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Keeping you 
independent for longer

Bad news for  
car collectors

If you’re aged 60 and over and live in the Hart 
and Rushmoor Area, you can get free support, 
advice, and assistance from our Community 
Support Service. Whether you own your own 
home, rent from a private landlord or are a 
housing association tenant, we can design a 
support plan to suit your own specific needs and 
help you stay fully independent in your own home 
for as long as you wish.

To apply for support or for a no obligation 
confidential chat contact Jennifer Turner call  
0800 195 5515 or 01252 870509. You can also 
email us at: care@sentinelha.org.uk

New rules mean it’s now an offence to keep 
a vehicle off the road without insurance. This 
includes driveways and garages, and anyone 
without insurance faces a £100 fine per vehicle. 
There are some exceptions – if it’s been off the 
road since 1998, during a change of ownership, 
and for authorised motor dealers. 

Find out more at  
www.stayinsured.askmid.com

We’re always looking at ways that we can 
develop great services both now and for the 
future. Your feedback has told us that the daily 
maintenance of your homes is one of the most 
valued services we provide. Over the past year, 
we’ve been looking at the range of ways in which 
the service could be delivered and have now 
decided that the best way to do this is to create 
our own in-house maintenance service. This 
means we’ll be able to:

•	�Make savings of around £400k to reinvest  
in our services 

•	�Have direct control over quality and how the 
service develops 

•	��Create employment and training opportunities 
for local people

•	��Adapt and grow the service in line with  
your feedback

We’re planning for the new service to start  
from September 2012. Until then, we’ll continue 
working together with our partner contractor, 
MITIE, to carry out responsive repairs and to help 
ensure that the transition to the new service is 
as smooth as possible. As we start to build the 
new service over the next 10 months, we’ll be 
involving both customers and staff, to help us 
design and create a great service, as part of our 
Customer Deal offer. If you want to become 
involved in a Focus Group or feedback panel to 
help us deliver this exciting project, please contact 
our Customer Service Centre for details. 

Can we fix it?
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Set the agenda
Did you get your share?
We filled nearly 800 places for this year’s 
Resident’s Week events which included, bowling, 
a day at the beach, a chance to see Harry Potter 
and the Deathly Hallows, a comedy night and tea 
at three events for our older customers. 

Sadly not everyone who had tickets came along 
and so some events were a bit empty. However, 
those of you who did make it said they had a 
great time. Here’s some of your comments.

Miss Mitchell-Chapman - Popley
I have been with Sentinel for Just 7 months and 
could not believe I had 2 tickets for the comedy 
night. Free too which is amazing! Can’t believe 
the generosity. It was an amazing night but 
shocking that so many did not turn up! How 
rude! I can’t believe I met James Redman and  
got his autograph! Thank you so very, very much.  
It was a fabulous night. 

STAR LETTER 

WINS
 £25
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What’s on...
Tuesday 6 December

Hart and Districts Neighbourhood Panel Meeting,  
Campbell Place, Fleet, 7pm

Wednesday 7 December 

Sentinel Neighbourhood Area Panel meeting,  
Oakridge Hall for All, 7pm

Tuesday 20 December 

STARA meeting, Basingstoke office, 6pm

Wednesday 4 January 

Sentinel Neighbourhood Area Panel Meeting,  
Venue to be confirmed, 7pm

Tuesday 10 January

Hart and Districts Neighbourhood Panel Meeting,  
Campbell Place, Fleet, 7pm

Tuesday 24 January

STARA meeting, venue to be confirmed, 6pm

Wednesday 1 February 

Sentinel Neighbourhood Area Panel meeting,  
Venue to be confirmed, 7pm

Tuesday 7 February

Hart and Districts Neighbourhood Panel Meeting,  
Campbell Place, Fleet, 7pm

Tuesday 28 February

STARA meeting, Basingstoke office, 6pm

Tuesday 6 March

Hart and Districts Neighbourhood Panel Meeting,  
Campbell Place, Fleet, 7pm

Wednesday 7 March

Sentinel Neighbourhood Area Panel meeting,  
Venue to be confirmed, 7pm

Tuesday 27 March

Sentinel is run by a board of 12, 
including five resident board 
members, and others drawn 
from a wide mix of backgrounds 
in both the public and private 
sectors. Board members may 
serve for a maximum of  
10 years.

