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Welcome
Tenant Annual Report 2011

Welcome to this year’s Tenant’s Annual Report. We have worked hard to produce this report for you 
and hope you find the information within it of interest.

We have continued with the format and theme from the last report as this has now become recognisable 
and was welcomed by tenants.

However this year we felt it was value for money if we produced an electronic version which is available 
on the Erimus website. You can also request a printed copy by phoning 08000 461600 which is free 
from a landline or 01642 233 780 or by calling in to your local housing office and requesting a copy. 

Although the response to our request for feedback last year was disappointing we would like to thank 
those tenants who took the time to return it. We would encourage you to return the feedback form from 
this year as this helps us develop the report further for you next year.  

The satisfaction measures within last year’s report were taken from Erimus Housing’s last STATUS  
survey  in 2009. We have therefore not repeated this information. A number of areas of satisfaction are 
measured with internal satisfaction surveys and where information is available we have included the 
results for you.     

We would encourage you to complete any satisfaction survey you receive or are asked to complete, as 
this helps Erimus find out where it needs to improve its services to you.  

An overall survey will be carried out in 2013 called the STAR survey (survey of tenants and residents), 
this will replace the STATUS survey. 
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You may remember from last year’s report that the Tenant Services Authority (TSA) set a number of  
national standards. By the time you receive this report the responsibilities of the TSA will have been 
taken over by the Homes and Communities Agency social housing regulator (HCA) but the standards 
are still relevant. 

The six standards cover:

• Tenant involvement and empowerment – which contains requirements relating to customer 
 service, choice and complaints involvement and empowerment and understanding and 
 responding to the diverse needs of tenants

• Home – which contains requirements relating to quality of accommodation and repairs and 
 maintenance

• Tenancy – which contains requirements relating to allocations and rent and tenure

• Neighbourhood and community – which contains requirements relating to neighbourhood  
 management, local area co-operation and anti-social behaviour

• Value for money

• Governance and financial viability

National Standards
National And Service Standards (Local Offers)

St Paul’s apartment at Newport



The local offers were agreed last year and were made to suit a particular place or customer group. For 
the purpose of this report we will refer to them as service standards. These standards have not changed 
since our last report but will be reviewed in 2012. Once again we will update you on any changes in next 
year’s report.

The service standards cover:

•	 Contacting Erimus Housing - this is the way in which tenants wish to contact Erimus Housing and  
 the service levels for response to enquiries

•	 Repairs - this is about what will happen when you report a repair and the service levels that you  
 can expect

•	 Major Improvements to your Home - how Erimus Housing will deal with major improvement  
 programmes to your home

•	 Moving Home - this is the service level that you can expect from Erimus Housing when you wish  
 to move home;

•	 Tenancy and Estate Management - this is how Erimus Housing will ensure that neighbourhoods  
 remain clean and safe 

•	 Anti-Social Behaviour - this is about the processes that will be taken to deal with reports of  
 anti-social behaviour and the response levels that you can expect when reports are made

•	 Rent and other Income Collection - how Erimus Housing will help you understand your rent  
 payments and help tenants and leaseholders who find themselves experiencing financial hardship

•	 Service Charges - how Erimus Housing will help you understand any service charges that you  
 may need to pay and how we will keep you informed of any changes 

•	 Resident Involvement - how Erimus Housing will ensure that opportunities are given to tenants  
 and leaseholders who wish to be involved and influence the decisions made 
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Service Standards (Local Offers)



Erimus Housing aims to deliver effective customer services and choice for its residents and is always 
looking at ways to improve the way it provides services to you.

