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Like many other housing associations, we have been 
affected by the credit crunch, which is a reduction in the 
amount of money banks are willing to lend, and we are 
not immune from the wider economic circumstances.

Also, the housing market downturn means that our new 
homes for sale or shared ownership are not selling as 
quickly as expected because many customers can’t get 
mortgages.  Therefore, we have been taking early steps to 
shield the Group and customers from worsening market 
conditions. 

We have been proactive by assessing the risks quickly, 
reducing expenditure where we can do so safely and 
taking other appropriate action.

This means we will have to make difficult decisions 
about staffing levels but in a way that protects front line 
services as much as possible.

If, during the course of the year we have to take further 
action affecting service delivery, we will inform, involve 
and consult with residents as normal.

It will not affect your rent, which will be reviewed 
through the normal process in April, and kept in line with 
the Government’s target rent levels.

Despite the general doom and gloom, we came incredibly 
close to being selected as one of the Sunday Times Best 
Companies To Work For. As a result, the Group will be 
awarded the special status of ‘Ones To Watch’ at a 
ceremony at the end of January.

Brian Benneyworth, Group Director of HR said, “This 
demonstrates that even in difficult times, there is a 
strong focus by all staff on providing good value for 
money, and we have the ability to continue improving 
the services that our customers receive.”

There has been a lot about the credit crunch and recession in the media 
recently, but what does it mean for LHA-ASRA and you?

The first thing the TSA needs to do is draw up a brand 
new set of standards for all social landlords, including 
LHA-ASRA. The Tenant Services Authority is going to 
listen to tenants across England to help them understand 
what you want to see in the new standards. It is calling 
this the National Conversation. 

There are lots of ways tenants can take part: there will 
be a series of regional events organised for tenants to 

as well as Local Conversations, arranged by tenants 
themselves. If you’d like to organise your own event, 
you can order a resource pack on 0845 230 7000 or find 
out more at www.nationalconversation.co.uk

The Tenant Services Authority (TSA) is 
the new regulator for homes owned by 
housing associations and co-ops. 

FIGHTING THE CRUNCH
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SEG INSPECTS

These contracts are substantial and at the heart 
of our service as your landlord. They are paid for 
using your rent money so it’s vital what is put in 
place is right.

In light of the credit crunch and other 
developments, it has been decided that there is a 
better way to award these contracts to best serve 
you. 

As a result, day to day responsive repairs and 
out of hours emergency services will now be 
separated out from empty homes work, and we 
will ask companies to bid for the work under two 
separate contracts. 

This will ensure resident focused services are at 
the core of the agreement with our contractors 
and will make customer care, performance and 
tenant satisfaction the top priority.

Another factor in our decision is that, since 
we started planning the process of selecting 
contractors in May last year, we received a 
legal challenge from a contractor, following 
court decisions on the awarding of public 
sector contracts part way through the tendering 
process.

Our aim was to put the new arrangements in 
place this month, but this will now have to be 
delayed to July whilst we re-tender. Until then, a 
temporary contract has been put in place, which 
we believe will deliver a better repairs service. 

However, there is no change to the way in which 
tenants can report repairs, nor to service levels.

Kevin Hazlewood, Group Director of Property 
Services and Asset Management, said: “We want 
to thank the residents who took part in the 
original tendering process - their input has been 
invaluable.  We will continue to work with them 
to complete this important work and deliver the 
best possible outcome for all our customers.”

As part of our drive to improve services, a group of tenants, 
assisted by our staff, have carried out a process to put in place 
new contracts covering:

	 •	 responsive repairs 
	 	 (that is, repairs made in response 		
		  to a request by a customer) 		
		  and 
	 •	 the repair and refurbishment of
	 	 empty homes
		  (so they are ready for letting to 		
		  new tenants) 

TENANTS SET REPAIRS AGENDA!

The Service Evaluation Group is a team of 
residents who carry out assessments on aspects 
of our services and suggest improvements.  

The next Service Evaluation Group will look at 
how we collect rent. To get involved, please 
call Natalie Robertson on 0116 257 6716.



STARTER FOR 10

NO PLACE LIKE HOME

LHA and Family First are launching ‘starter 
tenancies’ for new tenants to help tackle 
nuisance and antisocial behaviour. 
From April, we will have the right to end the tenancy 
during the first year if they fail to look after their home 
or uphold appropriate standards of behaviour. 

All new tenants will receive a clear explanation of our 
antisocial behaviour policies, how we address problems, 
what they can expect from us, and what we expect 
from them. 

A starter tenancy has certain restrictions such as:
	 •	 No security of tenure 
	 •	 No right to assign (pass on) 
	 •	 No right to transfer
	 •	 No right to take in lodgers
	 •	 No right to make improvements

CAP rep chair for the north, Lois Bodle, took part in 
the consultation: “They are a really good idea. LHA-
ASRA has a duty to protect tenants and they should 
not have to suffer when their neighbours are causing 
a nuisance.” 

Through Newbuild HomeBuy you can buy a share of a newly built LHA-ASRA home and 
pay rent on the remainder.  
Alternatively, ‘intermediate rent’ allows you to rent a new home while saving a deposit.
We can match your savings to put towards buying a home.

