KPIs

Rents

Quarter 2 2020-21

% of rent arrears of
current tenants

5.35%

Customer Survey

Quarter 2 2020-21

Overall satisfaction
with repairs

100%

STAR Satisfaction

Overall Performance (Year Snapshot)

Resident overall
satisfaction with
saha

77%

Our Targets
5%

the newsletter from saha

WINTER 2020

Our Targets
90%

Our Targets
90%

STAR – To improve on feedback we have received from you, in the last few months we have been
working with residents, including our T4R panel, saha Rewards and residents at our services to create
the new “Commitment to You” offer and to review saha’s customer feedback process. These will be
published in the New Year.
We are committed to learning from your feedback and invite you to Get Involved. You can contact the
team on 0800 970 6363 for more information.

Light in the darkness
Braintree Foyer
gets creative

Learning from Feedback...
In quarter 2, saha received 17 service complaints from customers of the Association.
9 complaint cases were resolved and closed in the same period, with 13 resolved at Stage one of the
complaint process.

also in this edition...
Coronavirus update
Creating a pond for
dragonflies

Compliments
For further information, in quarter 2, 2 service compliments were formally logged relating to saha staff
and conduct.

Out of Hours service

T4R Update
Staying safe online and
at Home
Getting back to Nature
Christmas Closure

During the week, Monday to Friday you can call saha’s Customer Service
Centre for a repair between 8:30 am and 5:30 pm on 0800 970 6363.
If you have an emergency repair when we are closed, you can report all
emergency repairs using the same number.
Other useful numbers: National Grid: 0800 111 999

make sure you’re in

We wish
you a Happy
Christmas and
a peaceful
New Year
Call saha on
0800 970 6363

Email saha on
info@saha.org.uk

Coronavirus
update

I have been asked to give a Christmas message
for the Loop. This has provoked a wry smile on
this lovely sunny November day because last
night my wife suggested I get the Christmas
lights down from the loft. Apparently it has
been suggested we get our lights up early in
order to bring a sense of joy and hope to our
neighbourhood on these particularly dark days
of lockdown. As my wife is Danish, I have to
admit to metamorphosing over time very much
into Danish culture and the idea of ‘hygge’,
which I guess has been spoken about as being
one aspect of Scandinavian life that features
within the Danish way of living and may well be
responsible in part for the fact that Denmark
features high in the annual ‘happiest place to
live’ tables!
Hygge (pronounced ‘hoo-gah’) means creating
a warm atmosphere and enjoying the good
things in life with good people. The warm glow
of candlelight is hygge. Cosying up with a loved
one for a movie – that’s hygge too. And there’s
nothing more hygge than sitting around with
friends and family, discussing the big and small
things in life.

So if you come to the Hills’ household you will be
greeted with warm light from the Christmas lights
through to the lovely glow of a naked candlelight.
None of this ‘hygge’ creation immunises us from
this current situation and the knowledge that
there are many who are in need this Christmas
time, but the candle glow in the darkness always
reminds me of the light that came into the world
over 2,000 years ago and gave hope to us all. It
drives the saha mission of ‘Transforming Lives’
today and forms the basis for the values that
help us in our striving to keep achieving this
mission.
As we approach the end of this year, wherever
you find yourself this Christmas, I would just
like to take this opportunity to wish you all a
wonderful time. I hope you can all enjoy a sense
of ‘hygge’ this Christmas time but, more than
this, I hope you are blessed by the true meaning
of the season of love and goodwill to all.
Happy Christmas,
Nigel

Safeguard

Empowerm

Safeguarding month
During October we ran a safeguarding
awareness month at saha to look at raising
awareness and seeking ways to improve
across our services. We posted safeguarding
awareness information onto our social media
accounts, ran quizzes and held meetings.
Thank you to everyone who filled in our surveys
– these comments will help us to shape our new
policies and procedures.
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Following the comments, we have also created
an easier to access area on our website that
you can go to if you would like to report any
safeguarding concerns.
If you have any further comments on what you
would like to see on our social media or website
about safeguarding, you can let us know at
haveyoursay@saha.org.uk.