During that time they are 
given a range of training and 
support to ensure they are able 
to make informed decisions 
about the strategic direction 
of the business. They are here 
to direct, control and monitor 
all our work - from where to 
build new homes to how much 
we invest in improving existing 
homes. Four resident board 
members are nominated by the 
Sentinel Tenants’ and Residents’ 
Association (STARA) committee 
and the fifth place is available to 
any Sentinel resident. 

Your resident board 
members are:
Brian Sanders – STARA

Dawn Moors – STARA

Mike Thomas – STARA

Bill Hall – STARA

Juliet Annesley-Gamester -  
Independent 

For more information about 
becoming a board member visit  
our website.

Who’s representing  
you at the helm?
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New contract  
helps set the standard 

The new contract will offer an 
improved all year round service, 
replacing the previous service 
which covered mainly the 
growing season from April to 
October.

Developed in consultation with 
residents and Sentinel’s Tenant’s 
and Resident’s Association 
this new service will not only 
provide more frequent grass 
cutting, Lotus will also spray 
weeds along footpaths, around 
garages and make sure shrubs, 
trees and fallen leaves are kept 
under control. They’ll also 
provide an enhanced garden 
assistance service for our more 
senior customers.

Feedback from customers is 
already coming in with Mr 
Cameron of Jefferson Road, 
Oakridge expressing his delight 
at the work of Lotus and his 
neighbour Mr Sanders saying 

“The grass cutting was done 
and left in very neat rows and 
looks good to the eye. Dead 
leaves removed and paths left 
clean and safe to walk on.”

We’ve also trained an army of 
resident inspectors who are 
hitting the streets in a bid to 
keep our neighbourhoods up to 
scratch. This gives residents the 
power to help set the standard 
for their neighbourhood and 
make sure it’s kept up. 

The volunteer inspectors will 
rank the standard of grounds 
maintenance, the cleanliness 
of communal areas and note 
anything that needs repairing  
or upgrading.

Once the inspectors report back 
to us, our team of caretakers 
will blitz any areas that don’t 
measure up. They’ll remove 
dumped rubbish, sweep 
stairwells, clear away cobwebs, 
check the communal lighting 

and make sure all signs are in 
place and undamaged. Any 
small repairs such as fixing the 
odd fence panel or securing a 
hand rail will be done there and 
then, while bigger repairs will 
be scheduled for our repairs 
contractor. 

This fresh approach sets out 
our commitment to each 
area so you can see what 
standard of service to expect 
from us. We take pride in the 
neighbourhoods we manage 
and want you to feel you can 
do the same, who better to 
point out what needs improving 
than the people who live there. 

If you’d be interested in training 
as a resident inspector call the 
Customer Service Centre and 
ask for Richard Pilbeam or email 
richard.pilbeam@sentinelha.
org.uk.

In September, we 
launched our new 

grounds maintenance 
service, with our 

partner contractor,  
Lotus Landscapes. 
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Aspire to home ownership? 
If you rent your home from us you may be eligible 
for one of our home buy schemes aimed at 
Sentinel tenants. There are currently two schemes 
available - Right to Buy and Right to Acquire, a 
third scheme Social Homebuy was withdrawn by 
the government earlier this year.

Although strict eligibility conditions apply to both 
schemes, if you’re interested give us a call, ask to 
speak to the Leasehold Team and we can give you 
more details.

If you don’t qualify for either of these schemes, 
as a Sentinel tenant you do get first dibs on our 
new part-buy, part-rent homes. We have a range 
of new homes for sale in Basingstoke, Alton, 
Andover and Hartley Wintney. 

To find out more call our Homescope Team or  
visit www.sentinelha.org.uk.
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What’s new?

So what does that mean for our customers?
Here at Sentinel we believe you have the right to 
live in peace, and we have lots of ways to protect 
you from nuisance, harassment or anti-social 
behaviour (ASB). We signed up to the new charter 
earlier this year to reinforce our commitment to 
dealing with ASB as effectively as possible.

As well a range of legal measures such as  
anti-social behaviour contracts, the new charter is 
designed to encourage individual and community 
responsibility. This means working with tenant 
groups and individual tenants to promote 
tolerance and an understanding of how our 
behaviour can affect other people.

