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Raise the Roof
for Young People
Daniel Zeichner MP, visits CHS staff and supporters sleeping out.
A sponsored sleep out on Saturday
1st December raised over £2000 for
our young people at risk of
homelessness, which will make a
big difference to their lives.
Whilst living in our services, our young people
are provided with a room and support from our
experienced support staff and this is funded by
the Local Authority. However most of our
young service users don’t have a support
network to rely on to help them both financially
and emotionally through tough times. We are
raising money so that we can support our young
people when they need it. Sometimes a little
bit of help at just the right time, is all it takes to
make a huge difference in life.
The money may be used for:
 Emergency
• Food voucher
• New starter pack – toiletries, phone credit,
bus fare
• Medical or dental treatment

 Charitable donations to rent for service
users in work

 Trips to learn about themselves and others,
develop aspiration, motivation and inspiration

 Offering specialist one-to-one or group
counselling

 Help arranging relevant work experience
opportunities that service users can add to
their CVs

 Provide a young person starting college with
stationery and a loan of a laptop to further
their education
 To provide the transport costs for a service
user to visit their family as they try to rebuild
their relationship
 To provide interview clothes, coaching,
haircut and travel expenses for a service user
going for a job or college interview allowing
them to feel confident and empowered

The first application to our new CHS Support
Fund was from one of our 17 year olds, who had
been granted permanent residency, but was
unable to claim any benefits because he didn't
have a resident's permit or the money to pay for
one. With the help of the CHS Support Fund we
were able to pay the £57 fee to get his permit,
which means he started getting his benefits.

 Providing an advance to cover expenses e.g.
travel costs for the first month of working
before they get paid
 Funding for enterprise projects e.g.
Wheatsheaf Close veg box scheme
 Funding for specialist mentoring sessions
either in groups or individual

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

If you would like to donate you can visit
our JustGiving page
https://www.justgiving.com/campaign
/CHS sleepout2018
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Langdon House
wins Cash for the
Community Award
Over the summer one of CHS’s three
residential care homes for the elderly,
Langdon House, applied for a ‘Cash for the
Community Award’ from the Cambridge
Building Society. We were short listed and
needed the public’s vote to be in the final
15. Once into the final 15, the community
put in tokens for the Cambridge Building
Society to decide how much each of the
final 15 would receive. CHS staff members
Zoe Patman and Chris Elsley went to a
celebration event to collect our cheque
along with the other finalists at Hotel Felix.
We came 5th out of 15 and received £1034,
which will go towards our fundraising for the
summer house at Langdon House.
Thank you Cambridge Building Society!
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NEIGHBOURHOOD
GRANTS

Editorial
We are very grateful to our enthusiastic team of volunteers who take
part in our committees and panels for all their hard work in making
sure we continue to deliver customer-focussed services.

Laura Papanikolaou

Customers are at the heart of what we do, and over the past few months
we have been sharing quotations from customers on our Facebook page,
such as this one;

Tenants gather for Resident
Engagement Workshop

‘CHS has helped me quite a lot really. I was homeless before I came here,
so that’s been a big help…whenever I think of CHS, I think of home.’
It’s good to know our services make a difference to people. If you would like to access our
employment, training or money matters services, or you would like advice on your tenancy or
paying your rent, don’t hesitate to contact us. We can also help with aids and adaptations to your
home to meet your disability needs and we can discuss options for older people to move into
alternative housing such as Extra Care or Residential Care Homes.
Tel: 0300 111 3555

Email: help@chsgroup.org.uk

Web: www.chsgroup.org.uk

A New Deal for Social Housing
In August the Government published a social
housing Green Paper – A New Deal for Social
Housing. It sets out a proposed strategy for
reforming social housing based around five core
themes. The Paper was a consultation and many
of the proposals put forward are suggestions or
options rather than detailed policy.

Empowering residents and strengthening
the regulator
• Giving our regulator a stronger voice on
consumer standards and giving tenants a
national policy voice are both sensible and
both reversing decisions made under the
Coalition Government.

