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The home page of the new CHS website

CHS launches new website
and social media pages
As part of CHS’ Digital Strategy we launched
a new website and social media pages on
Twitter and Facebook making it easier for
our customers and service users to receive
updates on our services and access
information when and where they need it.
The new website, launched in January, is fully
accessible on all desktop, phone and tablet
formats and gives access to our wide range of
colour coded services from Housing, Older
People’s Services and Nurseries to our
Community Support Services and Advice and
Support. We have also brought some of our
services to life with a series of videos filmed at
our three care homes and Housing With Care
schemes as well as our two Sunflower

Nurseries in Cambridge and Cambourne.
We feel these videos give a really good insight
in to daily life at each of these services as well
as capturing the spirit of CHS and are really
useful for anyone considering these services or
applying for a job with us. We have also
introduced a number of digital forms to the
website and so if you are looking to report a
repair, raise a complaint, request a visit to one
of our services or apply for support, it can all
be done with a couple of clicks!
Another new feature of the website are our
‘Quick Links’ which gives ‘one-click’ access
to the pages we feel customers will use most
often, namely Report A Repair, My Rent, Help
In A Crisis, Job Vacancies and Announcements

The Network is also available online at: www.chsgroup.org.uk

(which will be used to keep you up to date on
matters both inside and outside CHS which we
think are important to our customers).
Customers can still access their myCHS
account allowing them access to their rent
account, pay their rent, report repairs and
contact us or our contractors 24 hours a day
7 days a week. If you haven’t already
registered your
account, it is very
Login/Register
easy to do so, visit
our home page and
click on the icon at
What is myCHS?
the top of the page.

CHS

We have tried to make the content on all our
pages as informative and relevant at possible
and have included links to other websites that
we feel may be useful. We have also added
Browsealoud software which offers accessibility
Continued on page 2
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New Directors
appointed

Tony Blewitt: left
Stephen Hills: above

We are pleased to announce that Tony Blewitt
has been confirmed as our new Finance Director.
Stephen Hills has been appointed Operations
Director and will be in post in July 2018. We are
delighted to welcome them to CHS.
Tony Blewitt, who has been interim Finance
Director since July last year, has been appointed
to the permanent role. Tony is a Fellow of the
Chartered Association of Certified Accountants
(FCCA) qualified accountant and an experienced
Finance Director/Chief Financial Officer.
Stephen Hills has been appointed Operations
Director. Stephen is currently Director of Housing
at South Cambs District Council and has held
housing posts as a consultant and as lecturer at
Sheffield Hallam and Middlesex Universities.
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Editorial
Summer has arrived and if your garden is
blooming, take a photo and send it to me to
enter our garden competition.
We are offering customers new ways to interact with CHS. You can
manage your rent account 24 hours a day with the MyCHS portal
and our lovely Customer Services Team will be happy to take you
through registration process on the phone or on Live Chat. Take a
look at our website for information and advice and follow us on
social media for the latest updates.

Laura Papanikolaou

Do you have a story to share? Let me know, you can receive 2 Time Credits for it.
Would you like to have your say on CHS services? You could join our Customer Committee
which meets 4 times a year. If you want to delve deeper to scrutinise our performance and
suggest improvements, our Scrutiny Panel is also recruiting. Short on time? You can still
contribute as an Estate Inspector by responding to a 1 minute survey once a month rating
the grounds maintenance and cleaning services.

PROUD TO BE INDEPENDENT AND LOCAL
CHS is now one of the very few remaining
independent housing associations in
Cambridgeshire. In the last year another 2 have
gone, with Luminus in Huntingdon joining
Places for People and King Street in Cambridge
joining Aldwyck Housing Group. They have
both joined large national or regional housing
groups. CHS has no plans to do the same.
Our Board has agreed a list of strategic
objectives that are important to us and these
include only working in Cambridgeshire or
reasonably close to Cambridge. This means that
we can:
• Try to understand our customers better
• Be more familiar with what is going on in our
local area

• Have good partnerships with other local
organisations who may be able to help us
or you
• Set up new services to tackle local problems
• To meet more easily when we or you need to
• Waste less time travelling

CHS NEW WEBSITE...continued from page 1

We hope that the new website and our presence
on social media makes it even easier to contact
us whenever you need to, whether it is using the
online digital forms, talking to us directly using

to all with its speech and reading facilities
supporting those with Dyslexia, Low Literacy,
English as a second language and those with
visual impairments – to access this just click
on the icon at the top of the homepage.