We were pleased to see that Erimus Housing, as part of Fabrick Housing Group, was awarded a  
Customer Service Excellence Award, showing a continued commitment to providing the best services it 
can for you. Part of the assessment included interviews with tenants where the views and opinions  
of customer service provision were noted.  
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Customer Service, Choice and Complaints
Tenant Involvement

In the period 1 April 2011 to 31 March 2012, Erimus Housing received 
111,809 calls and dealt with 85,700 without having to transfer the call 
to someone else

A total of 5,238 calls were from tenants who had to contact Erimus  
Housing because something had not been done correctly the first time.  
A reduction when compared to 7,351 last year

A total of 261 complaints were received between 1 April 2011 and 31 
March 2012 which is an increase compared to 186 last year.  The top 
three reasons for complaints continue to be about maintenance, estate 
management and rehousing issues

On average, it took Erimus Housing 21 days to deal  
with a complaint

How is Erimus Housing Performing?  How’s the weather?
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Tenant Involvement

What has gone well this year?
• Work was completed to bring the emergency out of hours telephone service in-house and train the 
 team dealing with your enquiries. Erimus Housing employees now deal with emergency out of hours 
 telephone calls instead of you having to deal with others who may not understand your needs as an 
 Erimus tenant 

• Erimus Housing has introduced new ways of communicating with its tenants. You can now access 
 services and Erimus Housing can contact you using email, digital TV, text messaging and i-Housing 

• A new system to improve the way that a repair is dealt with has been introduced, called First touch. 
 This system helps to co-ordinate appointments and improves communication with tenants. Detailed 
 information on this was provided in your spring 2012 Insight newsletter   

How can Erimus Housing continue to improve?
• A lot of work is still required to improve the way that Erimus Housing deals with complaints including 
 improving the response times 

• A complaints satisfaction survey has been developed; however the way in which this information is 
 gathered needs further development

• The way in which Erimus Housing gathers information from complaints and shares learning and good 
 practice from complaints also needs to be worked upon

Customer Service, Choice and Complaints

St Aiden’s Residents Association - 25th Anniversary
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Involvement and Empowerment

Erimus Housing has a resident involvement framework which continues to give tenants and leaseholders 
the opportunity to be involved with the work that Erimus Housing does at levels they feel comfortable 
with.  

Throughout the year residents have been involved in a range of activities. One of these was a training 
event aimed at raising people’s awareness of green issues. As a result of this, there are now six tenants 
trained as ‘green champions’, which has helped to raise awareness of our Green Agenda within our 
communities, and encouraged more recycling and energy efficiency.

The Residents’ Panel has also held a planning day and will be looking at its future role, as well as  
carrying out a review all of its aims and objectives.

The four area housing forums made up of tenants and leaseholders have an annual budget to use to 
improve the areas you live in or make a donation to worthwhile causes in the area. Projects are voted  
for by residents and this year work has been completed in a number of areas.

One of the area forum projects was the development of Desford Green where a piece of unused  
land was turned into a green area to grow vegetables.

Desford Green before work was complete Desford Green after work was complete
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Involvement and Empowerment

The focus groups which involve tenants and leaseholders also continue to do great work. A list of the 
groups is included at the back of this report and we would encourage you to become involved where 
you are able to. If you are interested in any of these groups or with other areas of resident involvement 
contact the Resident Involvement Team on (01642) 256170 or call into the Residents’ Resource Centre 
which is at Cinderwood in Thorntree.  

Tenant and leaseholder training for people that become involved is available to ensure that they have the 
skills, understanding and confidence to examine and question the services that are provided to them.

This year a number of residents joined members of the resident involvement team on a course at 
Middlesbrough College. The course gave those attending a basic understanding of the way the 
company operates and how to communicate and contribute better in meetings. 

Residents have also been learning more about equality and diversity, presentation skills, the green 
agenda and interviewing techniques throughout the year.

The overall number of tenants involved has increased from 1,000 to 
1,018 in the last 12 months 

The number of Black and Minority Ethnic residents involved remains at 
46, as did the number of residents under the age of 18 involved at 37. 
We will continue to monitor this to see if it improves

How is Erimus Housing Performing?  How’s the weather?

Your Resident Involvement Team is:

Linda Bacon - Resident Involvement Manager
Jane Slater - Resident Involvement Officer
Michael Khurana - Resident Involvement Officer
Suzanne Moseley - Resident Involvement Officer
Simon Hislop - Resident Involvement Officer
Katrina Noteyoung - Resident Involvement Officer
Terry Robson - Resident Involvement  
Admin Assistant
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Involvement and Empowerment

• Training has been ongoing with tenants who have shown an interest in becoming members of a 
 tenants scrutiny panel. The panel will be looking at the complaints process as its first piece of work  
 in 2012.