This year has seen the UK overcome many challenges that we did
not think were possible. With the second lockdown in November
in the UK and the continuing challenges we face due to the
coronavirus, here at saha we want you to know that we are here to
help and support all of our residents as we move through this uncertain time.
saha are continuing with repairs and statutory inspections and we ask that you continue to allow our
contractors into your home to carry out these important works. You can still speak to you rent account
office if you have any questions relating to your rent account. They can be contacted on 0800 970
6363.
We will be updating our Coronavirus page on our website with the latest information you can visit it on
our website: saha.org.uk. On the webpage there are also links to lots of agencies that can offer you
support and advice.
Remember the Government advice: Hands, face, space

Commitment to you consultation

Christmas message from
saha’s Chief Executive, Nigel

Our new service
offers to you!

The new o
ffer
focuses on
:
Relationsh
ips
Communic
ation
Voice and
Influence
When thin
gs go wron
g
Accountab
ility
Quality

Over the last few months,
we have been working with
residents to create the new ‘saha offer’ for you.

The consultation included residents from across saha
services looking at our current saha offer, the National
Housing Federation ‘Together with Tenants’ charter and,
most importantly, asking themselves what services they
expect from saha.
We are pleased to say that the new offer will launch at the
beginning of next year!
We will be updating the website with the new offer and how
you can expect saha to meet it.
We want to thank everyone who took the time to attend a
meeting, fill in a survey or give feedback over the phone.
Your comments have been invaluable in creating saha’s
new offer.

saha
Rewards

Do you want to get
vouchers for giving
us feedback?

Do you want to help us shape
our services? You can get
involved in saha Rewards
online, via text, WhatsApp or
even by post!
Have a look at saha.org.uk/
residents for more info.
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Creating a Pond
for Dragonflies

St. Andrew’s House is
a residential project
in Exmouth for adults
with a history of mental
health problems run
by saha. Being a
converted church and
grounds, we were lucky enough to have an
existing sizeable dug pond with a low wooden
fence around it. The pond project began in 2019
as an idea to make the pond area somewhere
residents and pond-life alike would enjoy, and
we realised it would be almost as much work as
creating a pond from scratch.
The first task was to dig out all the plant-life
that had ruled unchecked for years, as this was
thought to not be conducive to attracting the
kind of wildlife we wanted. Also, the existing
liner had split, so this had to be removed after
the pond had been drained. We tried to rescue
and temporarily home as much aquatic life as
possible.
The pond sits on a very slight incline, so it does
naturally drain away from the main garden area.
When fitting the new liner, trimming it with a
knife, and holding it in place with cemented-in
paving slabs, care was taken so that there was
still a drainage channel at the lower end for when
the rain does fall. The pond was filled up again
with a hose overnight.
“The project began in 2019 to make the area
enjoyable for residents and wildlife
alike...we realized it would be as much work
to create a new pond from scratch.”
The overall plan for the pond from the outset
included three main things: new plant life
growing from underwater, new pond life living in
the water (including possibly minnows, dragonfly
larvae and tadpoles), and aquatic and non4

Story by
Richard
Spencer

(saha resid

ent)

T4R Update

aquatic life (frogs, newts and insects) in the
area immediately around the pond.
We intended to use the pond drainage area
as a mini wetland as we wanted to attract
as many amphibians as possible. Also, we
created a “Bug Hotel” from a wooden and
metal wine rack, using twine, cardboard, twigs
and stones. Another part of the preparation of
the pond area inside the fence was the planting
of wildflower seed bought from the garden
centre, as well as some underwater plants which
were chosen to attract insects and especially
dragonflies. We intend to source a bench to be
sited in one corner, and a bird feeder and bath in
the opposite corner.
Earlier this summer we were thrilled to observe
a mature dragonfly hovering around the grassy
pondweed, which we identified as a female
Emperor. Later in the summer we found sizeable
dragonfly larvae while clearing out blanket
weed, which we were careful to place back
underwater. Other parts of the overall plan yet to
be implemented include birds’ nests hung from
the overhanging trees and a “Toad Hall” built
from layers of flat stones over the wetland area.
Most of the work is now complete and we can
look forward to the pond area giving enjoyment
to residents, visitors and staff for years to come.