Read or translate this page
As well as on our website we regularly post
news and updates on social media so follow us
on our Facebook page https://www.facebook.com/CambridgeHousingSociety/ and
Twitter @CHSGroup

We are not as big as some other housing
associations but we are clear about what we
want to be good at.

Nigel Howlett
Chief Executive of CHS

Chat Live now!
the Live Chat feature on the website or via
social media. Alternatively you can just pick up
the phone and call us on 0300 1113555 to
speak to our lovely Customer Service Team!

Follow us on:
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Grenfell Tower report – what does
this mean for CHS customers?

The Hackitt Report on ‘The Independent review of building
regulations and fire safety’ was published on 17th May 2018.
The report was commissioned following the fatal fire at Grenfell
Tower block on 14th June 2017.
The report is the first formal response to the failings identified at
Grenfell Tower, and is mainly concerned with high rise blocks. CHS does
not have any high rise blocks, but some of the recommendations are still
important to customers:
• There needs to be a stronger customer voice where concerns are
being raised about fire safety – CHS is putting in place even more
ways for customers to report their concerns and to make sure these
are followed up;
• Residents need to be aware of actions that can cause additional
hazards in the event of a fire – for example, blocking communal hall
ways or staircases in blocks of flats; reporting any damage to fire
doors or fire alarms; regular checking of smoke alarms etc. CHS will
be providing further guidance on these types of issues;

NEW ‘1,2,3, OPTIONS’
PHONE MENU FOR CHS
We introduced a new phone menu on 3 April 2018.
Now, when you call 0300 111 3555 you can choose
from 3 options: press 1 for gas, oil or air source heating
and hot water, press 2 for any other repairs or press 3
for any other enquiries.
We want to work in partnership with our contractors to
provide excellent customer service and this new procedure
achieves that by saving you time every time you report a
repair. Previously, you had to describe the issue to our
Customer Service Advisers before the call was transferred
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• CHS currently carries out annual Fire Risk Assessments where there
are internal communal areas. We are looking at whether these surveys
need to include accessing some flats to check on the fire precaution
measures (such as fire doors, smoke alarms etc). We will let you know
if we need to check any of these in your home.
• Combustible materials (for example, the type of cladding that was
used at Grenfell Tower) – CHS does not have any buildings with this
type or similar cladding. The report did not recommend that these
should be banned – instead those designing and building new
properties have to make sure that there is enough protection to make
the building safe. CHS already works with its contractors building
new homes to make sure that these safe for customers – further
in-depth reviews are underway.
We will keep you updated on our plans for addressing these
recommendations and how these may affect you. If you have any
questions or concerns about fire safety, please contact us:
info@chsgroup.org.uk

and you had to explain the issue again to our contractors.
This new procedure puts you in direct contact with the
contractor who will be carrying out the repair or dealing
with a complaint.

We surveyed customers who have used the new
phone menu and the results were very positive:
- 89% satisfied with the new process
- 87% satisfied with the time taken to resolve
the query
- 92% found the menu easy to understand
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What areas are
our gardeners
responsible for?
Some of you have told us that you don’t
know which areas in your neighbourhood
our gardeners are responsible for. We
decided to redo all of our gardening plans
and put them on our website so if you are
wondering which parts of your neighbourhood our gardeners should by keeping tidy,
you can now look on our website. Go to
https://www.chsgroup.org.uk/my-chshome/rented-homes/gardening-schedule/ or search for ‘gardening’ in the search
function of our website, click on gardening
services in the results, the gardening plans
are at the bottom of the page.

Customer
Involvement
The Customer Committee held a successful
workshop in January looking at Customer
Involvement. Committee members were
interested in meeting other Housing
Association customers to see how they do
things. As a result, Laura has been contacting
other Housing Association’s Involvement
Officers in the region to see how they
communicate with their customers, how they
obtain feedback and to see if we could run joint
training sessions on a variety of subjects.
Following two Skype meetings with Victory,
Suffolk Housing and Cambridge City Council,
we have invited them to a face-to-face meeting
at CHS to explore other avenues. This meeting
will take place in September
and we will invite Customer
Committee members to
participate.
Jane Bird, Chair of the
Customer Committee
If you would like to have your say by joining the
Customer Committee or one of our other
panels, please speak to Laura Papanikolaou,
Customer Involvement Officer on 01223
713542 or by email lpap@chsgroup.org.uk In
May the Customer Committee approved a new
Customer Involvement Standard which can be
found on the CHS website
www.chsgroup.org.uk
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Busy keeping up a trim appearance

