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Welcome to
our newsletter

Welcome to our spring edition of Home News!

After the success of combining
our Annual Report to Tenants
issue with Home News last
year, we took the time to review
our mailing schedule for 2021.
This was done with the input of
customers to make sure we
weremaking themost of our
value for money promise and
our impact on the environment.

With this in mind, we have
produced a slightly earlier

Home News issue this year,
which now comes with
your new look annual rent
statement. This combination
saves both mailing costs and
sta time and means a lot
less trees being used in the
production of two di erent
mailers.

Your next issue will arrive in
September with the Annual
Report to Tenants.

It has been one of the most
challenging years that any of
us have faced in a lifetime and
the full impact of the pandemic
will be with us for a long time
to come, not just in health but
in wealth terms and its full
impact on society will
be felt for many years to come.

I am enormously proud of our
sta and teams across the
community who have worked
together and kept things
going under very di cult
circumstances. Our
customers and volunteers
have been amazing and
although times have been
tough we have all learned

new skills and have a
renewed appreciation of
how important our loved
ones and communities are.

As we start to emerge from
this incredibly di cult period
we will build back our
services better and
help our c
to thrive in
di erent w

Kind regar

Martyn Gi
Chief Exec

communities
n a very
world

rds,

imber
cutive

@northdevonhomes

@northdevonhomes

@north.devon.homes

In this issue n our new
Corporate Plan on page 4.
earn more about our i eas
for the next three years.
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Throughout the pan emic we ha e aime to continue with most ser ices where er we
ha e been able to o so safely. lthough some ser ices are running i erently asi e
from just a couple of things that cannot reasonably be one whilst eeping our
customers an team safe all ser ices are up an running. We e inclu e a uic
glance table for your information to show you which ser ices are running normally
which are running i erently an which are currently on hol .

Ser ices running
as normal

Emergency repairs
an safety chec s
an ser ices

Wor on empty homes

Repairs logging – please
continue to log all repairs
an issues with the team

as normal

Rent ser ices an oney
atters support

roun maintenance
an estate wor

Playgroun s open

Sales of mar et sale
an share ownership

properties

Fitting of support alarms

Ser ices running
i erently

Non urgent emergency repairs an
maintenance wor will be assesse an
sche ule as an when it is safe to o so

Some face to face isits will continue
where necessary an with all safety

measures in place

ettings are continuing with irtual
appointments where er possible

utual exchange applications will be
assesse on a case by case basis an

progress where safe to o so

ll tenancy re iews an ser ices will be
one irtually or o er the phone

Use of communal laun ries is on a rota
only basis

Support ser ices are irtual or telephone
base other than in some circumstances

Use of share gar ens is permitte but
not for socialising or meeting members

of other househol s

Enhance cleaning of communal contact
surfaces

Customer wellbeing telephone calls

Telephones an non face to face
communication will be use whene er

possible with face to face isits by exception

E ents an community wor ta ing
place irtually

Ser ices
on hol

No full time sta
presence at In epen ent

i ing Schemes an
on site o ces are
currently close

Use of communal rooms

Non-essential face to
face isits

uic ser ice up ate

*Please note that due to print lead times on the Home News this graphic was last updated mid March
and may have changed by the time this magazine lands on your doorstep in April. For the most up to
date information please check our website or social media channels.
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Corporate Plan
We’re very pleased to announce the launch
of our Corporate Plan, which is a plan for
our business for the next three years.
This plan is split into four sections, which
we have outlined below with a few of our
key aims.

This plan has been built with our customers,
Board and wider team to make sure we cover
a range of issues that are most important.
We have kept in mind the economic struggles
faced by our customers and communities as
this will play a part in the amount we have to
invest into our communities over the next
three years.

Me
• We will continue to put the customer at

the heart of everything we do.

• We will remain accountable to our
customers and ensure they have a say
in our decision making.

• We will work with customers to help them
sustain their tenancies and work with them
to tackle inequality.

• We know customers’ lives are changing and
the need to be more exible in contacting
us is important, so through new technology
we will o er more ways to contact us at
di erent times of the day.

My Home
• We will provide customers with a safe and

secure home.

• We will continue to improve our Repairs
and Maintenance service and gain more
feedback from our customers to ensure we
listen to where improvements can be made.

• We will work on ensuring that all our homes
are energy e cient and work towards
making sure all homes have an Energy
Rating of Band C or above by 2030.

