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�As we approach the end of
our first year, the changes that
we have promised are taking
root across the district.

�Our investment programme is
gathering pace, and you can see
on the accompanying insert with
this edition of Home News how
this is delivering visible, tangible
improvements.

�One of the most important
changes to the service since we
were set up � is your new home
visiting service � which has just
started and so far has been well
received by tenants.

�This replaces the old
Neighbourhood Offices, which
you told us were not the best
way of delivering the housing
service and that you would
prefer to have a better more
responsive telephone based
service complimented by more
home visits from staff. We feel
our new system frees up
resources to allow us to be more
flexible and work in a way that is
more in tune with modern life.

�I would welcome your views on
how we are getting on. We will
certainly do our best to maintain
the high standards you expect

and are prepared to keep fine
tuning until we get it right�

Derwentside Homes recognises
that it can provide much more
than decent homes and that we
have a responsibility to support
the communities in which we
work and help them thrive�

�In the past twelve months we
have worked in partnership with
the Police to close a �crack
house� at Langley Park and
helped fund the supply of gas
to The Dene estate at
Medomsley. The Tenants
Forum has gone from strength
to strength culminating in a very
successful Tenants Conference
in September.

Long may these successes
continue! Here�s to the next 
12 months.�

Welcome from
Geraldine Wilcox,
Chief Executive of
Derwentside Homes

It�s your housing service
� here�s how to use it
Recent changes to the housing service means that you are
now served by the following teams:
Customer Services
a real person to take your call
without the need to press
several buttons!

A well-resourced team,
delivering a comprehensive
front-line range of services by
telephone, ensuring your issues
are dealt with in one phone call.

Support Services
Enabling tenants to maintain
their independence, through the
provision of specialist support to
older people and vulnerable
tenants, face-to-face contact and
increased time spent on estates.

Tenancy Income Services
Ensuring current and former
tenants can get advice when
facing financial difficulty to
maintain their tenancies and
prevent homelessness.

Neighbourhood Services
Providing a safe place to live
through services that tackle
anti�social behaviour and
supporting vulnerable and
excluded customers.

Allocation Services
Operating a fair system of
allocating homes in the shortest
possible time, taking into
account need, aspiration and
preferences of applicants.

You should be beginning to see 
some improvements already
but please continue to let us
know when we could do better.
We are determined to learn all
the time and will make changes
as we go. 

You can contact us by:

Telephone 0845 850 5600

Report repairs free on
0800 783 9295

Email
customer.services@
derwentsidehomes.co.uk

Via our website
www.derwentsidehomes.co.uk
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Changes to
your handbooks

Some information in your handbooks
about how to get in touch with us now
needs to change after developments to
the service.

The tenants� handbook (on pages 5,
16 and 37) and the repairs and
maintenance handbooks (pages 4
and 5) both advise tenants that
they can get in touch with us at
our Neighbourhood Offices. Now
these offices have closed,
tenants should contact us by
one of the methods listed
above/below/on this page.

If tenants or members of the
public want to contact us
they can do so via:

Telephone 0845 850 5600

Report repairs free on 
0800 783 9295

Email customer.services@
derwentsidehomes.co.uk

Via our website
www.derwentsidehomes.co.uk

Tenants should also be aware of
a change in both the Tenants�
and Repairs and Maintenance
Handbooks about the right to

compensation for improvements.
On page 12 of the repairs and

maintenance handbook and page
26 of the tenants� handbook, it

states that tenants can make a claim
for the installation of burglar alarms.

This item should not have been
included in the handbooks as being

covered by compensation laws, and we
will be amending the handbooks to reflect

this in future. " 

Tenants get a helping
hand at home
Our new, personal home visiting service is already
proving a big hit with many tenants.  

We are rolling out a more flexible, responsive way of keeping
in touch with our tenants, which sees our housing staff
phoning or calling at tenants� homes at a time to suit them. 

This service change follows a recent consultation with
tenants, when you told us home visits and telephone calls
were your preferred method of contact compared to calling
at our Neighbourhood Offices.

We have listened to these responses and are developing
the service along these lines, to suit your everyday needs. 

One tenant who has recently benefited from the service
was Molly Rutherford, of Annfield Plain, who was visited at
home by Donna Walker, our Allocations Service Officer.

She said: �The new service certainly works for me. It
saves me a trip to the housing office, you know that
someone will be round when you ask rather than having
to queue and the service is still as good as it was before.

�I�m very pleased with the way it has worked.� 

Director of Housing Samantha Gibson said: �We have
listened to tenants� views about how they use our
services and how they would like us to contact them. 

�We believe we can provide better value for money
and an improved service by bringing together all our
Neighbourhood Offices into one and freeing up
staff time for more home visits and phone contact.

�We are pleased with the way the move has gone
so far and would urge tenants to let us have their
views on how the service works for them.�
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� CragRats
team on stage

Tenants�
conference a
terrific hit! 
This year�s tenants�
conference certainly got
tenants involved � in more
ways than one!

Around 200 people attended
our event, hosted with the
award-winning theatre training
company CragRats who
provided an interactive twist on
communicating with tenants.

The aim of the event was to
use theatre to fully involve
tenants and increase their
confidence in communicating
about the forthcoming home
improvements programme. 

Susan Clark, Derwentside
Homes� Tenant Resource and
Information Officer, said: �
The event was very
successful and the feedback
has been extremely 
positive with everyone
enjoying themselves.� 

�An impressive 94 per cent of
delegates told us they found
the day useful, with many
tenants commenting that they
were impressed with this
innovative event.� 

Leah Newby, CragRats
Account Manager, added:
�CragRats works with many
housing organisations the
length and breadth of the
country and it is extremely
encouraging to see such
commitment and passion for
resident involvement at
Derwentside Homes.�.


