HELPING YOU
MANAGE YOUR
RENT ACCOUNT
We are always trying to find new ways to help
you manage your rent account, which is why,
starting this summer, anyone whose rent is
overdue will receive a call from us.
To help us contact all our customers (with rent overdue) we will be using a new system that
will automatically call those customers when a Customer Service Adviser is free to talk and
then give them an option to talk to us about their rent account. If you choose not to talk to us
when we call, we will automatically move on to the next customer and try you again later.
(You may also get a text message if you don’t pick up.)
We hope that using this new system will mean that we can inform you as soon as possible if
something doesn’t add up, preventing you from unknowingly going into debt and helping you
get the advice and support you need, if you do.
When we call, a message will ask if you want to discuss your rent account with one of our
advisers; press 1 and a trained member of staff will be able to tell you why we have called and
what you can do to clear any arrears on your account - including what support we can offer.
Find out more information about this new service on our website www.chsgroup.org.uk

DIRECT DEBIT – THE
MOST POPULAR WAY
TO PAY YOUR RENT
You can set up or amend a Direct Debit over the phone,
0300 1113555 and you can choose the day you want to pay it on.
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YOU SAID

WE DID

You were without a full working heating system
whilst awaiting an appointment for a ‘powerflush’
to be carried out.

Gasway have invested in additional powerflush
machines to improve capacity and availability to
complete these repairs more quickly.

It was taking too long to fix your boiler as the
repair required parts.

Gasway have identified a common part that will now
be held in stock by the supplier to improve response
times.

Your appointments for repairs are being cancelled
and rearranged with poor communication from
Foster.

There will be circumstances where it is necessary
to rearrange an appointment. As soon as they are
aware of the need to re-arrange, Foster will try to
contact you by phone to find an alternative,
mutually convenient appointment date and follow
this up with a confirmation via text.

UNIVERSAL CREDIT – ON ITS WAY, WE THINK!
You may have heard a lot in the news about the launch of
Universal Credit, but at the moment it still only affects a
small number of CHS customers in Cambridgeshire. You
may be unsure about whether it will affect you, or when.
QUICK RECAP
Universal Credit will replace six existing benefits. These are income
based Employment and Support Allowance, income related Jobseekers
Allowance, Income Support, Child Tax Credit, Working Tax Credit and
Housing Benefit. So far the rollout has been very slow and has only
affected single job seekers.
Who will NOT be affected by UC at all? – If you are over Pension
Credit age you will NOT be affected by Universal Credit. Please do not
worry about it.
Who else will NOT be affected? – If you already claim the benefits
listed above (known as the ‘legacy benefits’) and your situation remains
the same then you will find there is no change for you for some time yet.
The migration of those on the old legacy benefits will take place between
2019 and 2023. If you have an existing claim for benefits and expect this
to continue, you won’t be moved onto Universal Credit for a long time, so
don’t worry about it yet.
Who will be affected by the roll out of the new Universal Credit Full
Digital Service in September/October 2018? – From September/
October if you are of working age AND you are a new benefit claimant OR
you have a significant change of circumstances you will be expected to
claim Universal Credit. This will be an online process meaning you’ll
need an e-mail address and access to the internet.
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BE PREPARED - A FEW TIPS.
Is your tenancy agreement up to date? – If you have a joint tenancy
agreement with CHS and one of you is no longer living in your CHS
home, this could create problems as you’d only qualify for help with half
of the rent. If this affects you, call your Housing Officer now! This needs
sorting out as soon as possible.
Bank account, email address, access to a computer and the
internet – For those affected by Universal Credit you will need to make
sure you have a suitable bank account, have an email address you can
use and access to a computer and the internet.
Rent details – CHS will provide you with up to date details of what you
pay in rent. This is important, as the rent element is included in your Universal Credit payments.
Questions? – If you have any questions about Universal Credit, or are
worried about your financial situation, don’t forget CHS’s Money Matters
Team can help – just get in touch on 01223 713768 or e-mail us at
moneyadvice@chsgroup.org.uk
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CHS Satisfaction survey results
We’ve just had the latest results from our resident satisfaction survey,
with CHS customers sharing their views on our services and the way
we work. We sent the survey to 1589 CHS tenants. Customers are
sent the survey once every two years. If you haven’t received it in the
last year, you will receive it in the coming year.