• Eight of the residents who completed the Middlesbrough College course have received accreditation.

•	This year tenants held their first annual residents’ award evening, the Sparkle Awards. Residents  
 were asked to vote by using a voting form provided in the Insight newsletter and in area offices.  
 This was hugely welcomed as it recognised the good work of friends and neighbours. There were six  
 categories and the winners were shown in the Winter Insight newsletter, however we felt it appropriate  
 to give them a mention in this annual report.

The winners were:

•	 Young Achiever award –  
 Damien Hodds, Middlesbrough

•	 Good Neighbour award –  
 Eric Lawrence, Middlesbrough

•	 Resident of the Year award –  
 Colin Veitch – Billingham

•	 Residents’ Group award –  
 Jim Teasdale and Sheila Green,  
 Berwick Hills Residents’ Association,  
 Middlesbrough

•	 Pride of Erimus award –  
 Maureen Orbin, Middlesbrough

•	 Best Garden award –  
 Vincent Beach   

We look forward to the 2012 awards and  
receiving your vote.

What has gone well this year?
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Involvement and Empowerment

How can Erimus Housing improve?
• Although specific service areas measure satisfaction we have not measured whether tenants feel 
 their views are taken into account and whether they feel that staff are able to deal with their  
 problems. The new STAR survey will measure this when it is undertaken next year but we 
 need to look at how we can measure this more regularly

Residents Training Session
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Repairs and Maintenance
The Home Standard 

Erimus Housing continues to be committed to providing tenants with an efficient repairs and  
maintenance service which is monitored and influenced by the tenant and leaseholder focus groups.

A total 196 gas safety services were outstanding at  
31 March 2012

Repairs are now completed at a time suitable for you. At 31 March 
2012 performance information showed that repairs reported are fully  
completed on average within 11.6 days, against a target of eight days

Following repair, the completion of a tenants are asked to complete a  
satisfaction survey. 9 out of 10 people completing the survey said  
they were satisfied with the repair completed

How is Erimus Housing Performing?  How’s the weather?



14

Repairs and Maintenance
The Home Standard 

What has gone well this year?
• Improving the energy efficiency of homes has been a priority this year with 292 Erimus homes being 
 fitted with A rated energy efficient boilers

• A total of 45 properties in Middlesbrough benefited from switching fuel from electric heating to gas, 
 leading to lower energy bills

• Tenants can complete a satisfaction survey at the point that the repair is complete thanks to new 
 technology. Using this method will increase the amount of satisfaction responses 
 received

How can Erimus Housing improve?
• Erimus Housing is aware that complaints about repairs and maintenance have increased and that this 
 is the matter complained most about. A number of processes have been introduced to ensure that we 
 improve the way lessons are learnt and a improvement on the way complaints are handled should be 
 seen in the next 12 months

• At the moment performance reports are not available on the number of appointments that have  
 been made or the number of appointments attended by operatives. Work is being carried out to  
 ensure that this information is available  
 for September 

• Unfortunately the information saying how many  
 tenants have completed a survey was not  
 available although we know the figure is not as  
 high as Erimus would like it to be 

• As access to properties for gas servicing remains  
 an issue, Erimus was not able to complete all  
 property gas services. Legal action has been 
 taken where required as failing to allow access  
 for the service can be dangerous and Erimus  
 has a responsibility for ensuring that the services  
 are completed

Not allowing access to Erimus staff 
to complete gas services can be 
dangerous!

Please make sure this work is carried 
out. Contact Erimus Housing on  
08000 461 600 which is a freephone 
number from a landline.
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Allocations
Tenancy Standard

The choice based lettings process ensures that people are provided with choice and ensures that  
properties coming empty are given to people in a fair and open way.