It’s good to talk
Recently we received a report of anti-social 
behaviour about a Sentinel resident from a private 
resident. They were unhappy about looking out 
of the lounge window at our resident’s wheelie 
bins. When the Neighbourhood Co-ordinator 
investigated, she found the neighbours had 
already spoken and the only reason the bins were 
kept where they were was because there was no 
hard standing in the garden. The private resident 
then got some spare slabs from his garage and 
put them in her garden for her.

There are times when problems between 
neighbours can only be resolved by talking to 
each other and coming to a compromise. If you 
think that would be awkward we can help by 
putting you in touch with a mediator. 

Give respect get respect
Its been five years since the government introduced the Respect Standard for Housing 
Management and in June this year it was replaced with a new Respect ASB charter  
for housing. 

Feature Story

To find out 

more about how 

we deal with 

ASB check out  

our website.
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Furry friends

In consultation with customers we’ve introduced 
a new pet policy, which clearly sets out which 
types of pet are suitable for which type of home 
and the number of pets you are allowed to keep. 
You don’t need to ask permission to keep fish or 
a small caged animal such as a bird, rabbit, rodent 
or reptile. There are also certain types  
and breeds of animal that you are not allowed  
to keep. These include:

• Dogs listed on the Dangerous Dogs Act 1991. 
• Wild or farm animals. 
• Endangered species. 
• �Animals listed on the Dangerous Wild Animals 

Act 1976, including venomous snakes, spiders 
and certain breeds of monkey.

If you would like to keep a cat or a dog you  
must contact us for permission before you  
make a decision.

A private entrance means that you can access your 
flat from the street without going through any 
communal gardens, walkways or corridors.

We don’t give permission for horses, donkeys, 
goats, livestock and other similar animals; they 
are not suitable for a residential property. If you 
are not sure about which animal you would be 
allowed, please contact your Neighbourhood  
Co-ordinator.

If your home is suitable for a pet you will need 
to sign a Responsible Pet Ownership agreement 
which explains your responsibilities as a pet owner 
and a tenant. For a copy of our keeping a pet 
information sheet visit our website or call the 
Customer Service Centre.

Keeping a pet is usually a great source of comfort, however, pets can also cause 
nuisance to other residents and damage to property. It’s important to make sure the pet 
you want to keep is suitable for the home you live in, that they won’t cause a nuisance 
to other residents and that they will be properly looked after. 

We will normally give permission for the  
following types of pet;

If you live in...			  Maximum number of pets

A house			  two dogs or three cats or
			  one cat and one dog

A non leasehold flat  
with a private entrance			  one cat or one dog 

A leasehold flat with  
private entrance and garden	 one cat or one dog

A flat with a  
communal entrance			  no cats or dogs allowed
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At home with...

Judy Pearson 

Judy Pearson is one of the first 
residents settling into Campbell 
Place, a brand new extra care 
scheme in Fleet.

The sun is shining on Judy’s 
new two bedroom flat which 
faces a blossoming garden 
courtyard and communal 
conservatory. Judy explains that 
10 days ago she had moved 
from a three bedroom house in 
Meadow Walk where she had 
lived for 35 years. 

“It was great because all the 
schools were in close walking 
distance and it was a nice 
house. My old house was lovely 
but it was a family house and 
there needed to be a family 
living there.

Moving here has really helped 
me to be more independent,  
I only have to go up the hill to 
get into town. The apartment 
itself is all new and very 
modern. I’ve never lived in  
such a place.

There are so many places to go 
and sit and it has everything 
you could possibly want. I can’t 
think of anything else that they 
could have put in that would 
make it any better.”

Campbell Place also offers 
residents access to 24 hour, 
flexible care and support 
designed to suit individual 
needs. “Ali and Michelle* are 
lovely and always so helpful. 
And it’s nice to know that there 
are carers on hand, it gives me 
a feeling of security.”

Although Judy’s family have 
now grown up her three 
daughters and six grandchildren 
still live locally, “My apartment 
faces on to a path and every 
day my grandchildren go past 
on their way to school and wait 
for a wave from me.”