In one important way, the Paper marks the end
of a successful campaign to get the Government
to see housing associations as part of the
solution not part of the problem. The most
striking thing about it is the extent to which it
reverses many policies established under the
previous Coalition Government.

• The Government also suggested
introducing performance league tables for
housing associations. CHS is not afraid of
having our performance compared but it is
a lot of work to get the measures and
definitions right otherwise these tables can
have unintended consequences.

A few comments on these five core themes:
Ensuring homes are safe and decent
• Part of this is about implementing the Hackitt
Review into the causes of the Grenfell Tower
fire. This is clearly a good thing to do.

Tackling stigma and celebrating thriving
communities
• This is the area where the Green Paper is
weakest. Tackling stigma really requires the
Government to tackle the view that home
ownership is the good option and renting
is either temporary or less desirable.

• The Green Paper also talked about changing
the Decent Homes Standard which is the
minimum standard housing associations
must maintain their homes to. CHS works to
a slightly higher standard; if the Government
raises the standard higher than this we will
have to revise our long term financial plan.
Effective resolution of complaints
• The changes suggested are all pretty
sensible and include reversing delays in the
complaints process introduced by the
Coalition Government.

Tenants from Social Landlords across East Anglia
gathered in Cambridge for a Resident Engagement
Workshop hosted by CHS on Monday 29th
October 2018. Tenants who volunteer with their
landlords on committees and panels came
together to discuss ways that they would like
their landlords to engage with them in the future.
Jane Bird, Chair of CHS Customer Committee
wanted to organise this to learn about what was
working well at other Housing Associations and
take on board new ideas.

commitment. In the afternoon tenants discussed
hot topics including ‘how to recruit more
volunteers’ and ‘what does tenant empowerment
mean?’ On some issues such as whether
involved tenants should be given incentives and
rewards for their volunteering, a range of
contributions were welcomed and made for a
lively debate.
Participants particularly valued the discussions
and the ‘chance to explore issues in the group
and hear ideas from others.’ One
commented, ‘In the discussions we
were having, I felt knowledgeable and
felt I could speak out, others listened
and gave their views, which were very
interesting.’ Another said; ‘the meeting was
friendly and enabled the sharing of information in
a casual setting.’ Jo Todd, from Victory Housing
in Norfolk said ‘It was a really good event. We all
had a great time and found it really informative
and valuable’. Samantha Rackham from Suffolk
Housing said ‘The event was a fantastic!’

‘The event
was
fantastic!’

Sam Goodwin from the Tenant
Participation Advisory Service
(TPAS) spoke about national trends
in resident engagement, such as the
interest in digital engagement through online
surveys, pop-up events to consult tenants in
their neighbourhood, and the shift to more
discreet, time-limited forms of scrutiny called
‘Task and Finish’ groups, where tenants come
together to investigate a particular topic over
several months but they do not have an ongoing

CHS has a neighbourhood grant scheme that
tenants can apply to, for money to put on
community activities in your neighbourhood.
This could include social activities where
you can get together with your neighbours,
like street parties and celebration events,
arts, sports, coffee mornings, lunch clubs,
and trips. It could be outdoor projects like
clean-up days and flower planting. This year
skip days have been held at George Pateman
Court, Danesbury Court and Mill Road. In
Cambourne events have included ‘The Big
Squiggle’ art day, Science Festival and Diwali celebrations. In Little Paxton a grant was
used for a face painter at Paxfest. At CHS
schemes we have funded Christmas parties
and the Young Parents Project made a visit to
Santa at Scotsdales. If you would like to find
out more, contact Laura Papanikolaou,
lpap@chsgroup.org.uk, 01223 713542.

Kids get arty at The Big Squiggle

BOILER INSTALLATIONS
AND SERVICING YOUR FEEDBACK MATTERS

Expanding supply and supporting home
ownership
• Again, the proposals here are disappointing,
although the Government has increased
funding for affordable housing, recent
research shows that Government subsidy
for market sale housing is much higher
and rising.