For more information contact Amy Mackay on 07808 060686 or 0116 257 6709 or visit
www.newlifeliving.co.uk
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B R E A K I N G
THE CYCLE
Domestic violence may not always be 
about hitting and punching: it can also 
include constant breaking of trust, 
isolation, psychological games, sexual 
assault, verbal threats and harassment. 

It can affect anyone. If you are in an abusive 
relationship, there are three important steps you 
can take:

	 •	 recognise that it is happening to you 
	 •	 accept that you are not to blame 
	 •	 get help and support

You can speak to your Neighbourhood Officer 
in complete confidence, or contact the National 
Domestic Violence helpline on 0808 2000 247.

energy BOOST
With energy prices soaring, we all need to try to minimise our 
gas and electricity bills.

LHA and Family First tenants who receive benefits should contact their 
energy supplier and ask about social tariffs. Most of the leading companies 
now offer price reductions for customers who are on benefits. 

You can also visit www.uswitch.com and
www.moneysupermarket.com to see if you may be able to save money by 
switching supplier.



CONTACT US
All enquiries:
0116 257 6716
or
0845 389 1777   
E: enquiries@lha-asra.org.uk
Head office opening hours:
Monday to Friday 9am-5pm
3 Bede Island Road,
Leicester,
LE2 7EA
www.lha.org.uk
www.familyfirst.org.uk

ARE YOU COVERED?
Your opinion is very important to us. Let us know what you think 
about Streetwise, or any of the services we provide by 30 January, 
and you will be entered into a prize draw to win £50 of shopping 
vouchers.

Send this form back to:
FREEPOST RRKR-TZBY-USZS, 3 BEDE ISLAND ROAD, LEICESTER LE2 7EA

Congratulations to Mary Defontaine in Loughborough who won the 
competition in our last issue. We promise to respond to every piece 
of feedback we receive. 

Name:                                                                   
Address:                                                                                                                                              
                                                                                                                                                      
Phone number:                                                       
Comments:                                                                                                                                             
                                                                                                                                                      
                                                                                                                                                      
                                                                                                                                                      
                                                                                                                                                      
                                                                                                                                                      
                                                                                                                                                      
                                                                                                                                                      
                                                                                                                                                      
                                                                                                                                                      
                                                                                                                                                      

If you would prefer to give feedback anonymously leave the name, 
address and phone number sections blank. 
(If you do this, please be aware that although we will try to take 
your comments on board, we will not be able to respond.) 
 

Did you know that your 
possessions are not covered 
under our buildings insurance? 
To ensure peace of mind, we strongly 
recommend you take out home contents 
insurance too.
LHA has worked with the National 
Housing Federation to arrange an 
affordable insurance scheme for 
tenants called ‘MyHome’ which offers 
premiums from just a few pounds a 
month.  
For more information call
0845 337 2463.

YOU’VE GOT TO BE IN IT TO WIN IT!

The Customer Contact Centre is going through some big
changes thanks to in-depth analysis and your feedback.

The first change that will be made from tenant feedback is
the call cost. To standardise landline charges and help reduce
the cost from a mobile we are now publicising a local number
alongside our 0845 number. It is 0116 257 6716. We can
confirm that the standard charge via a landline is the same
from anywhere in the UK. We will be looking to phase out the
0845 number in the future.

Over the next 18 months we will be working hard to bring in
new skills, experience and technology, improve knowledge,
performance and customer service and write new policy. Most
importantly we want to hear more from you about the
changes we are making and how you would like to see the
service improve.

We have set up a working group of eight tenants to help us
in this work – but are always looking for more people to share
their thoughts.

If you want to get involved call Michaela
Marcham, Head of Customer Services, on
0845 389 1777 or 0116 257 6716, or
use the form below.

Your opinion is very important to us. Let us know by 31st October what
you think about Streetwise, or any of the services we provide, and you
will be entered into a prize draw to win £50 of shopping vouchers. We
would be particularly interested to hear your opinions on the new
Customer Contact Centre and your suggestions on how we can improve
our service.

Name:

Address:

Phone number:

Comments:

CONTACT LHA
CENTRAL AREA/HEAD OFFICE
All enquiries: 0116 257 6716 or
0845 389 1777
E: enquiries@lha-asra.org.uk
Office opening hours:
Monday to Friday 9am-5pm
3 Bede Island Road, Leicester LE2 7EA

BELGRAVE OFFICE
General enquiries: 0116 257 6800
Repairs: 0845 389 1777
E: belgrave@lha-asra.org.uk
Office opening hours:
Monday to Friday 9am-5pm
(except Thursday 9am-12noon)
131 Loughborough Road,
Leicester LE4 5LQ

LHA SUPPORT SERVICES
General enquiries: 0845 389 1777
E: enquiries@lhass.org.uk
Office opening hours:
Monday to Friday 9am-5pm
3 Bede Island Road, Leicester LE2 7EA

www.lha.org.uk www.lha-asra.org.uk
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YOUR FEEDBACK

RINGING THE CHANGES
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We are committed to providing fair opportunity to access information. If you would
like information in another language or format such as large print, audio or Braille,
please ask us.
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We are committed 
to providing fair 
opportunity to access 
information.  If you 
would like information 
in another language or 
format such as large 
print, audio or Braille, 
please ask us.