• We aim to build over 200 new homes in
the area in three years – a mixture of
a ordable, social rent, shared ownership
and market sale homes – some of which
will come from our subsidiary company,
Anchorwood Ltd, whose pro ts are
reinvested into NDH to provide even
more a ordable homes in the area.

The next three years
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My Neighbourhood
• We will continue to be a Community

Landlord, o ering services beyond those of
a normal landlord, such as nancial advice,
independent living support, alarm services
and young person support.

• We will work with local partners, businesses
and the local authorities to ensure that we
work together on local issues that are
important to our communities.

• We will look to improve the o er to our
communities and implement changes to our
estates, such as electric car charging points
and more green space.

• We aim to improve the wellbeing of our
customers with everything we do.

My Landlord
• We will continue to have a strong and

e ective governance structure to make sure
everything we do is for the right reasons.

• We will continue to invest in our training
programme for sta , apprentices and o er
career progression to ensure we ‘grow our
own’ within Team NDH to o er the best
service possible to customers.

• We will continue our transition to more
digital and exible ways of working to
re ect the move into a modern world.

• We will look to be carbon neutral as a
business by the end of the three years,
making sure we have less impact on our
planet with the service we o er.

nchorwoo t
As well as our NDH Corporate Plan we have also launched a Corporate Plan for Anchorwood Ltd,
our subsidiary company, which covers the next ve years and the plans we have for building new
homes in North Devon – both for market sale and the reinvestment of pro ts for more a ordable
homes in the area.

Our key aims for Anchorwood Ltd are to continue working with local communities to build new
homes in the right places and to ensure our ongoing viability to help continue our growth and
investment to fund more a ordable homes for the local area.

18158.04 North Devon Spring Newsletter v4.indd 518158.04 North Devon Spring Newsletter v4.indd 5 08/04/2021 16:3208/04/2021 16:32



Spring 202106

eet the ome
Our Planned Maintenance Team spends their days xing up
bathrooms and kitchens in our existing homes. So far in 2021
alone they have already tted 3 kitchens and new
bathrooms Dan is the Charge Hand with ris, Steve and Lucas
working in the bathrooms and Mick, Gary and Mike installing
the kitchens.

Our Response Team handles a variety of jobs from emergency repairs reported
by our customers to working on our new roofs programme. Jimmy is the Charge
Hand and day to day these are the operatives who are most likely to attend
customer repairs: Andy, Simon, Alan, Mike and Dan deal with all the carpentry
related work whilst Cli , Steve, Shaun, Pete, Sam, Albie and Andy
focus on plastering, brickwork, roo ng and other external work.

The Planne Team

The Response Team

DANM MICK

GARY MIKE T

KRIS STEVE W LUCAS

JIMMY MIKE G DAN BANDY P SIMON FS ALAN

ALBIE

SAMCLIFF ANDY PPETESTEVE M SHAUN

New Customer Satisfaction Sur ey Pro i er
In April we will be rolling out a new customer survey feedback provider, Voicescape.
This service will send a voice message to customers who have received a repair
from us asking for feedback on our performance. This survey doesn’t detract from
our usual complaints process but we aim to gain more honest customer feedback
to nd out where and howwe can improve our services for customers.
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me ome Team
In Devon we have a waiting list of over 3,000 families who
need a home in the county. So our Void Team works hard to
convert our empty homes ready for new customers to move
in. They have a strict standard to work towards, agreed with
our customer group, to ensure every customer moving into
a North Devon Homes property receives the same standard
of home to live in. In 2021, we have already turned around
1 0 properties for new customers. The team is led by Charge
Hand Richie and consists of John, Ashley, Terry, Adrian, Simon,
John and Byron.

The team is managed by Rob and atie who
are based in the o ce at Westacott Road,
with Yas, Ellie, and Jade making appointments
and coordinating work and Mark the H2H
Inspector who ensures the work is completed
to the required standard.

The oi Team

RICHIE TERRY

ADRIAN

JOHN P

BYRON

JOHN J ASHLEY SIMON J

The O ce Team

ROB

ELLIE JADE

KATIE YAS

MARK
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Repairs an aintenance
During Corona irus
During the pandemic we have continued to
o er a repairs and maintenance service to our
customers. To keep everyone safe while we do
this, we have had to implement a few safety
measures. So, if you have an appointment
with us for whatever reason, please adhere
to these key points:

• Leave all internal doors to the work area
open so our operatives
have less touch points
within your home.

• Wherever possible, leave
windows in the home
open during our visit to
keep the ow of fresh air
moving in your home.

• Stay in another room
whilst works are being
carried out – this goes
for any children and pets
as well. Always keep at
least 2m away.