As Judy had previously lived 
locally to Campbell Place she 
had been past the site regularly 
and seen adverts about the 
new scheme, “Because I had 
walked past before, I could 
see the sunny spot that I really 
wanted and I was able to 
choose where I wanted to live. 
When I applied I didn’t think 
I had a chance but it all came 
together. Because I was coming 
from a three bedroom house I 
was given priority.”

You can find out more about Campbell Place at  www.sentinelha.org.uk/campbellplace *Allison Flaherty is Scheme Manager and Michelle Rayner is the Liaison Officer for Campbell Place.



www.sentinelha.org.uk 11

Hints 
and tips...
Avoid the same mould story

Condensation is caused by a lot of moisture in the 
air that can’t escape from a building. It happens 
when warm air comes into contact with cold air.
You can help get rid of condensation by:
•	�Drying clothing outdoors or in a well-ventilated 

room (open windows)
•	�If you use a tumble dryer, make sure the 

ventilation pipe leads outside
•	�Open a window or use an extractor fan if you 

can when cooking, so steam can escape

•	�After having a bath or shower, open the 
bathroom window for 10 minutes and close the 
bathroom door to stop heat from the rest of the 
house being lost

•	�In cold weather it is better to provide a low level 
of heating all day rather than short high bursts

•	�Whenever possible open windows when you are 
at home.

For more information on how to avoid damp and 
mould visit our website or phone 0800 555 5515 
and ask for our Customer Information Sheet.

Ever get condensation on the inside of your windows? Did you know that 
condensation is the most common cause of mould?

There’s now a new Facebook 
page where you can advertise 
to swap your home for one in 
another area. The page covers 
Hampshire and Dorset, so if 
you’re interested in moving 
to another area within those 
counties why not take a look 
at facebook/Council/HA swap 
Hants/Dorset. If you’re looking 
further afield you can check 
out the national HomeSwapper 
website the UK’s largest 

community of social housing 
tenants looking to swap homes. 
Thousands of tenants join every 
month and use HomeSwapper 
to move locally or right across 
the UK. To get going, simply 
register on the website, then 
HomeSwapper will check every 
day for possible new swaps for 
you. It saves these and you can 
log-in at any time to see them. 
To make sure you don’t miss any 
swaps regular ‘match alerts’ are 

sent to you. If you’re interested 
in a match, use the other 
tenant’s contact details to get 
in touch. Arrange to view one 
another’s property. Then –  
if you want to swap – contact us 
for an application form.
We’ve teamed up with 
HomeSwapper to make it free 
for all our customers. If you 
don’t have access to a computer 
just pop into one of our offices 
and use one of ours.

Facebook swap shop
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Winklebury area
Up my StreetAndover, Tadley, Basingstoke Villages, 

Kempshott

Hundreds of people visited this years Tadley 
Treacle Fair where we got together with local 
residents to chat about the services we provide 
across the area. We had loads of positive feedback 
from people about the Choice Based Lettings 
system saying they were hoping to move to a 
Sentinel home in the near future. Our Refab Arts 
Team were kept busy all day with youngsters 
making kites from recycled materials.

Tadley Treacle tradition
We got together with Highclere Parish Council, 
Basingstoke and Deane Borough Council and 
residents from Penwood for a bit of fun and a 
chat. Residents were asked how they think the 
area should develop in the future and what would 
make their neighbourhood a better place to live. 
They were also encouraged to come up with ideas 
for new community groups and activities and to 
get involved in helping to run them. We’ll use the 
feedback to come up with an improvement plan 
for the area and will keep you updated on progress 
in future editions of Spirit. 

Penwood improvement poll

We joined Andover residents for loads of Summer 
fun during August. At the “Green” Family Fun Day 
we got together with Test Valley Borough Council, 
the British Heart Foundation and Southern Water. 
The event designed to promote recycling also gave 
residents some great tips on how to save money 
on their energy and water bills. 

There were free refreshments, and some great 
competition prizes donated by local businesses. 
We drafted in the Refab Arts Team who showed 
kids how to recycle tetra cartons into nifty wallets. 
We also joined the towns Turnaround Project at  
a family fun day with our face painter and arts  
and crafts team. See more photos on  
facebook.com/sentinelha

Sentinel Summer fun
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In July we worked with the Winklebury Carnival 
Committee to design and print the raffle tickets 
for this years event. We also popped along on the 
day to chat to local residents about the services 
we provide while younger visitors had a chance to 
decorate and fill plant pots. 