23%
Took

part

1589
CHS TENNANTS

96%

In total 365 customers
took part in the survey,
which was a 23%
response rate.

92%

SURVEY SENT TO

OVERALL

SATISFACTION

97%
NEIGHBOURHOOD SATISFACTION
Rent

81%

88%

service charge
satisfaction

REPAIRS &
MAINTENANCE

SATISFACTION

SATISFACTION

92%

LISTENS

& ACTS

UPON YOUR

VIEWS
SATISFACTION

These figures are for General Needs customers and Housing for Older People customers combined.
They include responses of satisfied, very satisfied and neutral.’
The highest level of dissatisfaction was with the value for money of service charges. This is mainly driven by issues with
the maintenance of communal areas. This reflects feedback from estate inspectors. We are aware of these issues and we
are managing the grounds maintenance contract with Countywide closely to monitor performance.
When asked ‘What is the one thing you feel would further improve the services CHS provides?’, the highest number of
comments were about taking action when issues are raised:
e.g. ‘By listening to the residents, I've contacted you but still waiting for a reply. Dealing with things quicker would improve
your services.’
Customers who leave a free text response are given a follow up call where appropriate. Anything that can be resolved at
the time is done over the phone. If the matter cannot be resolved, CHS will advise a plan of action.

The Network - Summer 2018
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What is domestic abuse?
Domestic abuse involves controlling, coercive,
threatening behaviour, violence or abuse
between those aged 16 or over who are, or have
been, partners or family members, regardless
of gender or sexuality. Domestic abuse is one
person taking control of another and using
power over them. It needn’t involve physical
violence. Do you recognise any of these
behaviours in your own life, or someone you
know? You are not alone, and you can seek
help.

What will we do to help you?
CHS uses a victim-centred approach. We aim
to listen, support, and where possible do what
you need to be done. You will have a specific
Housing Officer/Support Worker, of the same
gender if you wish. CHS will respond within
24 hours. We will be flexible and highly
sensitive in how we respond and support you,
particularly if you still live with the perpetrator.

It’s shocking to think that one in four
women and one in six men will suffer from
domestic abuse in their lifetime. On average,
two women a week are killed by a current or
former male partner.

We encourage you to allow us to share
information with other agencies, including the
police and Local Authorities so that the right
resources are available and the most helpful
action taken. However all information you
provide will be treated in total confidence and
only passed to external agencies with your
consent. (Unless a child or vulnerable adult is
thought to be at risk or there is a high risk of
serious harm to anyone involved in the
situation).
CHS has signed up to the Chartered Institute of
Housing Make A Stand Pledge, committing us
to support people experiencing domestic
abuse. We have also started on our journey to
become accredited by the Domestic Abuse
Housing Alliance, leading change for cohesive
policies and strategies for tackling domestic
abuse and housing globally.

Please see our website
https://www.chsgroup.org.uk/my-chshome/rented-homes/domestic-abuse/
for further information.

USEFUL CONTACTS
Cambridge Women’s Aid
01223 460947
womensaid.org.uk
National Domestic Abuse
24 hr Helpline
0808 2000 247
National Victim Support
0845 3030 900
victimsupport.org.uk
Men’s Advice Line
0808 8010 237
www.mensadviceline.org.uk

The Network - Summer 2018
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A BUSY YEAR AHEAD FOR
OUR HOMEBUILDERS

Working to provide affordable housing to Cambridgeshire and
surrounding areas on behalf of Cambridge Housing Society,
Cambridge and County Developments are very busy with
developments across the county. These are a mix of homes for
low cost rent and for shared ownership.
The year started on a high with all 5 shared ownership properties in
Burwell and two in Cheveley completing early on, with Burwell proving to
be a popular location for young couples and first time buyers in particular.
Since then, we have already started to advertise several shared ownership
schemes to try and secure some early reservations. So far, shared

ownership homes at Duxford, Waterbeach and Littleport are proving to be
areas with high demand for properties where open market homes can be
expensive or simply not available.
The full programme for CHS’s newly built homes for affordable homeownership over the next year includes over 50 shared ownership properties
spread across Melbourn, Sawtry, Ely, Caldecote, Fenstanton and Sawston.
We have Cambridgeshire covered, whichever side you prefer.
For further information on all of our shared ownership developments and
availability, don’t hesitate to get in touch with the Sales team at
info@candcd.co.uk