If you are registered for housing you will need to ensure that you bid for properties as they become  
empty. If you need help with bidding or advice on your housing application you can contact Erimus 
Housing on 08000 416600, which is a freephone number from a landline, or 01642 233780.     

For the year up to 31 March, 2012, 972 tenants ended their tenancy.  
A very similar figure to last year

As at 31 March 2012, properties were empty for an average of 31 days 
before a new tenant moved in to a general needs properties. Again a 
very similar figure to last year

Nine out of 10 new tenants have said they were satisfied with the  
process that was used for rehousing them. This has improved com-
pared to last year

How is Erimus Housing Performing?  How’s the weather?

What has gone well this year?
• Erimus Housing has offered young people in need of support the chance to share a furnished  
 property in Middlesbrough. The aim is to target the lack of accommodation for single young people 
 and this project provides them with the opportunity to have a tenancy and support each other

• Young people looking for accommodation attended Learn and Let Live courses which have been 
 funded by the housing forums. This helps provide the skills that young people need to live  
 independently and to make them good neighbours

• Residents have moved into newly developed properties in Acklam Green, Pallister Park and a new 
 development has started at Westerdale Road, Berwick Hills. These developments have provided 
 much needed new housing replacing older unpopular ones

• A new scheme which covers five local authority areas had been put in place. The scheme means that 
 homes can be swapped between tenants the approval of the landlords. Applications need to be made 
 but this has widened the choice of home that people want

• There has been a reduction in the time it takes to register a new rehousing application to allow  
 applicants to bid, to 30 minutes in 2011
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Allocations
Tenancy Standard

How can Erimus Housing improve?
• Customer satisfaction with the allocations process has increased but relet times and costs to relet 
 remain high. Further analysis of the reasons for the high costs needs carrying out to ensure that we 
 can look at ways of reducing costs and providing value for money

• A process to recharge the costs for repairs to tenants who leave properties in a bad state of repair is 
 being tested in some areas. This process needs to be strengthened and introduced across all areas
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Tenure

A number of different tenancies are used when properties are let.

New tenants will usually be offered a starter tenancy which lasts for 12 months. This type of tenancy 
gives time for tenants to show they can manage a tenancy. Following the 12 months an assured ten-
ancy is usually given.

An assured tenancy has no intended end date as long as tenants are meeting with the requirements of 
the tenancy.  

Other types of tenancies include an assured shorthold, which is often used in supported housing  
projects and fixed term tenancy agreements. The fixed term tenancy agreements usually last between 
two and five years. 

Leaseholders own flats that they bought from Erimus but as the flats have common areas, for example 
roof spaces, stairs or entrances; they continue to pay a service charge to Erimus.     

Because of this Erimus encourages leaseholders to take part in the development of services to  
leaseholders and work with a leaseholder focus group. This group looks at issues affecting leaseholders 
and has worked on matters such as leasehold management fees and major work costs to people in  
flats with communal areas. 

A comprehensive review of the tenancy policy is being carried out and tenants, through consultation, will 
be given the opportunity to influence any changes. 
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Rents

Despite the economic climate, rent arrears levels have reduced and tenants and leaseholders have  
become more aware that the Rent and Income Team is there to help and assist.

The Government’s Welfare Reform Bill is the biggest change to the welfare system for over 20 years.  
The proposed changes in it will affect the amount of benefit people receive, the way that benefits are 
claimed and how they will be paid. 

It has been recognised that a high number of working age tenants will be affected by these reforms. 
Officers are therefore working to identify who these tenants are and will be contacting people to provide 
advice on how they may be affected and what it will mean to them.

Regular updates on welfare reform and its effects will also be included in your newsletters and on the 
Erimus website at www.erimushousing.co.uk  

If you have any concerns or queries on how the welfare reform changes may affect you, please contact 
your housing officer, rent services officer, welfare benefit support officer or the Tandem team. 