Young people at the Winklebury youth project 
can now enjoy a range of new activities thanks 
to one of our Community Chest grants. Money 
donated by Sentinel helped to buy a new pool 
table, football, table tennis, basketball and baseball 
equipment to ensure that the new youth project 
got off to a great start over the summer holidays.

This is one of many initiatives made possible by 
a Community Chest grant which offers all our 
residents funding to help with neighbourhood 
improvements or community projects. To find out 
more visit our website.

Supporting local talent

Pooling our 
resources in Winklebury You can see 

photos from all 

our events or leave 

us a message on 

facebook.com/

sentinelha.

Tadley talent Elliott Venables first came to our notice last year when 
he entered our Get With’s Got Talent contest at Everest Community 
College. The judging panel, which included two local radio hosts, 
awarded him first prize for his brilliant voice and impressive stage 
performance. “Elliott’s been singing since the age of five”, explains 
mum Sarah, “ he has ADHD and had the chance to join a singing 
class which helped to channel this into something positive. When he 
was eight he started having lessons with a singing teacher and since 
then has gone from strength to strength.”

He has an impressive list of musical and acting achievements, starring 
in school and Spotlight productions and reaching the final of Festival 
Factor last year in Basingstoke, as well as being selected to sing in 
the stage choir for The Voice in a Million performance at Wembley 
next February. At the time of going to print he was competing in the 
regional finals of UK Live and Unsigned at Princes Hall, Aldershot. 

Check out facebook.com/sentinelha to find out how he did. 
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Popley area
Up my StreetBramley, Sherfield on Loddon, Chineham

In June we sponsored a bouncy castle for the 
Big lunch organised by the Marnel and Merton 
Community Group. Local residents got together 
over a picnic lunch for fun and games including 
archery, Zumba, and a tug of war, while 
youngsters had fun with face painting,  
arts and crafts and the bouncy castle. 

It was also a chance for locals to chat about 
any concerns or issues they have about their 
neighbourhood. If you weren’t able to go along 
you can get in touch with the residents group by 
emailing: marnelparkresidentgroup@hotmail.
co.uk or find them on Facebook.

Big bounce for big lunch 

Young footballers 
score with sentinel

On Saturday 23 July MFC Popley hosted a youth 
football tournament at the Power League centre 
in Brighton Hill. Teams from across the area 
competed and we were there too running a spot 
the ball competition. Congratulations to Emma 
from Popley for winning the competition and to 
her son Ryan who played for one of the winning 
teams at the tournament.

You can contact MFC Popley by email on  
mfcpopley@hotmail.co.uk to find out more,  
or check out facebook.com/sentinelha 
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Oakridge area
Up my StreetSouth View, Limes Park, Old Basing,  

Crown Heights, Austen Court

In September we launched a community 
consultation about the flats and maisonettes in 
Freemantle, Taverner and Westray Close. We 
got together with local residents and the wider 
community to find out what they like about the 
area, and what they would like to happen with 
their homes and open spaces in the future.

Although the homes are structurally sound they 
don’t meet current standards in terms of heat 
loss or electrical and mechanical services. The age 
and design of the neighbourhood also creates 
under-used open space and residents report high 
incidences of anti-social behaviour compared to 
other Sentinel neighbourhoods.

We held four drop-in events where local residents, 
ward councillors and community groups shared 

their views on what they would like to see 
happen in the future. We’re now reviewing the 
feedback and will update you on the results in the 
next edition of Spirit.

Exploring new horizons 

Ask the editor
We’re pleased to say that the three homes 
in Freemantle Close that were flooded with 
sewage last year are now refurbished and 
new tenants have moved in. Our insurance 
company is still negotiating over liability with 
Thames Water who own and maintain the 
sewers in the area. Most of the time we’re 
able to meet our target of 22 days to re-let 
an empty home, however, sometimes the 
work that is needed to bring a home up to 
scratch can take longer. 
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Fleet, Farnborough, Aldershot, Camberley,
and surrounding areas

Hart area
Up my Street

Earlier this year we asked local residents in 
The Lea, Fleet what we could do to make their 
neighbourhood a great place to live. We then 
compiled a list of the most popular improvements 
and will be investing just under £45,000 now 
and are considering a further £80,000 of 
improvements to the garage and parking areas. 