Hi Everyone,

I needed a better microphone.

My name is David. I am a saha resident and
a T4R (Together 4 Residents) Scrutiny Panel
member. In this issue I want to talk about how
‘Getting Involved’ at saha has led me to some
new and exciting experiences.

We discussed the process of editing the
‘Session’ into a useable recording and I
volunteered to do it ... well, at least I think I
did ...!

At the beginning of 2020, the Customer
Insight Team asked me if I would be
interested in helping to launch a series of
podcasts exclusively for saha residents and
staff.
“Crikey!” I thought, “I don’t know anything
about podcasts, let alone how to produce
them.”
However, to cut a short story even shorter,
I agreed.
So, there it was, I had committed myself.
From there, myself, Mary from the CIT, and
John, a saha resident and T4R member, had
a series of phone conversations and online
meetings to discuss the ‘How, What, Where,
and When’ of podcasting. We planned to
meet up somewhere mutually convenient, sit
around a recording device of some kind and
chat. Simple!
All well and good, but then the pandemic
happened, and all our carefully envisioned
plans evaporated into thin air. Time for plan
B. Microsoft Teams to the rescue.
With the help of the CIT, the three of us
utilised the Microsoft ‘Teams’ application that
enabled us to record our online sessions.
We planned to record five, well maybe six,
podcasts if we could find enough to chat
about.
And so it was that after a series of online
planning meetings we recorded our first
podcast. This quickly highlighted the fact that

Now, as anyone who knows me will tell you,
I am a sucker for a challenge; and the next
challenge quickly became apparent when I
started to edit the recordings. I found that I
did not really understand the intricacies of
the editing software.
However, as a former Adult Education
Trainer, I put my skills to good use and
worked out a learning strategy that involved
a judicious dose of YouTube videos and
intranet searching.
Now Mary, John and I have recorded seven
‘Getting Involved’ podcasts and a ‘Lockdown
Special’. We have had some fantastic input
from special guests, including the CEO Nigel
Hills, residents, and saha team members, to
whom I extend my thanks and gratitude.
“What! You haven’t listened to them?” Well,
there is some great information in them, so
listen to them today. You can find them on
the saha website in the T4R overview page.
What has the podcasting experience meant
for me? Well, for one thing it has brought
me excitement, happiness, frustration, and
even laughter in abundance. Importantly,
it has also shown me the benefit of getting
involved, something that I recommend to
everyone.
So, to finish, I want to ask you to consider
joining me in getting involved. Do it in any
way that suits you and you will find, as I
have, that together we can make a positive
difference to our lives, and the lives of others.
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Borrowing

Staying safe online and at home
Online shopping has become more popular, but
so have the associated risks.

What are online scams?

Online scams are becoming more sophisticated
and are catching more people out, even those
who regularly use the internet. These can
come in many forms from email scams to fake
websites.

What do you need to

look out for?

Email scams – Scammers will send fake

emails hoping that the recipient will enter their
personal and financial information.
These scam emails can sometimes look real and
may come from an ‘official’ address like HMRC
or your bank and might ask you to log in or open
an attachment, but opening links or downloading
attachments might harm your device.
There are some ways that you can look to see if
these are a scam, things like a spelling mistake
or grammatical error, a message asking you to fill
in your username or your full password or threats
in the email that if you do not act now, there will
be consequences.
If you spot an email that you think might be
suspicious, do not open any attachments or click
any links, delete the email straight away. If the
email claims to be from an organisation, you can
contact them directly using the details available
on their website to ask them.

Fake Websites - Fake websites sounds

exactly what it is. Scammers will create a
website that will look like something you might
expect i.e. a bank, to ask you to verify your
details. Often these will look similar, but there will
be small details that will be different.