Arrears as at 31 March 2012 for current tenants were £922,602 against 
a collectable rent debit of approximately £39.6 million. An improvement 
on last year’s outstanding figure of £942,425

A total of 510 Erimus tenants sought advice from the Tandem team in 
the year up to 31 March 2012

100% of respondents to a survey were satisfied with the service  
provided by Tandem, 100% would recommend Tandem to a friend, and 
7 out of 10 of those answering the survey think their financial  
situation will improve following their Tandem appointment

How is Erimus Housing Performing?  How’s the weather?
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Rents

What has gone well this year?
• Across the year there has been a reduction in the amount of arrears owed to Erimus Housing

• Tandem has generated the annual equivalent of £369,377 for tenants 

• Significant service charge savings have been made resulting in a reduction in costs to leaseholders 
 and tenants paying service charges

• Mystery shopping on the rent and income team services revealed a high level of customer satisfaction 
 across the range of services provided by the team

• There has been an increase in the number of Direct Debit transactions which is the most cost effective 
 and preferred payment option

• The introduction of i-Housing allows customers to access rent account statements and balances  
 online

• The welfare benefit support officers dealt with 532 Erimus tenant referrals, securing over £170,000 of 
 additional housing benefit as well as other additional household income

How can Erimus Housing improve?
• Whilst we provide information provided to tenants and leaseholders about rent and service charges 
 this information can be complicated and requires regular review. Reviewing it on a regular basis will 
 ensure that tenants and leaseholders receive clear information that is relevant and is easily understood

• Although the rent and income service focus group is in place, work will be done to increase its 
 membership to promote greater involvement and customer influence in the development services  
 to reflect customer’s needs

You can contact Tandem if you are concerned 
about other debts, door step lenders, benefit 
entitlement or just require general financial advice 
and assistance. The service is free of charge and 
available to all tenants and leaseholders of  
Erimus Housing.

I was nervous and felt guilty about getting  
in a mess with money. My adviser put  

me straight at ease, made me feel much  
better about my situation

From left to right: Tandem Manager Lisa Fearn, 
Catherine Green, John Botham and  
Julie Sedgwick

Tandem Information
You can contact Tandem either by email on admin@tandemfinance.org.uk or by phoning  
08000 461600, which is free from a landline 01642 257826 or mobile 07876 137679.
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Neighbourhood Management
Neighbourhood And Community

Estate walkabouts with housing officers are held every eight weeks with the local estates officer. This 
gives you the chance to look at your neighbourhood and raise any concerns you may have. If you are  
interested in joining our walkabout, please contact your estate officer.

As well as estate walkabouts, tenants carry out estate standards tours three or four times a year  
between April and October with groups of tenants visiting different locations and scoring the area using 
a set of scores. These are used to make improvements where scoring is low. Care for your area focus 
groups are also in place. These groups look at how well grounds maintenance has been carried out. 
Tenant spotter surveys are also carried out throughout the year. The aim of all this is to ensure that your 
environment is a pleasant one to live in and areas remain clean and tidy.

What has gone well this year?
• A new development will see 19 properties built on Westerdale Road in Berwick Hills. This site  
 provides a mix of houses and bungalows and makes good use of previously empty land where  
 unpopular shops and maisonettes were demolished.

How can Erimus Housing improve?
• A number of individual neighbourhoods may benefit from further specific service standards and   
 these will be identified through continued resident involvement and consultation. Erimus is working on 
 a pilot project to develop a neighbourhood toolkit that will help identify issues affecting residents in 
 each area. The information gathered from the use of the toolkit will help shape services and work 
 with partners.   
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Local Area Co-operation
Neighbourhood And Community

Erimus Housing continues to build new partnerships to improve the services you receive.  

What has gone well this year?
• A new partnership has been developed with Groundwork North East which gives great opportunities 
 to regenerate local neighbourhoods in Middlesbrough and wider areas, providing jobs, training and 
 skills as well as promoting volunteering and community cohesion. You will hear more about the 
 schemes being developed in your Insight newsletter

• Erimus Housing also joined forces with Northern Gas Networks, Community Energy Solutions (CES) 
 and Carillion Energy Services to replace heating systems

• Along with Middlesbrough Council, plans have been developed to build the first new homes at  
 Castle Way as part of regenerating Grove Hill

How can Erimus Housing improve?
•	 Erimus Housing is working with Middlesbrough Council to improve the way in which grounds  
 maintenance is carried out on shared areas of land.  

