture White City and PCSOs Mark Jones and 
Jeremy Sansom, enjoyed a day of fun activities 
at Cattle Country such as paddle boating, 
climbing wall, indoor slides and mini golf.  

Several of the Junior Wardens even braved the 
cold water and went paddling, before enjoying a 
trip on the mini railway.

GCH plans to extend the scheme to the 
Tredworth area in the new school year and will 
continue to work closely with both the Police 
and local schools.

GCH’s Head of Community Involvement Emily 
Cambridge says:

‘I am delighted that the Junior Wardens have 
had such a brilliant year! The scheme is 
encouraging young people to take responsibility 
for looking after their local environment. Both 
groups are really making a difference in their 
local community and they can be proud of what 
they have achieved this year.’
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Indicator
Target for 
2011/12

30th June 
2011

Providing accessible services and value for money

Complaints answered within target 100% 100%

Calls to the Customer Services 
team answered in target

95% 97.31%

% of tenants for who we hold diver-
sity information, so that we can tailor 
our services to suit individual needs

90% 91.66%

% of rent lost for empty properties 0.65% 0.66%

Tenancies ending within 6 months of 
the start date

1.1% 0.86%

Dealing effectively with anti-social behaviour

% of tenants satisfi ed with the 
overall service

90% 98%

Response repairs – overall service

% of tenants who think that overall the 
repairs service is excellent or good

95% 94.1%

Customer services – overall service

% of tenants who think that overall the 
customer service is excellent or good

95% 93.9%

We are taking action 
in areas where our 
performance is below 
target to ensure that 
improvements are made.

For full information on 
all our performance 
information and to keep 
up to date with latest 
fi gures visit 
www.gloscityhomes.co.uk

Performance achieving target 
or above

Performance within tolerance 
of target

Performance below target with 
action plan in place to improve

Our performance at 30th June  2011
We are continually working to improve our service to you.  Here is a summary of our performance 
at 30th June 2011 in the areas of our service you have said are most important to you.

Providing a high quality repairs service

Time taken to repair and relet 
empty homes 17 days

Number of homes with a valid gas 
safety certifi cate 100%

% of emergency 
repairs completed 

in target

% of urgent 
repairs completed 

in target

% of routine 
repairs completed 

in target
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Our performance at 30th June  2011

Our 
Performance

Contact us on 0800 408 2000 or 01452 530626
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What we’ve done

We are continually trying to improve our service to you, our residents.  
Your views about our services help us ensure that we can improve our 
service if we get things wrong and that our service meets your needs.

We use a number of ways to fi nd out your views about our services including ‘Your Views Count’ 
cards, compliments, comments and complaints, focus groups and Meet the People events.

Here we report on some of the things we have been working on in response to your comments.

You saidYou said
Please do something to improve the 
area at the back of Fountain Square 
where the sheds were demolished.

We held a Community Pride Day in the area and provided 
planters and fl owers to brighten up the area.

Work in partnership with the Police 
to deal with problems in anti-social 
behaviour hotspots.

We have completed consultations and are working with 
the Police to agree a joint approach.

Please do something to resolve 
anti-social behaviour issues in the 
Coney Hill area.

Our Anti-social behaviour, Neighbourhood Services and 
Income Teams worked on a joint approach to resolve the 
problems caused.

Reduce the cost of printed 
publications.

We are combining our Annual Report to tenants and our 
annual calendar to save on production costs. Overall we 
are saving £13,000 on publication costs.

Make it easier for people 
without internet access to use 
Gloucestershire Homeseeker.

We have linked the Gloucestershire Homeseeker service 
to GCHTV so that people can view homes and make 
bids via their TV sets.

Improve security in communal areas 
of Oliver Close.

We have installed CCTV cameras to provide a higher 
level of security.

Please improve lighting in part of 
Evenlode Road.

We have installed sensor lights on four properties.

Improving our service – our 
response to your suggestions
Improving our service – our 

Your 
Views
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The winner 
of our last 
competition is Mrs Walcroft of Podsmead.

Win shopping vouchers in our easy to enter competition.  Simply complete the 
answers in our word grid, and fi nd the missing phrase in the green column – 
you can fi nd everything you need to know inside this edition of Tenant Times!

Name:   ______________________________

Address:   ____________________________

_____________________________________

Phone:   ______________________________

Mobile:   ______________________________

Email:   _______________________________  

We are moving to _______________ House 
in December.

Avoid mould and _______________ by 
following our top tips.

We are celebrating _______________ 
Services Week in October.

GCH is now a Gloucestershire Credit 
_____________ collection point.

Our green-fi ngered __________competition 
winners have been announced.

We held our sheltered housing summer 
show at St __________ Hall.

The Streetsteppers went to Cattle 
___________ to celebrate the end of the year.

You can apply for a home via digital TV 
using ______________.

Prepare for winter with our ___________ 
saving tips.

The missing phrase is: _________________

(Your chance to join the GCH Board as a 
tenant member)

1

tenant member)

1
3

3

5

5

7

9

7

9

2

2

3
4

4

6

6

77
8

8

Win shopping vouchers in our 
Wordsearch competition!

Return your entry to our Customer Services Team at Southgate House, Southgate Street, 
Gloucester GL1 1UB no later than 30th November for your chance to win our shopping vouchers.

You can also contact us using our online reporting 
forms. Our website is speech enabled and you 
can adjust the size of  the text and translate it to 
other languages.

Customer Services Line: 0800 408 2000 
(freephone) or 01452 530626 (normal call 
charges apply)
Text: 0778 148 2656
Fax: 01452 396599
Minicom: 01452 396161
Email: customer.services@gloscityhomes.co.uk
Web site: www.gloscityhomes.co.uk
Digital TV: GCHTV on Looking Local

If  you would like any part of  this document explained, translated 
or provided in another format such as large print, audio or Braille, 
please contact our Customer Services Team on 0800 408 2000.

Contacting us

Customer Services Team, Gloucester City Homes
Atlantic Suite, Southgate House
Southgate Street, Gloucester  GL1 1UB Bengali

Chinese

Gujarati

Polish

Aby uzyska� ten dokument w innym j�zycu lub formacie, 
albo je�eli potrzebujesc usług tłumacza, skontaktuj si�z mani.

Urdu 

Bengali

Chinese
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