Doorstep scams – Doorstep scammers
target people at home. Scammers will try to
scam you out of money or try to access your
home.
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They may not always appear pushy. They can
be friendly and polite, but it is important to be
vigilant when you are opening your front door.
Here are a few examples of doorstep scams and
tips for staying safe on your doorstep:
• If you are expecting someone to carry out
some work, always ask for ID. If you are
still unsure, remember you can phone the
company to confirm the person is who they
say they are.
• Look out for rogue traders – you may get a
knock at your door from someone offering
a service you do not need, i.e. they have
noticed something on your home that needs
fixing and offer to do this for cash.
• Fake officials – You may get someone
claiming to be from a utility company to
perform a check – remember if you are not
expecting them, check the ID and if needed
confirm with the company. If they are
genuine, they will not mind waiting.
• Made up surveys – you might be asked to
fill out surveys to get your personal data or to
get you to buy something you do not want.

What can you do to sta

y safe?

Put up ‘no cold callers’ signs at your door to
deter any cold callers knocking at your door.
You can set up passwords with your utility
companies that are used by the operatives
who come out to do work – contact your utility
company to find out how to do this.
Contacting saha - if you would like to
confirm the identity of a repair person who is
there to complete some work with us, please
contact the Customer Services Centre on
0800 970 6363.
You can find more information and tips at
ageuk.org.uk

Advice for
tackling debt
The Christmas period tends to be a time when
we all spend too much and after the season
is over, many of us are left facing a hefty bill
in the New Year. It can be hard to avoid using
credit to pay for the festive season and we are
often left with large debts in January.

Dealing with debt

Most of us have debt of some sort – we have
mortgages, credit cards, store cards or loans.
Sometimes though, we borrow more than we
can really afford to pay back or an emergency
means that we can’t afford the repayments or
skip other important payments like the rent.
Facing up to debt is important – understanding
it means we can start to deal with it and get
things back under control. If debt has become
a problem, think about how it happened. Then
you can decide how to deal with it.
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Beware payday lenders!

That £300 cooker could cost you nearer £550
if you borrow that way and pay it back over a
year! And if you don’t repay straight away their
interest rates rocket.

Beware of loan sharks!

There may be times when you need to borrow
money. If you have bad credit or need money
in a hurry, you might be tempted to borrow from
someone who’ll give you the money quickly,
without too many questions.
Sometimes there are people down the pub or
in your community who give out informal cash
loans. They don’t give you any paperwork or
receipts and they’ll probably collect repayments
from you in cash. These people are loan
sharks. To start with they’ll probably seem
really friendly, helping you out during a difficult
time. But they’re there to make money, taking
advantage of you to do so.
• A loan shark is anyone who lends money
without a licence and can’t provide you with
a credit agreement setting out the terms of
the loan.
• Loan sharks actually don’t want you to
pay off the loan and will keep lending you
more money.
• Loan sharks won’t be very clear about the
interest rate, but it will be very high so you
pay back a lot more than you borrowed.
• They move the goalposts by changing
how often and how much they want you to
pay back, so you can never keep up.
They may start intimidating or threatening
you if you struggle to repay them. If so, then
please get in touch with the Illegal Money
Lending Team Direct on 0300 555 2222
or email
reportaloanshark@stoploansharks.gov.uk
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Maree’s a
cycling hero
We want to congratulate one of saha’s
employees - Maree who has completed a
mammoth task – cycling 264 miles in two
weeks as part of the ‘Tour De Devon’, Maree
managed to raise a whopping £777.50 for her
local hospice! Congratulations on a brilliant
achievement!

Celebrating Diwali

Welfare calls

saha are in the process of making welfare calls
to our residents to check in and see how you are.
All residents are being contacted to check on
their welfare and to signpost them to relevant
support agencies if required. If you need help
with food parcels, need to talk to a rent account
officer or just want to catch up, listen out for your
call from one of the team!
If you need to speak to saha in between, you can
contact us on 0800 970 6363.

What is Diwali?
Diwali is the five-day festival of lights, celebrated by
millions of Hindus and Sikhs across the world. Diwali,
which for some also coincides with harvest and new
year celebrations, is a festival of new beginnings and
the triumph of good over evil, and light over darkness.