Children using completed Groundworks scheme in Hemlington
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Neighbourhood Management
Anti - Social Behaviour

Erimus Housing continues to work in partnership with other agencies such as the police, local  
authorities and fire brigade to prevent and tackle anti-social behaviour (ASB). 

ASB processes take a victim-centred approach to tackling issues.

The majority of ASB cases reported this year were due to noise (240) gang nuisance (61) and verbal 
abuse (54). 

Out of 548 ASB reports received in the year, 418 were responded to 
within 24 hours. A similar performance as last year 

Following each ASB case, satisfaction surveys are sent out. From those 
returned this year 8 out of 10 tenants indicated they were satisfied with 
the way they were kept informed of the progress with their ASB com-
plaints. This has not changed since last year   

From ASB surveys returned this year, 8 out of 10 were satisfied with  
the time taken to resolve ASB. An improvement on last year 

At 31 March 2012, Erimus officers had dealt with 548 new ASB  
cases. 122 have been carried forward to 2012 performance and 7  
have been cancelled.

How is Erimus Housing Performing?  How’s the weather?

What has gone well this year?
• In August 2011 Erimus signed up to the new ASB Respect Charter which is the housing sector’s 
 standards for dealing with and tackling ASB 

• Erimus’ PEER kids programme, a ten week school programme for children who live in our  
 communities continues making them more aware of their community and how they can help to make  
 a difference and prevent ASB

• A week long ASB event was held in November 2011 to highlight the good work that has been 
 carried out and to raise awareness of the different types of ASB and the mechanisms for discouraging 
 and resolving it

• A number of Erimus employees were trained by Tees Valley Housing, one of our partner  
 organisations, to act as mediators able to deliver mediation on issues such as neighbour disputes  
 and anti-social behaviour complaints. During the first three months, 11 families have benefited from  
 this new service 
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Neighbourhood Management
Anti - Social Behaviour

How can Erimus Housing improve?
• Whilst satisfaction is high, the return rate of surveys which are sent to all tenants and leaseholders  
 reporting ASB is low with less than half responding. Erimus Housing, along with the ASB focus  
 group, will be looking at ways in which the return rate can be improved

• Erimus Housing will continue to review services in partnership with the ASB focus group and other 
 agencies to identify and implement improvements where they are identified

• The financial costs of dealing with ASB are not clear. Erimus Housing is therefore looking to develop  
 a method of tracking costs in relation to this part of the service

Robyn Dickinson and Ben Howe  
Winners of the Show Racism the Red Card poster competition as part of PEER kids
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Value for Money

Value for money is about managing resources economically, efficiently and effectively to ensure quality 
services and homes, and planning for and delivering ongoing improvements in value for money.

To do this Erimus needs to:

• Consider both cost of services and quality being provided

• Compare its performance to other similar organisations

• Choose a range of comparators to ensure that a true comparison can be made

A better understanding of the true costs of delivering services is being gained and some savings and 
improvements can be found, but there is a need to develop a full value for money framework that  
captures the cost savings and process efficiencies and work will be carried out to ensure that this is  
in place during 2012/13.

The development of the framework will include tenant consultation so that what matters to tenants and 
leaseholders is taken into account.  
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Governance and Financial Viability

The Erimus Housing Board welcomed three new tenant board members this year; Pam McIvor,  
Lawren Walker and Michelle Tierney.

Pam McIvor Michelle TierneyLawren Walker

Board members will be appraised during 2012. The Board will also complete an overall appraisal of 
its performance and be observed by an independent person. This will ensure the continued effective 
performance of individual board members and the Board as a whole.

Board members as at 31 March 2012 are:

• Mike Carr (Chair) •  Brian Kelly (Vice Chair and Chair of the Operations and Development Committee)

• Bob Brady • Nicky Walker

• Lawren Walker • Michelle Tierney

• Pam McIvor • Moira Britton • Hugh McGouran

• Josephine Pottinger • Sarah Robson

• Jenny Shepherd • Chris Smith (Managing Director of Erimus Housing Co-optee) 

An important part of governance is the role that scrutiny will play in making sure that Erimus Housing 
does what it says it will do. The scrutiny panel will work closely with the Board to deliver improvements  
in services. 

