
To receive this information in large print, audio, or you would like this information 
translated into another language,   

please call the Customer Services Team on 0191 385 1981  

óHave Your Sayô 
Event  

On Wednesday , 10th February 
2010 Cestria Community Housing 
hosted a óHave Your Sayô event at 
Beamish Hall Hotel. A selection of 
tenants that had returned the 2009 
Status Survey and were aged be-
tween 24 and 54 years and our 
Black and Ethnic Minority tenants 
were invited to attend the event.  
 
The purpose of the event was to 
find out why tenants were less satis-
fied with some of our services than 
other sections of our community and 
to look at how we can make involve-
ment more accessible.  

Repairs and Maintenance  

The group had a general 
discussion about our repairs 
and maintenance service.  
We talked about the 
strengths and the weak-
nesses of the service and 
more importantly, we dis-
cussed solutions to problems.  
 
Tenants felt entirely comfort-
able and able to say exactly 
what their views were. More 
importantly, everyone's view 
was respected and valued.  



Repairs and Maintenance Service  
Strengths  

 
Our own workforce 
Polite and courteous workmen 
Experienced tradesmen 
Clean and tidy  
Workmen explained what they were doing 

 
Much improved from the council service 
Staff answer phone calls quickly and are 
polite and helpful 
Facility to report repairs on-line 
and receive a prompt response  

Repairs and Maintenance Service  
Weaknesses  

Some tenants not aware of on-line report-
ing facility 
Unfinished joinery work 
Leaving material lying around 
Not kept informed of progress and next 
steps 
Not keeping promises 
Often told manager in a meeting when 
tenants telephone to discuss a repair issue  

Not contacting tenant to discuss prob-
lems when tenant has requested via the 
satisfaction survey  
Tenants made to feel their repairs are 
not important  
Not sure what the official complaints pro-
cedure is  
Not having repairs/works done that an 
inspector has recommended 
Repairs not always completed before 
tenant moves into new property  

and Communities, said: 
ñThe association aims 
to improve services in 
these areas.  The dis-
cussion has helped us 
to discover tenants 
views and suggestions 
for improving service 
deliveryò. 
 
Paul thanked the group 
for  their honest and 
frank discussion and 
gave them his assur-
ance that all issues 
raised would be 
brought to the atten-
tion of the Executive.  
 
He added, ñItôs positive 
to see the strengths 
listed, however, we 
need to ensure that we 
give a good service 
consistentlyò.  
 

It was apparent from the discus-
sions that tenants had experienced 
different levels of service, some 
very good, and others not so good. 
Paul Stephens, Director of Housing  

Five members of the group ex-
pressed an interest in developing 
a Repairs and Maintenance work-
ing group.  Paul said he would be 
delighted to meet with the group 
on a regular basis to discuss re-
pairs and maintenance issues.  
 
Mary will contact the group very 
soon to agree a convenient  
venue and time for the meeting 
and to arrange taxis for those 
without their own transport.  
 



ñBeing Kept Informedò 
The 2009 Tenants Satisfaction Survey also indicated that some of 
our tenants were not satisfied with being kept informed.  
 
The group were aware of the Cestria Courier and the Cestria website 
which informs our tenants of Cestria's news and events.  One tenant 
said she really enjoyed receiving the Cestria Courier and she read it 
from cover to cover.  Another tenant suggested that the Courier 
could be more óelderly friendlyô in that it could be printed in larger 
text.  

Ways Cestria Keeps Tenants Informed  

Cestria Courier 
Website 
Consultation events 
Feedback reports following events  
Standards Posters in all Communal Build-
ings 
Cestria reference group 
13 tenant working groups  
Home visits 
Letters  

One Stop Shop 
Information with Rent Statements  
Local press releases 
Telephone 
Email 
Estate Walkï Abouts 
Sheltered Users Forum 
Staff attendance at Tenants Associations 
School visits 

 

Another tenant suggested we could produce a separate newsletter specifically for the elderly, 
perhaps developing a ónewsletter groupô with the members of the Sheltered Units Forum.  
 