• Our operatives will ask you if they need any
more information from you. If not, please
leave them to get on with the job as quickly
as they can.

• There will be times when our operatives
will be wearing face masks when in your
property, so please consider wearing one
for their safety too.

In 2019, four of our
Home2Home team, John
Parker, ris Sommerville,
Phil Murrey and Simon
Foster-Skelton all went to help
the DIY SOS team for the day
to help a local family in need.
The programme aired on
BBC One in February – if you
missed it, it may still be
available on BBC iPlayer. A big
well done to the team and all
the other local contractors
and volunteers who played
their part.

DIY SOS
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Each year we invest in external maintenance of
customers’ homes – redecorating, replacing gutters
and changing components such as fascias and so ts
with maintenance-free alternatives. We are also
re-roo ng properties each year and upgrading
insulation to lofts and roof perimeters as part of
this Building Regulation compliant work.

We have a large replacement boiler programme over
the next few years, which will see customers’ homes
upgraded with more energy e cient ‘combi’ appliances
which will generate hot water as it’s needed.

Bathroom and kitchen replacement programmes will
continue to be delivered through our in-house team
H2H and electrical testing of customers’ homes will
continue to be a priority, to ensure that compliance
with safety standards is met.

External
DecorationBoxergy

Project
We are currently
preparing a
replacement
heating scheme
for eight properties
in Witheri ge using
a new technology
calle Boxergy.
The existing
Economy 7 heating
will be replace
with a wet ra iator
system using a
combination of a
heat pump heat
store an batteries.
The system will provide low
cost heating for customers
and brings together some
relatively new components
such as heat pumps and
batteries in an exciting new
way. The system will be
monitored for a 12 month
period to understand its
e ectiveness throughout
the year’s seasonal changes,
and the information will be
shared with the Energy
Savings Trust who have
provided substantial
grant funding.
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Customer
ealth Safety

Partnership Forum

Initially the forum, which is facilitated by our Customer Involvement Team, will get up to speed
with health and safety in housing by taking part in training sessions in-house with Will Bowden,
our Health and Safety Manager. Training will cover subjects such as risk assessments, re safety,
housing hazards, relevant legislation, and the policies and procedures that apply to safety in our
properties. The forum will meet on a monthly basis to apply the learning, share experiences and
represent customers to ensure not just safety in our homes, but also move towards best practice
in the light of regulatory change.

We recently launche an exciting opportunity for customers with our
ealth an Safety Partnership Forum. This group will in uence our

approach to ealth an Safety ensuring the customer oice is hear .

Jane Ricketts, the newly elected Customer Chair of this group says:

“The formation of the Health and Safety
Partnership Forum allows the development of
knowledge and the enabling of customer views
at Board level regarding health and safety. I am
very excited at the opportunity I’ve been given as
Chairperson to ensure that customers and sta
feel safe and well in their homes and workplace
both now and in the future.”

Will Bowden says:

“Born from the C90 group, the new Customer
Health and Safety Partnership Forum was formed
in December 2020 to address the growing interest
in safety amongst our customer group, as well as
emerging developments in safety legislation that
emphasise the importance of the ‘residents voice’.”

If you are interested in getting involved please email
tracey.williams@ndh-ltd.co.uk for more information.
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The Devon and Somerset Fire and Rescue Service are o ering free Fire Safety
Home Visits to ensure more homes in the area are safe from re risks. Our team
can refer you for this free visit or you can visit their website for more information:
www.ds re.gov.uk YourSafety SafetyInTheHome

Your chance to win!
Want a chance to win a £20
Love2Shop voucher? We are giving
away e-vouchers to two lucky
customers. All you need to do is
answer the following question
– and the answer can be found in
this magazine!

Howmany new homes are we aiming
to build in the next three years?
To enter, send your answer, along with your
name, address, email and a phone number to:
marketing@ndh-ltd.co.uk or post to F.A.O.
Marketing, North Devon Homes, Westacott

Road, Barnstaple EX32 8TA. Competition
entries must be received by 30 April 2021.
Full terms and conditions available on our
website:www.ndh-ltd.co.uk competition-tcs

Fire Safety
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Digital Transformation
Over the last few months, the digital transformation project has grown
steadily as it has become fully integrated with the day-to-day workings
of NDH. In spite of the challenges the team has faced, the project has
continued to progress and every day we move one step closer to our
digital future. But what exactly has been going on?