Appointments have been made to the scrutiny group and the members of the group have had several 
training and mentoring sessions to help them understand the role of scrutiny, how to manage meetings, 
interviewing and lots of other skills needed to make scrutiny and the work of the group successful.  
A number of tenants not on the group have also volunteered to undergo the training and expand their 
own skills for future use.

The scrutiny group will be carrying out its first piece of work soon and we will be able to report  
on how this went in next year’s report.

Financially Erimus Housing is in a good position. Its accounts are audited by independent  
auditors every year to ensure that records are accurate. Auditors also carry out a rolling programme  
of audits covering all Erimus Housing’s processes to ensure that risks to the organisation are reduced.

The regulator has issued our annual viability assessment showing that Erimus Housing remains  
financially viable as a company. 

Further information about the Board and financial information can be found at  
www.erimushousing.co.uk 
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Equality and Diversity

During 2011/12 Erimus Housing and its partner organisations have continued to progress with their 
equality and diversity agenda. Ensuring legal obligations are met as well as learning from best practice 
has ensured that equality and diversity needs are met.

A number of equality and diversity actions and projects have been completed or are currently underway, 
ensuring that Erimus Housing and the group continuously strive to embed and mainstream equality and 
diversity in all service activity. 

The Black, Asian and Minority Ethnic Group (BAME) meets on a regular basis and acts as a consultative 
group for Erimus Housing as well as a support group for each other. The group has been involved in 
numerous community cohesion activities and projects. 

What has gone well this year?
• The BAME group won the Housing Sector Award at the Tees Valley BME Achievement Awards in  
 November 2011. This is given for specific projects which promote the race equality agenda 

• The Residents’ Disability Action Group (RDAG) has been working in partnership with the Vela Group,  
 another housing provider, and has successfully assisted Vela with the launch of its own  
 disability group 

• In June 2011 Erimus Housing received an Investors in Diversity award

• Erimus also received the Middlesbrough Lesbian, Gay, Bisexual and Transgender Inclusion award 
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Feedback Request

1 2 3 4

1. How well did you feel this report provided  
 information that was of interest to you?

Please score using the following:

2. Please tell us which area of the report was of 
 most interest to you by ticking the following 
 (tick as many of the areas as you wish)

National Standards and Local Offers

Customer Service, Choice and  
Complaints

Involvement and Empowerment

Repairs and Maintenance

Allocations

Tenure

Rents

Neighbourhood Management

Local Area Co-operation

Anti - Social Behaviour

Value for Money

Governance and Financial Viability

Equality and Diversity

3. Please add any other comments on how  
 we can improve the report.

 
3. How would you like prefer to receive your  
 Annual report? (Tick more than one if required)

      Printed copy         Internet copy

      Email in office        Email

 Name:

 Address:

 Postcode:

 Tel:

 Email:

Your views are important to us as they will 
help us improve on the report next year. 

We would therefore be grateful if you 
could take a few minutes to complete 
and return the following section to us by 
printing and posting it to us at:

Resident Resource Centre, 
14 Cinderwood, Thorntree,  
Middlesbrough, TS3 9RH

You can also print and complete the page 
and hand it in at the resident’s resource 
centre, your local housing officer or your 
estate officer.

If you would prefer to email your 
feedback, you can contact us on  
info@erimushousing.co.uk

Those feedback forms returned by will 
be entered into a free prize draw for the 
chance to win a £50 voucher to spend at 
a high street shop of your choice.  