Nigel Howlett
Chief Executive of CHS
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We are always looking for ways to improve our services and we regularly ask
you for your opinions. Between April and September 2018 we asked every
customer who had a new boiler installed to let us know if they were satisfied
with the work carried out and we are pleased to hear that all of the feedback
received was positive. As a thank you for taking the time to complete the
survey we ran a prize draw and the winner, selected at random, from all
completed surveys was given a shopping voucher. The customer commented:
Recently CHS installed a new combi boiler into our home. I was a bit
concerned about the potential disruption, however this proved not to be the
case. From beginning to end the job was seamless. Gasway provided a very
efficient engineer and team who all worked very hard at installing the new
boiler. It was a task that took two days, however the disruption was minimal in
terms of hot water supply. In addition, the engineer was very helpful in
explaining the new system and wall thermostat. Now the boiler is happily
running in its new location and thanks to CHS and Gasway, we are cosy and
warm once again.
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Following the installation of a new boiler, you may be contacted by Morgan
Lambert who are our Gas Auditor. They will check a sample of installations
to ensure that Gasway are continuing to work to a high standard. We would
be very grateful if you could allow them access to complete this check. In
addition to satisfaction surveys, you may receive a call or text after we have
carried out a repair in your home. Your feedback, positive or negative, is
essential in helping us to review and improve our services. However, if you
would prefer us not to contact you, please email pqteam@chsgroup.org.uk.
Heating appointments – Please keep them Over 12 months (between
Oct 2017 and Nov 2018) 857 heating appointments were missed by our
customers. If your appointment (repairs or servicing) is no longer
convenient, please do rearrange your appointment with Gasway as soon as
possible. This would help us attend to other customers sooner – whilst helping
our carbon footprint – these missed appointments wasted approx. £2108 of
fuel and 6.12 tonnes of carbon dioxide!
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PREVENTING
BLOCKED
TOILETS!

CHS Annual Report 2017/18
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What NOT to
Flush Down
the Loo
1. Tampons and other feminine hygiene
products
2. Cooking grease/food
3. Baby wipes/wet wipes/cleaning pads
4. Dental floss
5. Cotton buds/cotton balls
6. Nappies
7. Pills
8. Paper towels/tissues
9. Cigarette butts
Flushing any of these items can easily
turn into an expensive mistake for you
as CHS Group may have to recharge
you for a blockage.
What does that leave? Not much!
Human excrement and regular toilet
paper are the only things you should
flush down your toilet.

ESTATE INSPECTOR UPDATES
AND INFORMATION
CHS are lucky to have Estate Inspectors
who help with monitoring Estate Services
on the site where they live.
Estate Services include:
• Grounds maintenance
• Window cleaning
• Internal communal cleaning
• Handyman service
Being an Estate Inspector involves
monitoring a service you receive and giving
CHS feedback on it. The reporting method is
via an online survey tool delivered via email
each month. A short questionnaire is sent to
Inspectors for them to give their feedback on

YOU SAID

Estate Services they have received. CHS then
collates the information and feeds back to the
inspectors via a monthly newsletter. CHS
used to hold evening estates services
meetings but after consulting with Estate
Inspectors it was found these meetings were
unnecessary.
Currently CHS has 34 active Estate Inspectors
yet we deliver gardening maintenance to over
110 sites! Therefore if you have time to help
CHS monitor Estate Services where you
live, please contact CHS on 0300 111 3555
and we will put you on the feedback list.

If a plumbing repair cannot be fully completed within
3 visits, our repair contractor, Foster, will refer this
back to CHS for our Surveyors to review the issue to
ensure a full resolution is achieved.

Your repair appointment was delayed or cancelled
and you were not notified until late in the day.

Foster will notify you as soon as practically possible
if the operative attending your repair has been delayed due to unforeseen circumstances and make
alternative arrangements if necessary.
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We were very proud to have celebrated CHS’s
90th anniversary in 2017. Our rallying cry in
1927: ‘Homes fit to live, within the reach
of the lowest wage earner’, still applies
today and we continue to strive to live up
to our values. We held a number of events
to connect back to our origins, culminating in
a celebration party for customers, staff and stakeholders in the summer. You can see more about these activities, together
with a short video of the work we do, featuring you, our services, and our
staff, on the website www.chsgroup.org.uk.