Testing
We carried out three rounds of testing for
the housing management system, Cx, to
ensure everything was working correctly for
go live. The third round of testing took place
in January, and, although very successful in
how it was carried out, the testing revealed a
variety of functional issues. Due to lockdown
and the impact of Coronavirus on both NDH
and the supplier, there was a delay in issue
resolution and a number of issues were
signi cant enough that we could not risk
going ahead with them still un xed.

Therefore, the decision was made to delay
the go live date for the Cx roll out to early
summer 2021. This should allow ample time
for further testing and for system issues to
be resolved.

Training
The Cx system will be changing the way
NDH works and requires business wide
training. Extensive training is being carried
out and by the time we go live we will be

well prepared to begin using Cx at the
highest standard, with as little disruption
to customers as possible.

Customer In ol ement
As always, we have kept customers at the
heart of the project, and your input
throughout the project has proved
invaluable. We have continued to engage
with various customer groups through
system demos, of which we were given
great feedback

As we have moved into the new year there became a
need to rebrand the project – last year brought various
unforeseen challenges, which made our previous goal of
becoming ‘Digital by 2020 (DB2020)’ a huge challenge.
Additionally, since the project launch in 2018, DB2020 has evolved into
so much more than a housing management system. It has become
clear that a business-wide digital transformation is an ongoing project
that will need to adapt with the modern world. With this in mind, it
was recently agreed that the project will now be known as Digital
Together – showing that the digital transformation runs across the
whole of our business from sta , customers and contractors too.

Rebran ing
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Action Needed Immediately
For anyone experiencing domestic abuse

ASK FOR
ANI

#YOUARENOTALONE
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The Ask for ANI (Action Needed
Immediately) campaign is being launched
by the Government and pharmacies across
the UK to help victims of domestic violence
and abuse. The scheme encourages people
who need help to visit a pharmacy and “Ask
for ANI” (pronounced Annie). This will signal
the staff working to usher the person into
a private room while you wait for Annie
and then that person will receive support
in private away from anyone who may be
in earshot.

So far you can visit any Boots store and a
large number of independent pharmacies

across the country with the rollout
happening to more pharmacies as we speak.

At NDH we are always here to support our
customers if they are victims of abuse and
so, if you need someone to talk to, you can
speak to a member of our team when it is
safe for you to do so.

Remember, domestic abuse doesn’t always
have to mean physical violence. Mental
abuse is just as harmful as being physically
harmed. It also doesn’t mean you have to be
female – men are also victims of domestic
abuse. Please don’t suffer in silence.
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We ll come bac soon!
In 2020 to keep you and our team safe we had
to cancel our usual clean up days. We hope to
be back to an estate near you in 2021!

In the community
lexan ra Social
Club Up ate
For the last 11 years the Alexandra Social Club has been run
from our Independent Living Scheme at Medard House. Janet
and Frank who have been continuing to volunteer and have
run the club most recently are sad to announce that they have
decided to close the club. A number of circumstances out of
their control have led to this decision.

Here at North Devon Homes we would like to thank all members of the committee who have run
the club over the years, for their support of many local charities raising thousands, and for their
hard work in keeping the club going for so long. We hope everyone will join us in wishing them all
well. We look forward to seeing more of everyone at Medard once restrictions allow.

You can read Janet’s letter right, explaining their decision. This was written earlier this year.

Reporting
aban one ehicles
We have noticed an increase in the number of
abandoned vehicles. Any cars on private land
should still be road legal as part of your tenancy
agreement. If you know of a car that is not road
legal you can report it to us by calling 01271 312 00
or emailing neighbourhoodservices@ndh-ltd.
co.uk. If it is not on our land, you can report it to
North Devon Council via their website.

Did you know you
can check if a vehicle
is road legal by
visiting the gov.uk
website? Just Google
‘Vehicle Road Check’.
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As we pass the rst
anniversary of the original
lockdown, we take the time
to re ect on the year and
look forward to what comes
next for our Independent
Living and Support Services.

In the early stages, in March
2020 the o ces and
communal lounges on our
sheltered sites were closed.
Services such as laundries
went to a rota only basis and
our shared gardens were only
able to be used with social
distancing or by one
household at a time. The ILS
team began to work from
home, using whatever IT
equipment they could nd,
and vulnerable customers
started shielding. Home visits
were suspended and support
was provided over the phone
– establishing a pattern of
regular calls and an initial
focus on reassuring ourselves
that our most vulnerable
customers had support
networks around them.
Seeing these networks
emerge in our communities
was one of the early
highlights of this pandemic.