GENERAL DATA PROTECTION REGULATION (GDPR)
On 25th May 2018 the Information Commissions Office (ICO)
introduced the General Data Protection Regulation (GDPR) to work
alongside the new Data Protection Act 2018. CHS is committed to
protecting your personal data and we are updating our privacy notices
so that you are fully aware of how we use your personal data in order to
provide our range of services. These are available on our website for
your information.
We regularly send out newsletters and satisfaction surveys to keep you
updated and gather your feedback. If at any time you no longer wish to

YOUR DATA

MATTERS

receive these communications from us, all you
need to do is ask to unsubscribe and we will remove your contact
details from these mailing lists. It is important that the personal
information we hold about you is accurate and up to date. Please
therefore ensure that you let us know if any of your contact details
change as soon as possible.
You can find out further information about your data rights at
www.ico.org.uk/yourdatamatters If you have any concerns or
questions please contact data.protection@chsgroup.org.uk

Garden competition – win £50 of vouchers!
Do you love gardening? Enter our garden competition by sending in photos of your garden with
your name, telephone number and address to Laura Papanikolaou, by post or email:
lpap@chsgroup.org.uk Closing date for entries: 31st August. Winners will be notified by 18th
September. The first prize winner will receive vouchers of your choice worth £50. The runners up
will receive £30 vouchers. You may enter one of the three categories:
• Best Small Garden, judged on use of colour and space
• Best Garden, judged on use of colour, space and environmental features
• Most Productive Garden, judged on the range and quantity of food produced

The Network - Summer 2018
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Intergenerational
Housing Project at
Ellis House, Cambridge
For the last 18 months CHS has been working with a charity called
Cambridge Hub https://www.cambridgehub.org/ to house three PhD
students from Cambridge University at one of our sheltered schemes
(Ellis House). As tenants, the students are required to volunteer in the
scheme, helping to run activities, meeting other tenants for coffee,
playing board games, cooking or just watching a film together. This
initiative started because of the withdrawal of funding for support
services in sheltered schemes in 2014, and subsequent loss of the
scheme manager role. The project has helped to restore a sense of
community and reduced isolation for a core group of tenants who get
involved on a regular basis. The project has been approved by Homes
England and we are continuing in 2018-19, when we hope more detailed
analysis of the project results will help us continue to improve wellbeing
amongst our older tenants both at Ellis House and our other schemes in
and around Cambridge.
Further information from Beryl Gillespie –
Head of Older People’s Services Beryl.gillespie@chsgroup.org.uk

Support for older people from CHS

You may not be aware that you can access
advice and support from CHS if you live in our
general needs housing. Our Business Manager
Andrea Sullivan is available by phone or face to
face visit for help with any of the following:
• Advice on alternative housing: moving to
Extra Care or Residential housing
• Advice on services in your area
• Housekeeping/meals services if you live
near to one of our schemes in Cambridge
City, Cherry Hinton, Ely or Melbourn
• Activities at our schemes for you to join in
Andrea can be contacted on
07917 508809 Tues – Friday
or at andrea.sullivan@chsgroup.org.uk

FURNISH YOUR HOUSE
FOR LESS WITH
CAMBRIDGE RE-USE
The Network - Summer 2018

If you are trying to furnish your home on a
low income, Cambridge Re-Use can offer
you furniture, electrical appliances and other
household goods at a low cost.
Our prices for most goods are about half that in
other charity shops. We offer a service based on
choice, quality, and affordability, and are able to
deliver your purchases if you wish. Anyone who
is earning under £18,000 as a single household
or £23,000 as a couple can access the service
and shop at Cambridge Re-Use by just bringing
in proof of their income, wage slips or benefit
letters. With the furniture displays, a welcoming

store and music playing, we enable people to
shop in a relaxing atmosphere.
We welcome donations of working washing
machines, fridge freezers and free standing
electric cookers. Anyone interested in applying
to join our dedicated team of volunteers, please
do also get in touch.
Cambridge Re-Use,
The Paddocks, 347 Cherry Hinton Road,
Cambridge, CB1 8DH,
01223 576535
www.cambridgereuse.org.uk
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Timebankers
lend a hand
Gareth attends the
Social Venture weekend
Gareth earned Time Credits volunteering for
Cambourne Timebank which he spent on
attending the Social Venture Weekend at
Cambridge Judge Business School. Gareth
said, ‘It was a very informative and
idea-inducing experience. I met a lot of
interesting, like-minded people who want to
change the world for the better. You didn't
need to have a fully-fledged business to
attend, you can attend with just a simple
idea you want to explore'.
To find out more about Time Credits, contact
Laura Papanikolaou lpap@chsgroup.org.uk