WE DID

Occasionally a plumbing repair has not been
effective on the first visit and you must have
additional repair appointments.

You were not given an AM or PM appointment for
your emergency heating repair.

CHS achieved 90 years
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Value for money
Our Community Investment and Community Support services alone
achieved £1.1m in social impact. Further details of how we have achieved
value for money can be found on our website. We continually re-assess and
evaluate the effectiveness of our systems, procedures and controls, in order
to maximise our efficiency and in response to customer feedback and to
events in the wider housing world.

Change and challenge

Governance and viability

Yet again, the year has been one of change and challenge for the housing,
care and support sectors, much as it has for the whole country, and our
Board and Executive continue to be active in making sure that CHS is as
effective as possible so that we can do as much and help as many people
as we can through our services. As ever, CHS is playing a central role in
tackling the housing crisis and supporting strong, vibrant communities
across Cambridgeshire.

The Regulator of Social Housing (RSH) carried out an in-depth assessment
of CHS’s governance (G) and viability (V) during 2017. CHS’s grading of
G1, V2 means we are fully compliant with regulatory requirements whilst
carrying some degree of risk, but at a level that appropriately reflects risk
appetite, past history and the skills capability of the Board and the executive
team. In relation to a well-funded housing association providing only general
needs housing, the RSH regards CHS as comparatively more risky due to
the diversity of our services and our exposure to the housing market within
our shared ownership and market sale development programmes.

Housing has an essential role to play in everyone’s lives and CHS continues
to invest in building as many new homes as we possibly can. During the
year we started work to increase our affordable housing development
programme to increase our housing stock by 5% per year. Everybody should
have access to good quality housing which they can afford, and which meets
their particular needs. But housing is not just about bricks and mortar. Quality
of environment, community and availability of advice and support where

If you report an emergency, Gasway cannot
guarantee an AM or PM appointment. Please be
aware that you will be required to be available
throughout the day.

needed are also key. We believe that CHS has a role to play across a whole
range of activities, to help people to access appropriate housing and support
and give them opportunities to achieve what they want and a better quality
of life. Our local knowledge and commitment to Cambridgeshire enable us
to be in the front line, providing local solutions to local problems.
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The V2 grading is a reflection of the RSH’s changed attitude to risk and wider
market changes since in factual terms our activities have been much the
same over the last eight years. The RSH provided helpful feedback which
we have taken on board this year and we continue to manage the risks in
our services closely.
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In 2017-8, our Community Investment services delivered £1.1m in Social Value
A tenant had problems with a gas leak following work by one of our
contractors. The leak was resolved as an emergency, and our contractor has
used this as an example to support on-going training for their operatives.
CHS shares all examples of poor workmanship reported by tenants with
contractors, and their supervisors then target these types of work for
additional inspection and/or training and development. Further learning
opportunities are identified through independent checks on the quality of
the annual gas safety checks.

…but we work hard on providing
excellent services that we would be
happy for our own families to receive.
A relative of a resident at Vera James House care home in Ely
recently wrote to us:

Partnership working

‘I would like to express my gratitude to everyone at Vera James House for
the tender care and attention my brother receives. Each time we visit we
have found a very well organised but relaxed and peaceful atmosphere, and
the carers, kind, helpful and understanding. This is proved by the way Tom’s
face lights up each time he sees a carer. At the end of our visits, although
sad to see his deterioration, we have each time left him in the knowledge
that he is in safe and caring hands. I realise the carers must have a very
frustrating and stressful job a lot of the time, so their patience and understanding is to be truly admired’

FORMAL COMPLIANTS 2017/18

During the year we joined up with partners to deliver the Cambridgeshire
Local Assistance Scheme on behalf of the County Council and more
information can be found on our website.
We work hard to maintain good relationships with our stakeholders and with
local organisations across Cambridgeshire. Our local MPs are very supportive,
we deliver a growing range of services for the County Council including our
older people’s and community support services as well as with time banking
and time credits, and we continue to work closely with District and Parish
Councils. We also greatly appreciate our relationships with our contractors
and our Community Investment partners as well as with our funders.