Work in the area is well underway, and all 
damaged fencing has been repaired or replaced. 
Next we’ll be cleaning a test area on the roof of 
block 18-29 and once we’re happy the work is up 
to scratch we’ll get all the roofs cleaned. 

Wheelie bins will have a new home as we’re 
building communal bin stores for each block. 
Each apartment block will have a spring clean. 
New planters will improve the look of the 
entrances, and ramps will help to improve access. 

We’ll also have new plants in the borders around 
the buildings. Footpaths leading to all blocks 
will be tidied up and resurfaced. Knee high 
rail fencing is going in to help to mark out the 
communal boundaries and the rotary clothes 
dryers will be repaired or replaced. We expect 
to have all this work completed by the end of 
November 2011. Thank you to everyone who 
took part in the survey. Your feedback helps us 
to improve the services we provide and make our 
neighbourhoods great places to live.

Investing in your neighbourhood

We got together with Pyestock residents 
to find out what we can do to make their 
neighbourhood a great place to live. Overall,  
you said the lack of facilities for young people 
was the main cause of problems in the area. 

We’re now working with Rushmoor Borough 
Council and the police to see what we can do to 
help. Everyone welcomed the chance to have a 
bit of fun and local youngsters were treated to a 
range of activities on Leroy the HYPE mobile fun 
bus. Congratulations to the lucky winners of the 
poster competition.

Pyestock fun day
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Wickham Place in Church Crookham was the 
latest estate to receive a “spring clean” as part 
of our commitment to improve the look and 
feel of our neighbourhoods. An army of staff 
and contractors blitzed the area which had been 
highlighted by our resident estate inspectors as 
being in need of a facelift. 

Research shows that 83% of our customers are 
happy with their estate and we want to bring that 
up to 90% by the end of the year. If you’d like to 
join our Resident Estate Inspection team contact 
our Customer Service Centre and ask for Richard 
Pilbeam or email customer@sentinelha.org.uk. 

A clean sweep 
for Wickham Place 

One step at a time

In 2010, youth homeless charity Step by Step 
teamed up with Sentinel to help bring together 
the accommodation, training and support services 
they provide into a single centre. The £3.5m 
project provides 30 new bedrooms above offices, 
a computer suite and training room, where 
charity workers support young homeless people 
to get into work or training and find permanent 
accommodation. 

The new building, which is owned and managed 
by Sentinel, brings significant benefits to the 
charity’s clients, offering single en-suite  
study-bedrooms which give privacy and a quiet, 
personal space. Shared kitchen and lounge 
facilities enable clients to interact and share 
household chores. The new building has disabled 
access and fully adapted bedroom and facilities. 

As well as improving services to clients and having 
lower running costs, the new building will enable 
Step by Step to expand its support programmes, 
including evening activities for young people, 
which have proved to be a great success. 

With funding being cut from young peoples’ services across the country we’re 
delighted to announce the official opening of a local success story.
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With big government spending 
cuts starting to come through, 
including benefit reform, getting 
hold of good quality information 
is vital in making sure you keep on 
top of your financial situation. 

Supporting you through  
the hard times

Here at Sentinel, we offer support and advice to 
our customers to help them deal with rent arrears 
and debt to help them get ‘back on track’.
From helping you budget to ensuring you’re 
receiving the right benefits, our new Citizens 
Advice Bureau advisor, Yvonne Andrews, offers 
free impartial advice and can work with you to 
help manage your money if you find yourself 
struggling.

With a little help from TV presenter Dominic 
Littlewood, we’ve created a DVD with lots of 
helpful tips and advice. You can check this out on 
our website and download a copy of our booklet: 
Supporting You Through The Hard Times, Your 
Guide To Taking Control Of Your Finances’. It has 
useful forms to help you set your budget as well 
as letter templates to send to your creditors if 
you’re struggling to pay your debts.

We have links with the United Savings & Loans 
credit union, which offers affordable loans or 
a simple bank account for those who’ve been 
refused by banks previously.

So don’t wait until things get really tough, give  
us a call today and we’ll set up an appointment 
for you.

