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Service standards: what you told us

Eighty-nine tenants (that’s 45% of you) responded
to our latest survey – giving us vital feedback
about how satisfied tenants are with our services.

The survey is an important part of our strategy for
making sure we deliver good quality services that
are responsive to you.

We sent the survey to all of our 196 households,
asking for your views on seven service areas. We
especially wanted to check that none of them fall
below our target of 65% satisfaction. 

We were pleased to find that satisfaction levels
were higher than 86% for every area.

For a full breakdown of the results, see page 2.

The results from our survey 
for 2018-19

Little hats, big difference
A huge thank you to knitters who joined us to
support The Innocent Big Knit this year. 

So far, we’ve received
469 hats. 

The little hats are
popped onto Innocent
smoothie bottles and,
for every one sold, the
company donates 25p
to Age UK. 

Since the Big Knit
started in 2003, UK
knitters have produced
an amazing 7.5m hats.

Tenants’ Conference
Friday 12 July 2019

at Ripley Arts Centre, Bromley
Themes: Wellbeing and green issues

Thank you to everyone who has signed up to
come to our Tenant Conference. 

We are very excited and pleased
to announce our speakers.

Green issues: Will Ray, Head of
Sustainability at Clarion.

Physical activity and falls
prevention: Dean Baldwin,
Lifestyle Coordinator at Bromley
Well.

Health and wellbeing: Kirsty
Treadwell, Community
Engagement Worker at Bromley
Well. 

We will provide refreshments and lunch. Please
tell your Sheltered Housing Manager if you have
dietary needs, or to ask for help with transport.



Service standards:
what you told us

Communication 
94% were satisfied that we respond to letters and
emails within three working days of receiving them. 

95% were satisfied that we try to resolve a query
first time. 

96% were satisfied that our staff carry identification
when they visit you at home. 

97.64% were satisfied that we use plain English
when we write to you. 

Tenant choice and customer service 
91% were satisfied that we consult tenants.

87% were satisfied that we have a Tenant Panel that
represents tenants’ views.

86% were satisfied that we ask for feedback from
tenants to make sure our services meet their needs.

90% were satisfied that we consult tenants about
changes to services that directly affect them. 

Quality of accommodation
100% of our properties meet Decent Home
Standards.

90% of emergency repairs met our target times.

93% of urgent repairs met our target times.

94% of routine repairs met our target times.

Estate management
95% were satisfied that our communal areas are
safe, clean and well maintained.

Tenant empowerment
We facilitate and support a Tenants’ Panel.

We publish quarterly newsletters.

We hold quarterly tenant meetings at every scheme. 

Complaints, compliments and queries
89% were satisfied that they had access to our policy
on complaints, compliments and queries.

Support services
All our Sheltered Housing tenants benefit from a
support service. All who use the service are
consulted to ensure the support meets their needs.

Six tips on fire

safety
Declutter your home
Regularly get rid of things
you no longer want –
especially items that could
cause an obstruction or catch
fire.  

Keep communal areas clear
Communal areas are an
escape route. They must be
clear at all times. If you leave
items in communal areas,
they get in the way, but can
also be fuel for a fire.

Be mindful of the sun 
A recent fire at the home of
Dame Joan Collins was
sparked by strong sunlight
reflecting onto a small
shaving mirror.

Don’t charge devices
overnight Many fires are
started by devices being
charged for too long, causing
sockets to get hot. 

Turn appliances off when not
in use It’s safer to turn
things off, rather than
leaving them on standby –
and you will also save money
on your energy bill. 

Avoid using candles Try out
flameless LED candles. They
look real and are much safer
than the real thing. 



Maria and Pat
share a vision for
Parkinson’s
Sheltered Housing Manager
Maria and tenant Pat will be
taking part in a five-mile walk
around Greenwich Park on 
20 July – to raise money for
Parkinson’s UK.

As regulars with the weekly
walking group at Evelyn
Rogers Court, they have been
getting fit and enjoying the

beautiful surroundings of local
Green Chain Walks.  