A big thank you to all thank helped to create this beautiful
space.
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Where does the name Diwali come from?
The word Diwali comes from the Sanskrit word
“deepavali”, meaning “rows of lighted lamps”.
Houses, shops and public places are decorated with
small oil lamps called diyas.

Pop’s
potatoes!

Handyman ‘Pop’ has green
fingers! ‘Pop’ has been growing
potatoes in the Doncaster Foyer
garden.

Braintree garden
makeover
Local restrictions and national lockdowns have seen a rise
in the need for space to escape to. So, with this in mind,
residents and employees at our Braintree Foyer put their
heads together, got the tools out and have been working
together to create a beautiful advantaged thinking space
in the garden that will give residents somewhere they can
escape to, to think if needed!

Residents from across our family services at saha
celebrated Diwali with lanterns.

Upholland’s new
Windows and Doors
saha are delighted to announce the completion
of our recent upgrade works to homes in
Upholland, Skelmersdale.
Working with Anglian Windows Limited we have
upgraded both front and rear doors, installed
UPVC windows and have upgraded the fascias,
soffits and guttering to UPVC. The project lasted
10 weeks and was carefully planned and risk
assessed to ensure full Covid-19 compliance
throughout.
Following the works, we completed revised
Energy Performance Certificates (EPCs),
which has seen the average SAP score rise
from 68.3 to 77.46 across all of the homes,
which is significantly higher than the minimum
government standard.

Mrs Ball of Dearden Way said:
“I’m still getting used to a door handle, but the
doors are gorgeous, the scheme looks so nice
and bright. The contractors were really nice,
efficient and polite. They worked around my son
for his virtual college lesson, they kept me up
to date throughout and the windows were in 4
hours! The scheme looks so much better.”
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saha Christmas
and New Year

The darkness
will never win
Halloween trail

Arrangements
2020/21

Braintree Foyer Residents got stuck in and had
great fun carving pumpkins for a Salvation Army
Light trail on Halloween.

For your information, the arrangements
for contacting saha from 24th
December 2020 to 4th January 2021 are
as follows: -

The event subtitled ‘the Darkness Will Never Win’
featured an outdoor COVID safe trail of activities
for local children. It was lovely to be part of such
a great event.

The Customer Service Centre will close on
Thursday 24th December 2020 at 2pm.
The out of hour’s service will then be available to
deal with emergency and urgent repairs until the
office opens again. You can contact the emergency
service via the normal freephone number 0800 970
6363 and follow the instructions provided.
The Customer Service Centre will open again on
Monday 4th January 2021 at 8:30 am.

Getting
back
to Nature

During the extended break, the out of hours’ call
handlers will be able to assist you, and saha staff will
be on hand to advise them on any situation reported
if required. Please do not hesitate to contact one
of the numbers mentioned above for advice and
assistance if you feel you need it.
If you have any comments or wish to discuss any of
the above arrangements, you can contact a member
of the Customer Service Team on 0800 970 6363
prior to 24th December 2020.

Mike is one of our Asset Managers here at
saha and he tells us what he and one of saha’s
contractors, CBE Building and Maintenance
Services, have been getting up to.
“Due to the recent decline in hedgehog
population from 4 million to under 1 million,
I decided to introduce feeding stations and
homes in my garden to try and help out. After
several weeks we were joined by several visitors
during the spring culminating in roughly 8 over
the summer. Since then I’ve taken in 2 rescue
hedgehogs from the local vet - Norman (the
happy chap in the photo) and Sid (he’s camera
shy)
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saha would like to wish you
a happy Christmas and
a peaceful New Year.

Norman now lives in a house in my garden and
Sid is a wanderer and returns every now and
then for something to eat.
Due to the COVID lockdown restrictions I
was trying to think of ways to take peoples’
minds off being shut indoors, especially those
with children. When I asked one of saha’s
maintenance contractors - CBE Building and
Maintenance Services - if they would be able
to assist in providing Hedgehog Houses from
left over materials from sites, they responded
by providing with several professionally made
homes (Posh Detached) which were distributed
to saha services including Abbott Lodge and
Discovery House for residents to enjoy.”

socialmediastories
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