We’re not perfect…
Sometimes we don’t achieve the standards we set for ourselves so we have
a Complaints Policy (for further details, see www.chsgroup.org.uk or ask
any member of staff) which tells you how we will try to resolve problems.
Complaints Panel
Anyone with a complaint now has the choice to involve a Designated Person
(MP, Councillor or Tenant Panel). If the complaint is unresolved the matter
can be escalated to the Housing Ombudsman, who will only investigate
where internal complaints procedures or the Designated Persons cannot
achieve a satisfactory outcome and there is a ‘significant adverse effect’ on
the complainant. Unresolved complaints about our nurseries can be referred
to OFSTED. Anyone in receipt of our care services which are regulated by
the Care Quality Commission can complain to them or to the County Council
at any time.
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• Increase use of employment advice service amongst CHS’ tenants employment outcomes were poorer than 16-17 but CHS referrals into
the service were on target and it suggests that we have been reluctant
to exit clients from the service. We are addressing this by developing a
way of working, a strengths-based methodology, for enabling clients to
move on
• Migrate Community Investment activity onto new management
information system – 80% complete
Community Support Services:
• Negotiated future support service delivery model for former rough
sleepers move on housing by working with Cambridge Cyrenians who
provide housing management and support to the tenants
• Our Raise the Roof campaign raised £10k to support our young people
in supported housing with grants for emergency food, college
equipment, travel expenses, interview clothing etc
• We continued to be involved in the National Housing Federation
Working Group, lobbying the Government for a workable, sustainable
funding model for supported housing

Housing & Customer Services:

You could join the Customer Committee, Complaints Panel or Scrutiny
Panel, become an Estate Inspector or Board member, or join a Timebank.
Contact Laura Papanikolaou, Customer Involvement Officer on 01223
713542 or email lpap@chsgroup.org.uk

Of the 25 formal complaints in the year, 10 were fully upheld, 8 were partly
upheld and 5 were not upheld. 6 complaints were escalated to Formal
Review by a Director, or the Customer Complaints Panel, and two of these
have now been escalated to the Housing Ombudsman.

• Webchat – this was launched to allow customers another option to
phoning us. Currently we typically receive 3-4 webchat contacts per
day, around diverse issues such as rents, repairs and general
enquiries.

Compensation

Property Services:

A total of £4,920.09 was paid in the period to complainants, mainly on
repairs issues.

• 3 flats at Ellis House were remodelled for students for our
intergenerational living pilot
• Options prepared for major procurement of key service contracts
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• CLAS Project – we are leading a new delivery model for CLAS,
delivering greater value for money to Cambridgeshire County Council

How can you get involved with the running of CHS?

• Our Customer Involvement Officer has helped us to review all our
customer feedback to see what we need to change, and to involve
customers in reviewing the feedback

A tenant had difficulties with their neighbour and the stress of the relationship was causing a lot of upset for them, and they didn’t feel clear what
action CHS was going to take to support them. CHS should have put the
actions agreed in writing, and also should have done more to arrive on time
for home visits or to let the customer know if we were running late.

Community Investment:

In our last annual report we said we would:

• Universal Credit – scaled up the data collection, reporting and support
for customers affected – Universal Credit went fully live in our area
from October 2018 for new claims

Lessons Learned

• Rolled out new End of Life training in conjunction with Arthur Rank
House to increase carer competence and confidence dealing with this
sensitive subject

CHS REPORTING STRUCTURE
BOARD SHAREHOLDERS
FINANCE & AUDIT
COMMITTEE

OPERATIONS
COMMITTEE

NEW BUSINESS
COMMITTEE

HR
COMMITTEE

SCRUTINY
PANEL

FOCUS
GROUPS

CUSTOMER
COMMITTEE

MYSTERY
SHOPPERS

Housing with care:
• New training/meeting centre and Domiciliary Care business planned at
Alex Wood House to replace Day Centre income