Some tenants weren't aware that all our tenants could request the services of our Handy Van. 
They suggested this should advertised more widely, perhaps in the local press. We should make 
sure all of our newsletters etc. are placed in community buildings such libraryôs, community cen-
tres, post offices and doctors surgeries.  

 Involvement Opportunities  

David Jones, Community Engagement Manager, ex-
plained to the group that there are lots of ways tenants 
can get involved. We understand that some tenants want 
to get more involved than others so we have a range of 
involvement opportunities.  

 

You will see the large range of involvement opportunities 
listed on the back page of this feedback report.  If you 
would like a Tenant Liaison Officer to telephone you or visit 
you in your home to discuss involvement activities on a 
one to one basis either Mary or Jan would be delighted to 
arrange this.  

Call Mary on 0191 385 1931  
 email: marybrennan@cestria.org  

or  
Call Jan on 0191 385 1932  

 email: janjameson@cestria.org  



What Prevents Tenants Getting Involved?  

We are very lucky in that we have well over 100 
tenants that are regularly involved with our vari-
ous working groups.   Approximately 95% of ten-
ants involved are over the age of 60.  Whilst we 
value their involvement immensely, we would like 
to gain a more representative view on our services 
and consultation processes.  
 
We understand that for obvious reasons, our 
younger tenants are unable to get involved at a 
high level.  For example, many tenants will have 
childcare responsibilities or may have full time 
jobs, making it impossible for them to attend 
meetings during the day. 

Our Black and Ethnic Minority tenants may have cultural reasons that prevent them from getting 
involved, as well as work and childcare responsibilities. 
 
One of the aims of this event was to discover what we can do to enable our younger tenants and 
our Black and Ethnic Minority tenants to get involved if they want to and in a way that suits them 
as an individual.  

We  provide: 
Transport (or reimburse fuel 
costs). 
Pay childminding or care costs  
Refreshments at every meet-
ing. 
A friendly and relaxed atmos-
phere. 
Assistance for tenants with 
disabilities. 
Hearing loop. 
Language translation. 
Fun and an opportunity to 
meet new people. 

Ways in which we try and make involvement accessible,  
meaningful  & enjoyable  

The group expressed an interest in the 
following involvement activities:  

Telephone/postal surveys 
Cestria Reference group 
Mystery Shopping 
Grounds Maintenance Inspectors 

Becoming a Shareholder 
Disability Working Group 
Customer Services Group 
Performance Improvement Group 
Neighbourhood Awards 
Anti-Social Behaviour Group 

We are delighted that the group have expressed an interest in these involvement activities and 
we will do our best to ensure you are able to participate. However, if you are unable to attend 
meetings we will send you the minutes from the various working groups and ask for your sug-
gestions and feedback via the telephone, letter or email, whichever you prefer.  



How will getting involved benefit me as a tenant?  

If you are interested , not only in the house in which you live, but in your community as a 

whole, getting involved in the decision making process of the business of Cestria Community 

Housing can break down misunderstandings, help to remove any mistrust between us as your 

landlord and you as our tenants, and build mutual respect and understanding.  

By getting involved you will be amongst the first tenants to hear about any future developments. 

Also, by being involved from the beginning of a new venture you will also be informed and 

knowledgeable and have the skills and confidence to influence decisions.   

Once again, it must be stressed that involvement doesn't have to mean attending meetings. If 

you want to find out more, or you like someone to visit you in your home call Mary on 0191 

3851931 or Jan on 0191 3851932 they will be delighted to talk to you.  

What else can we do to enable involvement?  

We asked the group for suggestions about 
how we might encourage younger tenants and 
our Black and Ethnic Minority tenants to be-
come involved.  After much discussion we 
agreed that holding evening meetings in the 
various community centres in different villages 
could be the way forward.  
This is a great idea and certainly something we 
will look to do in the very near future.  
None of the group thought weekend meetings 
were a good idea as they suggested working 
people and carers use weekends to catch up on 
housework, do their shopping, visit families and 
other social activities.  