Now they want to put all that
practice to good use, by
walking to support Parkinson’s
UK. The charity’s overall vision
is to find a cure and improve
life for everyone affected by
Parkinson’s.

If you would like to sponsor
Maria or Pat, please ask your
Sheltered Housing Manager for
a sponsor form.

Pictured: Maria (left) and Pam (right).

Amanda says:

“I was delighted to be offered
the role of Sheltered Housing
Manager, based at Ursula
Lodges. 

“I have 16 years’ experience in
this field and have worked for a
London borough council and a
housing association as a
Sheltered Housing Officer and
a Housing Manager.

“My family and I recently
moved to Bexley from South
East London and we are

Bushell Way raise
£552 for the air
ambulance
Bushell Way tenants chose
the Kent, Surrey and Sussex
Air Ambulance as their
charity for this year. They
think it’s a fantastic cause,
as any one of us could
benefit from their service in
an emergency.

Pat coordinated getting the
prizes, collecting raffle
tickets, preparing and hosted
a charity quiz, and preparing
a delicious afternoon tea. The
cakes and other items were a
collective effort by tenants. 

Thanks to their hard work
and the generosity of local
businesses, the Bushell Way
tenants raised an impressive
£552 for their charity.

A heartfelt thank-you goes to
everyone who contributed.
Well done Bushell Way. Your
donations will save lives.

Meet Amanda: our new Sheltered Housing Manager

Amanda Shaw has joined us as the new Sheltered Housing
Manger at Ursula Lodges, now that Chris Perrett has retired,
after many years of loyal service.

enjoying getting to know the
area, particularly by walking
our dogs. 

“I joined CSHA in April and am
enjoying getting to know the
tenants at the scheme. I am
looking forward to a long,
fruitful and rewarding career
with CSHA, just like my
predecessor, Chris.”

We are sure you will join us in
wishing Chris all the best, as
she settles down to a restful
retirement with her husband.

Above: Amanda brings lots of good
experience to her new role.



Our services over the August Bank Holiday
This year the late summer bank holiday in the UK falls on
Monday 26 August. 

On that date, our offices will be closed and our Sheltered
Housing Managers will be off duty.

In the event of an emergency, please contact your Telecare
Service by pulling your cord, or pressing your pendant, and an
operator will assist you.

Address 23 Bushell Way,
Chislehurst, Kent BR7 6SF
Phone 020 8467 9146
Email csinfo@csha.org.uk
Website www.csha.org.uk

To include your story in the
next edition, contact 
Lorna Langford-Foster

Save energy
Do your washing
more efficiently
• Wash your clothes at 30°C

or less. Modern detergents
work just as well at lower
temperatures. It could also
save you up to £10 a year. 

• Only wash full loads – 
two half-loads use more
energy. Use the economy
cycle whenever you can.

• If you’ve got an oily or
greasy stain on something,
soak it first with a stain
remover. But some stain
removers, particularly the
more eco-friendly ones,
need to be rubbed into the
material. This doesn’t
always suit delicate
fabrics.

• Wash clothes less often. If
you hang things up to air
after wearing, you may
find they don’t need a
wash after all.

Becky and Pam recently lost their
friend Tommy, who spent his last
days at the Hospice being cared
for by the brilliant staff.

Supporting the Hospice
The Hospice relies on the
generosity of local people who
value their service. They
appreciate every penny donated
and will use it to help people
spend their last days as
comfortably as possible, with
their loved ones. 

No head for heights
Becky and Pam face down their fears for charity

Sheltered Housing Manager Becky and tenant Pam, who
both have a fear of heights, will be walking over the O2
arena on Saturday 3 August to raise money for Greenwich
and Bexley Hospice.

If you would like to sponsor
Becky and Pam, you can make
donations by going online to
www.justgiving.com/fundraising/
BeckyAndPam

Donating through Just Giving is
simple, fast and totally secure.
Your details are safe, as they will
never sell them or send
unwanted emails. When you
donate, they send your money
directly to the charity. Pictured: Becky (left) and Pam (right).