During the summer, we put
risk assessments in place to
allow us to resume essential
visits, and in August, in

consultation with our
customer groups, we began
to o er face to face surgeries
in our scheme lounges.
These became a regular
and valuable opportunity to
meet in a safe, controlled
environment. Thank you to
the respectful, responsible
behaviour of those who
attended which allowed us
to sustain these events.

By October, with the ‘Rule of ’
we held a social event in a
communal lounge – one of the
only housing associations we
know of to have achieved this.
It was emotional for sta to
hear customers in the lounge
again, but with the second
lockdown all plans to roll out
these events were halted.

By the end of 2020, a new
variant of Covid curtailed the
Christmas break and in
the new year schools
were closed and
we entered our
third lockdown.
Like workers
everywhere, many
of our team had to
juggle homeschooling
with work but we
continued to do our best
to deliver the support
service and keep people
safe in their homes.

Understanding
Vaccinations
We are all having to learn as
we go. How do vaccines work,
and what will they mean for
our services? Vaccines work
by introducing a small dose of
the virus into our bodies. This
allows our immune systems
to learn about the virus in
a safe way and develop
antibodies to defend us.

We can still catch the virus
after being vaccinated and
we can still pass the virus
on, but early studies have
shown that after 12-14 days
of being vaccinated your
body has a better response
to ght o serious symptoms
of the virus, which helps to
reduce the number of people
getting seriously ill from
Coronavirus.

In the long run, the vaccine
rollout is great news. It won’t
play a large part in terms of
how our services develop
while the virus is still in our
community, but we will
continue to monitor and
work in line with government
guidance.

As always, customer and sta
safety is our top priority.

loo bac at
In epen ent
i ing Ser ices
uring the
Pan emic
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Taw Wharf
Our Taw Wharf development has been progressing at a
reasonable pace over the last few months, meeting the
expectations that we had set back in 2017 when we acquired
the site. At the time of writing we have completed on 4 market
sales plus a selection of 13 new a ordable houses on site.

This progress has encouraged us to start on the next phase of
housing, which is located on the eastern side, behind the gym
at Anchorwood Bank. These homes will be available for sale at
the beginning of 2022. The Taw Wharf community is growing at
a steady pace with a mixture of needs and it’s fantastic to see it
coming alive day by day as more families move in.

The next a ordable housing units will be six two-bed
apartments on the waterfront and four three-bed houses that will all be at social rent levels.
These will be ready by August this year.
In addition, there are two remaining three-bed shared ownership townhouses on site.
If you are interested in home ownership and would like more information
please contact regeneration@ndh-ltd.co.uk

ariners Close Braunton
In February last year we celebrated the opening of Sellick Court, our brand new sheltered housing
scheme in South Molton. The scheme was ambitious in design, combining some modern
technology with some ancient views over to Exmoor. From this, we are planning to take the
learning from this development and apply it to the regeneration of our over ’s site in Braunton.
We are at the planning stage and we have consulted local residents and reviewed our design
proposals for the development and now intend to submit a planning application for the
development in the spring.

Sellick Court, South Molton
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In the last two years we have acquired new
homes at Sticklepath, Braunton, Instow,
Goodleigh and Bickington. Currently we are
working with Chichester Homes in securing
new homes for rent and shared ownership
at Easterly Park, Braunton. To this point we
are always looking for opportunities such
as this to increase the choice of property
that we have. If you would like more
information about the shared ownership
opportunities on either site, please contact
regeneration@ndh-ltd.co.uk

ea O ce
We have completed the rst phase of
refurbishment at our Westacott Road o ce.
The refurbishment included a new roof for the
building and for an electrical upgrade for the
o ce and warehouse space that NDH uses.
Currently plans are being developed for Phase
2 and decisions will be made once we are back
to making full use of the building. These
improvements are intended to improve
working conditions for NDH sta and
customers in the future.

Future Projects
We have mentioned Mariners Close, which
will be the single largest scheme that we will
have next to Taw Wharf. In addition to this,
we are reviewing opportunities for smaller
developments at Pill Gardens and Pixie Lane in
Braunton; Beaufort Walk and Martin Road in
Gorwell; and Beech eld Road in Fremington
amongst others. As we progress with these
developments, we will keep you informed.

New s ac uisitions
A s106 is a legal term placed on a new home or site to ensure a percentage
of new homes goes to local people (or those with a local connection such as
a parent or child living in the town) and that portion of the site is made to be
a ordable either in rental or shared ownership.

Easterly Park, Braunton
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C19 meetings
C19 meet every six weeks virtually as a group
to review business services. C19 is made up of
customers, Board and sta members.