COMPLIANTS
PANEL

RECRUITMENT
PANELS

ESTATE
INSPECTORS

• Developed Lead Practitioners’ clinical role in care homes as frailty and
dependency of residents increases

The Network - Winter 2019
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WE’RE RECRUITING
Interested in joining one of our
fabulous teams, or know of
someone who is? Then we
would love to hear from you!
Volunteering for the Scrutiny Panel
My name is Ann, I am a CHS tenant and in 2017 I became involved in the
Scrutiny Panel. The Scrutiny Panel looks into services that tenants pay for
through their rent or service charges, such as the grounds maintenance
service. At my first meeting we were looking at service charges and whether
tenants and CHS were receiving value for money in performance, reliability
and standards. I have interviewed residents and family members at Care
Homes as part of a project to see how CHS Homes compare with others,
and how the Homes were marketed on websites. We produced a report which
was presented to the CHS Board for action. I feel CHS value the Scrutiny
Panel’s contribution.

CHS will pay you reasonable expenses to enable you to make the meetings,
while also giving you Time Credits for your time, that you can use at various
places in lieu of cash, and not just in Cambridgeshire. I have also taken
advantage of training that CHS paid for. I completed a Tenant Scrutiny online
course, I found this very interesting and improved my knowledge of scrutiny.
I have recently attended as an observer the Customer Committee, where
matters concerning tenants are discussed. I found the meetings worthwhile
and interesting.
If you were thinking of volunteering on a panel, then I think it is a good way
to learn about your landlord, meet new people, while making a valuable
contribution not only to the organisation, but to yourself, you have a voice
and your opinion matters. You even get invited to a Christmas meal!

Successful candidates could be
eligible for up to £250 under our
unique R&R scheme.

@

Cambridge CB4 & Cambourne CB23

Early Years Educator
Full and part-time positions available(qualified to a minimum
of Level 2 in childcare or equivalent essential)

Nursery Assistant
Positions (no qualification or experience necessary)

Summer feedback & survey draw winners
Feedback draw winner

Casual Relief
Positions also available. Training, development and career
progression through our bespoke Career Path Framework
with no cost to you.

UK Customer Service Institute survey prize draw winners

It proved very fruitful for 4 of
our customers who took part
in the 2 surveys that were in
the summer edition of ‘The
Network’. Our regular Feedback
and the UK-CSI surveys.
These surveys help us provide
our customers with a more
inclusive service, and helps to
show us where we aren’t
getting it right.

A new employee could receive a payment of £150
after the completion of 6 months employment and a
further £100 after 12 months.

CHS Care and Extra Care Homes
Alex Wood House CB4, Langdon House CB4 and Vera James House, Ely; Dunstan
Court CB1; Richard Newcombe Court, CB4 and Moorlands Court, Melbourn.
Susan Henson won
£250 in our customer
feedback prize draw

John Crispino won the
1st prize of £200

We know that if you are finding the relationship with
your neighbours difficult, it can be very stressful. CHS
can support you by paying for independent
mediation. Mediation provides an opportunity for
people on both sides of a dispute
to meet up with a trained facilitator,
who is on hand to help with
discussions without taking sides. People are given the
opportunity to listen to each other in order to try and
resolve their differences in person. If this sounds too
daunting, the mediator can meet both parties
separately. There have been some surprisingly good

MEDIATION
HELPS RESOLVE
NEIGHBOUR DISPUTES
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What is the CHS Recruit
and Retain Scheme

Rachel Ayto won the
2nd prize of £100

Maria Pritchett won
the 3rd prize of £50

Care, Housekeeping and
Catering positions available
No qualification or experience necessary, 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.