Cambourne Timebank members have been helping local
people with their gardens. If you live in or around Cambourne,
we can give you a hand with jobs around your home or garden.
The scheme is free for you. We encourage people who receive
help to join the Timebank but it is not essential. Other services
include cleaning, pet sitting, fixing computers, cooking lessons
and mending clothes. We also offer a befriending service for
older people, if you have a neighbour or relative who doesn’t
get out much, please refer them to us and we can arrange a
regular visitor for them.

Trish volunteers on CHS’s
Customer Committee and earns
Time Credits; she spent them
by taking her daughter to the
Cambridge Light Cinema to see
a film.

For Cambourne email Laura Papanikolaou lpap@chsgroup.org.uk or call 07540 122623.
If you live in Littleport or Ely, contact Caline Easey to join the Littleport and Ely Timebank
on Caline.Easey@chsgroup.org.uk or 07702 517746.

We’re recruiting....
Interested in joining one of our fabulous
Care, Housekeeping or Catering teams or
know of someone who is? Then we’d love
to hear from you!
Alex Wood House CB4, Langdon House CB4
and Vera James House, Ely, Dunstan Court
CB1, Richard Newcombe Court, CB4 and
Moorlands Court, Melbourn SG8.
It’s not just about the job, there’s lot of fun
activities and events to get involved in too
Great news, you don’t need to be qualified or
experienced as you will be fully trained on the
job and will have the opportunity to gain
a qualification while you work with no cost to
you. It’s a win win!

Come on - take the next step to an exciting
new future and get in touch
• Just drop into one of our friendly Schemes
where you can have an informal chat and
pick up an application form
• Tel: 0300 111 3555 to chat to our HR
Team
• E-Mail - recruitment@chsgroup.org.uk
• Log on and take a tour of our website at
https://www.chsgroup.org.uk/work-forus/current-vacancies/
• Follow us on our Facebook page
https://www.facebook.com/Cambridge
HousingSociety/ and Twitter @CHSGroup

Our values are at the heart of everything we do at CHS

The Network - Summer 2018
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The Hub Little
Paxton is open
for business
The Hub, in Samuel Jones Crescent, is a new
community building. It contains a large
multi-functional room with linked kitchen area,
some small meeting spaces, and changing
rooms linked to a new sports pitch, which will
open later in the year.
Kingfisher Coffee Stop, open Monday 8.45am
– 12pm during school term time, offers free hot
and cold drinks.
Switch Now is a provision that supports, trains
and develops young adults with learning
difficulties and disabilities to become
work-ready, whilst engaging with the local
community. Switch Now will be opening Switch
Café at the Hub every Thursday and Friday from

the 12th July 2018. You can find out more on
our Facebook page or by visiting
www.switchnow.org.uk Mark Hawking
01480 700517, contact@switchnow.org.uk
Little Miracles is a non-profit organisation
(charity number 1160178) that supports
families that have children with additional needs
and life limiting conditions. They run several
parent support groups as well as providing
workshops and medical support to their families.
THE HUB, 2 Samuel Jones Crescent,
Little Paxton, St Neots PE19 6Q
Telephone No: 01480 716880
Mobile No: 07856 362967
Email: info@littlepaxtonhub.co.uk

£250 PRIZE WINNER
Ms Rajama Narainasami was our latest winner of the customer
feedback prize draw. She received a cheque for £250.
Please let us have your feedback when we get in touch for it,
and you could be in line to win the same amount!

In the UK
Customer
Satisfaction
Index (UKCSI)
2018
2017

you move
CHS upwards
CHS is a member of the Institute of Customer
Service, and we compare our customer service
with businesses across 13 sectors including
retail, tourism, telecoms and banks.
We contacted 1946 people, all our tenants and
nursery parents that we have email addresses
for, and asked them to take part in the survey.
438 responded, a response rate of 23%. This is
the second annual survey, so we have been able
to compare this year’s results with 2017. We
have only just received the results and will do
more work on how to build on these positive
results, however so far we can summarise the
overall picture as follows:
CHS has a satisfaction score of 80.3 which has
increased from our last year’s score of 79.5.
Continued on page 12

CamCare UK run a cookery club in Cambourne that is supported by a neighbourhood grant from CHS. Their fundraising dinner raised over £1045 for
a local family whose baby Kendall is fighting cancer.