During December and January involved
customers held nine meetings and the
feedback from these sessions was shared and
discussed at C19 and actioned. This included:
• The Scrutiny Panel reviewed the new

Housing Ombudsman complaints

If you are interested in joining our “All Things
Digital” customer group or any of our other
customer groups please contact Tracey in
the Customer Involvement Team by emailing
tracey.williams@ndh-ltd.co.uk. Meetings
are all online at the moment and only take
an hour of your time.

Customers can join Tpas
Did you know we are members of Tpas?

are the country’s biggest tenant
gement experts for customers and
ide up to date information on all
ing issues, o er training events and
nars as well as providing a forum to
to other customers.

ustomers can register for free and all
need to join is an email address. You
sign up for free by visiting:www.tpas.
uk member-search?type region
kBand search north devon
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Customer In ol ement

comparison data.
• White paper training was held for all

involved customers.
• The Fresh Ideas Group reviewed the

complaints lea et, other NDH lea ets, our
new website and reviewed customer letters
for the new housing management system.

• The Health and Safety Partnership Forum
was launched.

• Our All Things Digital Group had a demo
of our new housing management system’s
repairs module and was impressed with
what this has to o er NDH. When the time
comes later in the year, our involved
customers will be part of ensuring the
customer online account is set up correctly
for the bene t of all customers.

Did y
Tpas
enga
provi
hous
webin
chat t

All cu
you n
can s
org.u
stock

Re ucing Social
Isolation in a
irtual Worl

Our Community Involvement Team
continues to carry out weekly online
Zoom events for all our customers.
These include two knit and natter
drop-in events and a weekly fun
games afternoon. At Christmas
customers enjoyed some festive fun
with young people from the youth club.

Everyone is welcome to come along and have some fun. If you are feeling isolated and fancy
a chat with other people, please do come along and give it a try. Timings and details of how
to nd out more can be found in the What’s on section at the back of this magazine.
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Our involved customers tell us what it is
like to be involved with NDH:

“I feel lucky to have NDH as
our landlord and I would
not move as I am pleased
with services and enjoy
getting involved and
in uencing services for all
customers. As customers
we feel part of the Team
NDH family and work together to make a
di erence to services provided. We are always
here for other customers and welcome
customers from all ages to join us in lots of
di erent ways. Being involved enables us to
in uence our landlord and we want to help
you get your opinions out there which is so
important. NDH needs all customers to give
us any feedback so we can improve services.”

Dawn Ash, Chair of C19 and
Customer2Customer Group (formerly T2T)

“My reason for joining was
because I wanted to be
involved with the customer
groups and to work along
North Devon Homes. They
do listen to our voices and
work along with us. I have
made lovely friends through this and I do enjoy
the social side too. For example, the games
afternoons and the knit and natter. Also joining
in online I am sat in the comfort of my home
but surrounded with lovely company too. I am
so pleased to be given the opportunity to join,
and since I have been made a widow it is
something to look forward to.”

Kate, Customer Volunteer

“As we are aware with this
Coronavirus, we all have
to stay away from one
another to stop the virus
from spreading. When the
Government told us all we
had to isolate, it took my

breath away, and didn’t know what was to
come. The world has been shaken and I myself
am clinically and extremely vulnerable. I have
been a customer of NDH for 1 years and
during lockdown I have enjoyed gardening and
feel lucky to have a garden. The meetings and
events NDH have provided I have found very
enjoyable and it is nice to meet up with friends
(other customers). We talk about anything that
we like and enjoy games, quizzes and bingo.
The knit and natter groups are a bit of a laugh
(you do not need to knit) and we would all love
to see you and join. Please come in on Zoom
and give it a try. Attending these groups has
made a di erence to me during lockdown”.

Margaret, Customer Volunteer

“I look forward to our
virtual nit and Natter,
Games afternoon, Fresh
Ideas and various other
meetings especially with
current ‘lockdowns’. It’s a
chance to keep in touch
with old friends and nd
new friends and have a natter and a laugh.
It’s also good to help design new lea ets etc.”

Helen, Customer Volunteer

“I have been involved
with NDH for many years
and I enjoy attending the
meetings and working with
other customers and all
sta who are extremely
friendly and welcoming.
During lockdown I have
been really grateful for
being able to continue to make a di erence
and sharing our ideas virtually on Zoom. The
knit and natter and games afternoon has really
helped me during lockdown and enjoyed these
each week with a great bunch of people and
we have lots of fun.”