Did you know...
If you have a spare room in your home you 
can take in a lodger and get some extra cash 
to help pay your bills. You just need to get 
permission from your Neighbourhood  
Co-ordinator or mortgage provider and if 
you’re claiming benefits make sure you let 
them know too. Having a lodger is not the 
same as sub-letting which is not permitted if 
you rent your home from us.
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A great deal for you
Last autumn we launched our customer deal, following our largest ever consultation 
project where nearly 5000 of you told us what you think of the services we provide. 

It’s been in place for a year now and we’re starting to review how the service 
improvements we introduced have been working, and looking at what new service 
improvements we can make for the coming year.

Here’s a quick update on what we’ve  
done so far:

•	 �The early evening repair inspections and 
property viewings have been working well and 
will continue in the future.

•	 ��We’ve introduced an improved communal grass 
cutting service with Lotus Landscapes see p6  
for details.

•	 �We’ve worked with residents and are investing 
to make real improvements to their homes  
and neighbourhoods in Basingstoke and Fleet 
see p18.

•	 �We’ve invested £3.3m fitting 300 older 
properties and all our sheltered schemes with 
solar panels to help cut down on fuel bills.

•	 ��The introduction of the Customer Estate 
Inspection programme is helping to bring all 
our neighbourhoods up to scratch.

And here’s a taster of what we’re  
planning next:

•	 ��Investigating the conversion of unused garages 
into parking spaces to improve parking 
facilities.

•	 �Introduction of a virtual showroom for kitchen 
and bathroom refurbishments, offering you 
easy access to select from the range of choices 
on offer.

•	 �Complete the refurbishment of homes in 9 days 
rather than 10 days. 

•	 �Introduce a free two hour handyman service to 
assist customers during refurbishment works.

•	 �Provide carpets in all new build homes.

•	 �Higher quality decorations to all new lettings, 
with customer choices of colours.

•	 �Review of our maintenance service to enhance 
responsiveness of repairs.

•	 �£300k insulation programme to improve the 
energy efficiency of homes.

•	 �Introduction of statutory compensation where a 
contractor misses an appointment.

You can find a full version of our Customer 
Deal on our website.
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Despite this years poor summer weather we 
still had loads of entries for our annual Garden 
Competition and judges had a tough time 
choosing this years winners. Prizes were awarded 
by Sentinel Executive Director Val Bagnall at a 
special award ceremony on Friday 2 September. 

First prize £50 of garden vouchers and an 
engraved shield went to Ms Shaw from  
Old Basing for the Best Kept Large Garden,  
Mr Cameron from Oakridge, for the Best Kept 
Small Garden, Mrs Sibley of South View for the 
Best Kept Allotment, the Best Planted Container 
prize also went to Ms Shaw from Old Basing and 
Jean Orr Court in Church Crookham won the Best 
Kept Communal Garden. Other winners were:

Best kept small garden:
2nd prize: £30 gardening vouchers –  
Mrs Badham, Popley
3rd prize: £20 gardening vouchers –  
Mr and Mrs Bullard, North Warnborough

Best kept large garden:
2nd prize: £30 gardening vouchers –  
Mrs McLellan, Winklebury
3rd prize: £20 gardening vouchers –  
Mrs Davidson, Hartley Wintney

Best Planted container:
2nd prize: £30 gardening vouchers –   
Mrs Badham, Popley

3rd prize: £20 gardening vouchers –  
Mr and Mrs Bullard, North Warnborough
Best Kept Communal Garden
2nd prize: £30 gardening vouchers – 
Oakridge Towers, Oakridge
3rd prize: £20 gardening vouchers –  
Abbey Court, Popley

Best Vegetable Garden
2nd prize: £30 gardening vouchers –  
Mr Hursey. Popley
3rd prize: £20 gardening vouchers –  
Mrs Scammell, Basingstoke
Congratulations to everyone who won  
a prize and to all of you who entered!

Garden competition 

May I offer my thanks to the judges, 
Richard Pilbeam, Richard Jones and Brian 
Sanders, they must have had a very long 

and tiring day and from what I remember the 
weather wasn’t too good either!

I was over the moon when I received the 
letter telling me that I had won the best 
kept small garden category, I have never 

won anything like this before in my life and to be 
honest I was gob smacked!