outcomes from mediation between neighbours who
really couldn’t get on at all before it began.
In the minority of cases, if the problem continues or if
someone is found to be personally harassing a
neighbour, we look at firmer action. This starts with
warnings and might escalate to legal action if it’s
serious and persistent. Our Housing Officers would
advise you on the options available and the powers
CHS can use. Legal action takes a long time and is often
a stressful process for all those involved, that is why
we explore other routes to resolve a disagreement
amicably first.
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Interested?
Just drop into one of our friendly schemes or nurseries,
where you can have an informal chat and complete a short
application form or see below for further information on how
to contact us:–
How to apply for a position with CHS:
• Tel: 0300 111 3555 to chat to our HR Team
• E-Mail your CV - recruitment@chsgroup.org.uk
• Apply online 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/ CambridgeHousingSociety/and Twitter @CHSGroup

The Network - Winter 2019
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Saved from
eviction thanks
to New Horizons

Krystal is a single parent who was referred to the project to help her improve
her IT skills. It became apparent that her situation was complicated, with a
number of debts and she had also received an eviction notice from her
Housing Association. As Krystal says “I decided to enrol because I had lost
my way, with bills, my debt and my life in general”.
In the short term Krystal was issued with food bank vouchers, awarded a
CLAS grant (Cambridge Local Assistant Scheme) to pay for a new mattress
and a Staywell grant of £200 for her energy bills. She also successfully
applied for a LITE tariff for her water and was given an 80% discount. Her
coach helped her to negotiate repayments for her priority debts and to attend
appointments with Citizens Advice Rural Cambridgeshire. Following debt
advice from them, New Horizons was able to pay for her to have a Debt Relief
Order put in place.

CAMBRIDGE PRE-SCHOOLERS JOIN
RICHARD NEWCOMBE COURT
RESIDENTS FOR PLAY TIMES
Cambridge Sunflower take our pre-school children to Richard Newcombe
Court for visits to play with the elderly residents there. We visit every
2 weeks and we have become a familiar part of their lives at the home.
The residents now look forward to the visits and join us excitedly. We
have a lot of familiar faces, but they love to interact in early years play
(play dough, story time, paint, jigsaws) and thoroughly enjoy spending
time with our children. How often will the lady reading aloud be able to
do this and get so much attention and reward from doing it? How many
times have these children been able to spend time with elderly relatives
that join in with their play and give them undivided and spontaneous
attention?

and improve her CV. By bringing together coaching on money, online and
work, New Horizons has helped Krystal to turn her life around. She now feels
in control of her money and has recently started a job in a local café and
has signed a new contract with her Housing Association. As Krystal says:

As we have many children whose relatives live abroad, we have observed
that this type of interaction is unique and valuable to them and their
parents. We have already observed that children are gaining confidence
and better communication skills as they meet and interact with the
residents during play times. They all say hello and goodbye as the
residents come and go and they go straight over to introduce the
residents into their play.

“Amanda would know who to contact and gave me the courage to speak to
debtors and sort it. I am now in a supported place where I feel in control and
it feels great”.
New Horizons provides 1-2-1 coaching on money, getting online and work
for anyone who is isn’t currently in employment. It is funded by the Big
Lottery and European Social Funding. For more information contact new.
horizons@chsgroup.org.uk

They love

sunflower@Cambridge

While her money situation was improving, Krystal was able to borrow a
laptop and improve her IT skills in order to find employment opportunities

DON’T PANIC ABOUT UNIVERSAL CREDIT!
Government to pay arrears to many claimants moved on to contribution-based ESA
You may have heard in the news that the DWP
made mistakes when moving those on
Incapacity Benefit and Severe Disablement
Allowance onto the new contributory
Employment and Support Allowance (ESA).
The DWP failed to provide information at the
time that claimants may also be eligible for
income-related ESA. As a result they may

Th e t i me
e
e xch a ng
re p o rt
Maria takes the plunge
thanks to Time Credits
earned helping Janet.
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have missed out on extra premiums, such as
the Enhanced Disability Premium.
The DWP will now pay arrears to those
people who were underpaid as a result of the
error, dating back to 2011. However, a DWP
form (ESA 3) will need to be completed by
the claimant, as the DWP requires full information about the claimant’s other household