Patsy, Customer Volunteer

01271 312 500 enquiries@ndh-ltd.co.uk www.ndh-ltd.co.uk
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What being an in ol e
customer is really li e
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Di you now
Tax Relief Payments while wor ing from home

Household debt
According to gures released by the O ce
for National Statistics, at the end of 2019,
the average debt per household in the
rose by 9% to £9,400 (excluding mortgages).
Add in the economic problems created by
Coronavirus and it’s no wonder more people
than ever are struggling to manage the
burden of growing debt.

Some are turning to Individual Voluntary
Arrangements (IVAs) to control and clear their
debts. These legally binding contracts made
with creditors can be appropriate in some
cases but the high fees and risks to home,
savings, possessions and career must be
taken into account before signing up.

We would advise all customers to seek free,
independent debt advice before doing
anything. Citizens Advice have a signi cant
amount of information available including
details on how to check if an IVA is right for
you:www.citizensadvice.org.uk debt-and-
money debt-solutions individual-voluntary-
arrangements is-an-individual-voluntary-
arrangement-right-for-you
checklist-for-deciding-if-an-individual-
voluntary-arrangement-is-right-for-you

Did you know that if you’re working from home you can claim back tax relief on £ per week
from the Government for your utility costs? That’s £ 2.40 in a year if you’re on the 20% tax rate
and, what’s more, if you and your partner are both working from home you can both claim
Even if you only worked at home for one day in the nancial year you can still claim for the
whole year For more information visit https: www.gov.uk tax-relief-for-employees
working-at-home for more information.

We’re still open
Although for the last year the majority of
our team has been working from home, we
are still open for business and here to help
as always for our customers – it’s just our
o ce that is currently closed to visitors.
Our normal working hours are 8.30am until
pm Monday to Friday (excluding bank
holidays) and we can be reached by
telephone (01271 312500); by email
(enquiries@ndh-ltd.co.uk); via our website
(www.ndh-ltd.co.uk); or by messaging our
social media channels.

Please continue to speak to us whenever
you need help – we may not be there in
person but the whole of Team NDH is
working hard to do everything we
can to keep our service as normal
as possible for customers.
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When’s the best time to call you?
We love to hear from our customers, but at
some points during the day, our team is busier
than normal answering calls from other
customers. Between the hours of 8.30am and
10am are our busiest times and so, if you’re
calling about something that’s not urgent,
please do try calling again later so that we can
deal with customers with more urgent or
emergency enquiries in the morning.

Remember, if you have a non-urgent enquiry
you can also message us through our website,
social media or email us instead 24 hours a
day, 7 days a week and one of our team will get
back to you as soon as possible. No more
waiting for your call to be answered

What we do, what we don’t do
Do you know what services we run, and
which ones are run by the council? We know
it can be confusing but there are many
things that we are not responsible for. For
example, bins, recycling, roads andmost
footpaths are the responsibility of North
Devon Council or Devon County Council.

We sometimes get a lot of calls from
customers about these things when we
could be helping other customers in need.

Things within your home and garden are
either our or your responsibility, and your
utilities and water are the responsibility of
your utility provider or South West Water.

There may be times when there is some
crossover between these companies but, if
in doubt, call the relevant business above to
help get you in the correct place rst time.

Getting our OK
We know lockdown has been a DIY
lover’s dream With many of us stuck
in the house with not a lot to do other than
watch the world go by, taking on a home
improvement or decoration project has been
the go-to activity for many. But please
remember, any work other than just a bit of
painting means that you will need to get our
O rst. In most cases we will have no reason
to decline your request, so please do get in
touch with us to get permission before you
start any work at your home.

Repairs responsibilities
and an increase of our
Recharge cost
There are a number of items
within your home that the
repair and maintenance of
are your responsibility. Things
such as unblocking drains, lightbulbs,
new toilet seats, replacement keys, garden
maintenance, pest control, ooring, fencing
among others, are your responsibility. If we are
called out to repair any of these things then we
will charge you a recharge fee to do the work.
This charge increased earlier this year and is
now a minimum of £3 plus an admin fee and
VAT (£4 .20).

01271 312 500 enquiries@ndh-ltd.co.uk www.ndh-ltd.co.uk
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Saving
money on
your energy
at home
Earlier this year the energy price cap set by
Ofgem increased to re ect the growing
costs in electric and gas prices in the .
Suppliers can now increase your energy
prices (unless you are on a xed rate) to this
new cap level should they choose to do so.
If you are worried about this additional cost
you can speak to one of the companies
below to have an energy saving review to
reduce your outgoing costs and energy
usage within your home.