Changes to
Freeview
television
signals
The Network - Summer 2018

Some channels on Freeview will be moving to new airwaves to allow for the future development of
new mobile broadband services, following a decision by the Government. The engineering work for
the Cambridgeshire area should have taken place by 6th June and 17th July and following this,
you may need to retune your television and/or Freeview receiver if you find that you are missing any
channels. For the majority of viewers, a retune will restore TV services to normal. Satellite and
cable TV services will not be affected.
More information and advice is available via the Freeview Advice Line on Freephone 0808
100 0288 and on the Freeview website at freeview.co.uk/tvchanges
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CHS’s Net Promoter Score (NPS) is 41.6,
compared with 41.8 in 2017. This metric is
based on “likelihood to recommend” scores.
Any score over 0 shows that there are more
people willing to recommend CHS than not.
Our NPS score is significantly higher than the
UK average.

This is higher than the UK average of 78.1
and the public sector average of 75.0
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The word cloud shows which words were used
the most when customers described their most

recent experience with CHS. The bigger the
word, the more times it was mentioned.
Customers were most satisfied with CHS when
they phoned or spoke to us in person, but less
so when e-mailing us, which although better
than 2017, we need to improve further.
Although we’re pleased overall that our
customer service was well rated across the
many questions asked, the areas we did less
well in (although slightly improved since 2017)
were in staff doing what they say they will do,
and around complaints (speed of resolving, the
outcome of the complaint, staff understanding
the issue). We have done quite a lot of work to
improve the progress of informal complaints,
and are planning further training in complaints
handling.

What has the CHS Board been up to?

CHS Contact Details

In February, the Board approved the CHS
budgets for 2018/9, including another 1% rent
decrease, an increase in the development
programme to 150 units of affordable housing
and an increase in the responsive maintenance
budget. The budget includes £1 million for
planned maintenance including the following:

Head Office
CHS Group
Endurance House
Chivers Way
Histon
Cambridge
CB24 9ZR
Monday to Friday, 9am to 5pm

• 65 boiler replacements
• Upgrades to 5 communal boilers
• 86 kitchen replacements
• 63 bathroom replacements plus 41
upgrades to separate WCs
• Upgrades to two assisted bathrooms
• 24 external door replacements
The Board also agreed the Corporate Plan.
Our Corporate Objectives are:
1. Sustainable growth: Develop services and
opportunities with optimum social and
financial impact
2. Excellent services: Deliver excellent
services that exceed our customers’
expectations

deliver lasting benefit to more individuals,
households, and communities by expanding our
services, or extending their reach.
Expanding and extending our services requires
us to make sure we are using our existing
resources to achieve our objectives as
effectively as possible. This means reviewing
and stopping activity which is not effective and
ensuring we focus on achieving value for
money for all our customers.
CHS has a new Board member,
Philip David. He is a solicitor
and spent the majority of his
career at Arm Holdings, a
British multinational
semiconductor and software
design company.
We are looking for new Customer Board
members and we would particularly welcome
applications from people who have skills or
experience in one or more of the following
areas:

3. Strong CHS culture and governance:
Strengthen our values, culture and
communication and ensure effective
strategic decision making

• Business improvement and creating value
for customers

4. Strong financial sustainability, value and
risk management: Improve financial
sustainability and value for money through
effective management of risk

• Digital strategy and implementation

These objectives are essential to the delivery of
our vision and mission because we can only
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• Business planning, finance and commercial
skills

General Enquiries
Tel: 0300 111 3555
Minicom: 01223 713784
Email: help@chsgroup.org.uk
Web: www.chsgroup.org.uk
Repairs
Tel: 0300 111 3555
(24 hours for emergency repairs)
Email: repairs@chsgroup.org.uk
E-newsletter
Many people now receive The Network as
an e-newsletter by downloading it from the
myCHS portal. Register online via our
website chsgroup.org.uk You will need your
tenancy number, a 6 digit number that can
be found at the top of your rent statement.

Please contact us if you would like
it in audio or large print formats.

• CHS tenants and service users
Remuneration and expenses are available.
If you would like further information, please
contact Laura Papanikolaou on
lpap@chsgroup.org.uk or 01223 713542.

Follow us on:
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