Sue Reynolds – Senior Money Matters Advisor

income during the period in question to calculate the amount owed correctly. If this form
is not completed and returned then the arrears
cannot be paid.
If you need help with the ESA 3 please
contact the Money Matters Team on
(01223) 713768 or email
moneyadvice@chsgroup.org.uk

Maria is on Maternity Leave and she has been earning Time Credits by taking her baby
with her to visit Janet, an older member in her community. Maria has helped Janet
with her computer and smartphone, so Janet can send and receive emails to help her
keep in touch with friends and family. Janet has reduced mobility and doesn’t get out
as much since having two strokes, so she likes to have visitors and appreciates Maria
and her baby popping by. Maria spent her Time Credits on the Social Venture Weekend
to develop her business idea and also taking her kids swimming at Parkside pool in
Cambridge. She has recently launched her own business selling wooden children’s
toys. Now it’s up and running she has lots more questions she wants to ask so she’s
booked on another Social Venture weekend to get more advice from the experts.
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We have had lots of calls from CHS customers who are
concerned about things they have heard about Universal
Credit and want to know if they need to take any action. Sue’s
advice is: “Don’t panic!” If you are below pension age and
are on existing benefits (Employment & Support Allowance,
Income Support, Job Seekers Allowance, Working Tax Credit,
Child Tax Credit and Housing Benefit) and NOTHING HAS
CHANGED then you don’t need to do anything at this stage.
The ‘Managed Migration’ of people on these benefits has been
delayed again and has no firm start date. Moving everyone
over to UC will take several years, so you may not be
contacted by the DWP for a very long time. In the meantime
you will stay on your existing benefits. Please do NOT apply
for Universal Credit, or you may lose your ‘Transitional
Protection’ and risk being worse off financially.
The CHS Money Matters Advisors are here to help with any
Benefit, Budgeting or Debt issues. Please contact Tina Spring,
Administrator, on (01223) 713768, or email
moneyadvice@chsgroup.org.uk
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BEAUTIFUL BARNABAS!
Congratulations to our garden competition winners
who come from Barnabas Court in Milton.

1st Prize of a £50 voucher
goes to Mr and Mrs Houston for their
colourful flowers and well-cared for lawn.
2nd Prize of a £30 voucher goes to
Mr and Mrs Walsh for their tastefully arranged flowerbeds.

3rd Prize of a £20 voucher
goes to Mrs Stocker for her
attractive artificial pots.

Board Update

CHS Contact Details

In June, the Board approved CHS’s long-term Business Plan for the years from 2018/9 to 2047/8
which gives an overall direction of travel and supports the delivery of our corporate objectives. The
Plan was subject to robust stress testing and details of the possible mitigating actions to manage the
risks were provided. It also approved the Treasury Management Strategy. The Board reviewed the
internal controls that were in place during 2017/8 to support the approval of the Internal Control
Statement to accompany the annual accounts, which were also approved. The Board also noted the
review of each individual business stream which assessed their progress to meet financial targets.

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

3 NEW BOARD APPOINTMENTS
Three new Board Members were appointed from September.

Karen Mayhew

Karen Mayhew was previously Chief Executive of Havebury Housing,
is on the Board of Chelmer Housing Partnership and is Director at
Homes for Cambridgeshire and Peterborough, a consortium of housing
associations. She also sits on the Group Audit & Finance Committee.
Chris Knight is CEO of Legal & General's Retirement Retail Division
and has also held a number of finance roles at L&G and has been a
member of a wide variety of Boards, Audit and Risk Committees.

Chris Knight

Phin Hodson

Phin Hodson is a Cambridge-based management consultant and
non-executive director with particular interests in strategy, business
planning and digital transformation. He has worked across health,
social care and the third sector to improve services and lead strategy
development and digital business cases for government departments.
He also sits on our Operations Committee.
If you would like any further information about CHS’s Board or
Committees, please contact Alison Booth, Corporate Services Manager,
on 01223 713757 or email her Alison.booth@chsgroup.org.uk
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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.
Follow us on:
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