LEAP (Local Energy Advice Partnership)
– LEAP is a free service to help you reduce
your energy bills. Find out more by visiting:
https: applyforleap.org.uk

361 Energy – This local company focuses
on community engagement to try and
lower your energy bills. They will visit your
home to nd out where you can save. Visit
https: 361energy.org or call 01271
599361 for more information.

Online comparison sites – there are
many online websites that can help you
switch your energy provider directly to
the lowest tari .

18158.04 North Devon Spring Newsletter v4.indd 2118158.04 North Devon Spring Newsletter v4.indd 21 08/04/2021 16:3308/04/2021 16:33



Since our last full Home News in September we have been busier than ever and
are pleased to welcome our new teammembers who have since joined and say
well done to those who have moved to a new position in Team NDH. Please do
say hello to our new teammembers if you see them out and about!

Welcome to Team ND

Mike Tuckwell, Gary
Chard, Daniel Brown,
Shaun Ley and Steven
McManusMulti Skilled
Operatives
Albie Simmons
General Operative
Byron Day-Rogers
Trainee Painter and
Decorator
Jimmy Delve
Charge Hand
Jade Colwill
H2H Works Coordinator
Jeremy Babb and
Hayley Dempsey
Customer Service
Advisors

Clare Young
Human Resources
Advisor
Lisa Saddler
and Sue Ferrar
Independent Living
Support O cers
Jake Hamilton
Administration
Apprentice
Georgia Richards
Neighbourhoods
Administrator
Helen Ackland
Senior
Neighbourhoods
O cer

Lisa Lee
Neighbourhoods Service
Team Leader
James Halton
Lead Surveyor
Nikki Tolley
Income Recovery O cer
Bonnie Talbert and
Kirsty Boys
Senior Income O cers
Anne Humphries
Finance Assistant
Lorna Van Emmenis
and Nicola James
Digital Together Project

Spring 202122

“Working almost a year in this pandemic has really shown
me how working closely with our customers has helped
not only them, but myself too. We have all faced di erent
challenges in our own ways, and the power of what a chat
over the phone can do has been shown throughout, not
just with customers on our support service but other
customers we’ve also reached out to”.
Donna, Independent Living Support O cer
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Members of TeamNDH love to take on a
challenge and when our Wellbeing Team
got together to try and encourage ways
to keep up spirits during the third
lockdown, a physical challenge was
unanimously agreed to be the way to
perk up our spirits!

So, since 17th February the team have been
racking up the miles by walking, swimming,
rowing, running and cycling to make it 40,7
miles around the world – following in the
footsteps of Phileas Fogg.

The 80 days ends on Friday 7th May and the
following week is Mental Health Awareness
Week – a further chance to raise awareness of
the importance of mental health and wellbeing.

As well as trying to improve our mental and
physical health, the team is also trying to raise
vital funds for North Devon Hospice and are
receiving sponsorship via their Just Giving pages.

So far, at the time of going to print, we are
1 ,2 3 miles into the challenge.

If you’d like to knowmore please email
emma.wonnacott@ndh-ltd.co.uk.
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Well one to eorgia!
Many of our customers will
recognise Georgia, she joined the
NDH youth club when she was nine
years old and hasn’t left us since
– she is now a senior member at
the clubs supportingmany younger
members.
Georgia took an apprenticeship here at NDH
two years ago in Business Administration
working in our Neighbourhoods Team. She
completed her level two and then continued
on to level 3, which she has just nished and
achieved a Distinction. She has now been
appointed as a full-time member of Team
NDH as a Neighbourhoods Administrator,
so customers can expect to hear a lot more
from Georgia when they need help.

Well done Georgia

roun the Worl in Days
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What s on
Wemay all be living in a virtual world,
but that doesn’t stop us from planning
as many fun activities as we can! Here’s
what’s on in our local communities:

on ay
1.30pm Online nit Natter
– run by customers for customers

6.30pm Virtual Youth Club – join in the fun open to all

We nes ay
6.45pm Tune in to Leigh Radio
– https: s3.citrus3.com:2000 public Y Radio

Thurs ay
2pm Virtual Games Afternoon
– di erent games each week

6.30pm Zoomtastic Youth Club
– fun activities and crafts all on Zoom

Fri ay
11am Online nit Natter – run by customers for custo

To join in with any of our events email
Tracey.Williams@ndh-ltd.co.uk or if you’re interested
in our youth clubs join our Facebook Group:
www.facebook.com groups ndhyouthclub

omers
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