This will help improve on the report next 
year.
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Glossary of Terms

Accreditation  When someone gives recognition for work carried out 

Benchmarking  The name given to the way that Erimus Housing compares  
 itself and its performance against other organisations 
 to see how it is doing

Bid/Bidding  When you tell the choice based lettings team that you wish to  
 be considered for a property which has become empty

Choice Based Lettings  The name of the system used for rehousing anyone who 
 applies for a property

Community Cohesion  Communities working together and having shared connections 

Comparators  These are used to measure performance against other the  
 performance of other organisations

Co-Regulation  Where tenants work with the Board to ensure that  
 Erimus Housing is doing what it says it will do

Diversity  Recognising, respecting and valuing the fact that 
 everybody is different and that not everybody has the  
 same needs

Economic Climate  The financial situation that the country is in

Financial Viability  This refers to Erimus Housing ensuring it has the finance 
 available to provide the services it has in place and showing  
 that it can continue to operate as a business

General Needs Housing  Properties which have not been set aside for particular groups  
 of tenants such as older people or people who require  
 properties with adaptations

Governance  The processes and structures that the Board has in place  
 to ensure its decisions are made in an effective, open and  
 honest way

Green Agenda  Where importance is placed on the environment and  
 the way we look after it

Grounds Maintenance  The responsibility for cutting grass and hedges and looking  
 after pieces of land  

Joint working  Working together with other organisations that Erimus Housing 
 does not control, such as police, councils and other  
 housing providers

Leaseholder  A person who has bought the lease of a property but still has 
 responsibilities to Erimus Housing as part of the lease
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Glossary of Terms

Letting  A property has been given to a new tenant

LGBT  The lesbian, gay, bisexual and transgender (LGBT) community

Local Offers  These have been developed by Erimus Housing and its  
 tenants to suit a particular place or group of tenants

National Standards  These were set by the Tenant Services Authority and were 
 introduced to ensure that social landlords provide decent homes 
 and services to tenants

Regulator  A person or organisation that provides rules that social 
 housing must meet

Scrutiny  Looking at areas of service and performance

STATUS Survey  A satisfaction survey which is sent to a random sample of  
 tenants every three years. The last survey was in 2009. Of  
 the 5,132 in 2009 a total of 2,177 questionnaires were returned,  
 representing an overall response rate of 4 out of 10 tenants

Sub Regional Choice  The partnership of local authorities and housing  
Based Letting associations in Darlington, Hartlepool and Redcar and  
 Cleveland, Middlesbrough and Stockton using the choice  
 based lettings process. It is called sub regional as it is part of 
 the North East

Tenants  Tenants and leaseholders of Erimus Housing

Tenant Spotter  The tenants who monitor the condition of the areas you live in

Viability Assessment  An assessment of whether we can continue to provide services 
 to you
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Erimus Housing Focus Groups
Appendix

Group What the Group does

Voids (empty houses) Looks at how improvements can be made to ensure that  
 accommodation can be accessed and that tenants needs  
 are met

Grounds Maintenance Meets about every 2 months throughout the year to discuss  
 locations and grounds maintenance work. The members also 
 discuss performance against the present grounds programmes 
 results of estate walkabouts, new initiatives, contractor  
 performance and any other relevant issues 

Anti-Social Behaviour Works alongside staff to ensure that we operate and 
 deliver a service that is accessible, flexible, responsive and  
 effectively tackles and puts a stop to ASB 

Neighbourhood Living Works to improve tenancy and estate management 
 practices, ensuring that service delivery is measured against 
 agreed service standards, including satisfaction testing to help 
 continuously improve the service tenants receive

Asset Management Provides the opportunity for tenants to be involved in the decision 
 making process linked to the maintenance, Improvement and  
 general upkeep of their homes 

Rent and Income Provides feedback from customers and helps to shape the rent 
 and income related services and included services provided by 
 Tandem

Pest Control Involves volunteer tenants and meetings are arranged as and 
 when required. Discussions are based around performance and 
 responses to requests for the service and the contract  
 requirements

Mystery Shopping  A team of trained mystery shoppers who test the  
 customer services across all service areas

Communications An panel that discusses ideas for each residents’ newsletter, 
 helping to decide on the content and layout

Green Agenda Green Agenda champions assist in the delivery of environmental 
 green agenda plans, through involvement in projects and  
 communication amongst their communities
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