1st 

prize 1st 

prize

Ms Shaw, Old Basing

Mr Cameron, Oakridge

You can see more photos on 
facebook.com/sentinelha
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Circle or highlight the six differences  
and send your entry to: 

Kim Drewery
Sentinel Housing Association
56 Kingsclere Road,
Basingstoke, Hants
RG21 6XG

By Friday 30 December 2011. The winning entry 
will be drawn by the magazine editorial panel. 

(Employees of Sentinel and customers with rent arrears 
may enter but are not eligible to win).

Name:

Address:

Daytime contact number:

Competition: Spot the difference
Have a look at the photographs below and see if you can spot the six 
differences, for your chance to win £50 of vouchers.

Congratulations to Colin Stafford from Tadley, 

who wins £50 of vouchers, for spotting  

all six differences in our last competition.

Competition winner: 
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How government 
cuts are affecting us
As everyone knows, the economic situation  
has seen the coalition government introduce  
very substantial cuts in public services and  
public funding. Sentinel is greatly affected by  
this and some sweeping changes in the way  
the development of new homes is funded.  
The biggest cut introduced from this year is a 
60% reduction in the funding of new homes. 
This cut is in both the total amount available over 
the next four years to 2015 and in the amount 
provided per new home. This means that for us 
to continue to provide new affordable homes 
we need to look at other ways to fund new 
developments. 

Over the last nine months the government have 
been drawing up a new funding system for 
housing and new systems for us to bid for the 
reduced government funding. We are pleased 
to announce that we have secured government 
funding of £5m over the next four years, but  
this is a dramatic cut from over £50 million  
that we received in the previous three years.  
The essence of the government changes means 
we have to use more of the money we get from 
our rental income to go towards new homes.  

The government argument is that homes that  
we built before now have been greatly subsidised 
with government funding, and as the rents for 
these homes rise with inflation, the extra income 
should be used to help fund new homes and 
reduce housing waiting lists.

We are working on new business models 
and funding options with our Board so we 
can continue to provide new homes, which 
is fundamental to what we do as a housing 
association. Being a great landlord is our overall 
objective and a big part of this is continuing to 
provide good affordable homes for people in 
future who can’t afford ownership or renting in 
the private market. 

Other changes are still being debated in 
parliament on welfare reform, the localism bill 
and changes to the planning system of Councils 
for new homes. These are changes coming down 
the line in the next few months but the final 
details are still being debated.

We will continue to spend the same amounts 
of money on maintenance and services to our 
customers as we always have done, but in future 
money coming from rent increases will be used to 
invest in new homes. We will keep you updated 
in future editions of the magazine as new 
legislation comes through and we can be clearer 
on how the future funding will work. 
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Are we measuring up?
What other information on our services would you like to see? 
If you would like to have your say on the performance information we 
publish, please contact Damien Ward, Performance Manager 
on 01256 312878 or email damien.ward@sentinelha.org.uk

Performance Indicators Actual to 
August

2011/12 
Target

At a 
glance

Top 25% 
Landlords

Neighbourhood
Satisfaction with overall landlord services 94% 90%

Average number of days to re-let an empty home 32 22 24

Satisfaction with estate services 92% 85%

Current rent arrears 2.3% 2.7% 2.0%

 Telephone Response

Calls waiting lost 4% 7%

Average call waiting time in seconds 21 20

Written Enquiries and Complaints

Letters responded to within 10 working days 99% 100% ☹
Number of complaints received 191 –

Number of compliments received 155 –

Satisfaction with complaints process 83% 90% 71%

Satisfaction with complaints outcome 75% 85% 69%

Anti Social Behaviour

Satisfaction with ASB complaint process 87% 85% 87%

Satisfaction with ASB complaint outcome 72% 85% 85%

Repairs

Satisfaction with repairs and maintenance service 89% 84% 83%

Emergency repairs completed in target (1 day) 100% 99.5% 99.3%

Urgent repairs completed in target (7 days) 98.6% 98.6% 98.6%

Routine repairs completed in target (21 days) 98.8% 98.5% 98.5%

Properties with valid gas safety certificates 100% 100% 100%

Refurbishment

Number of kitchens refurbished 42 75

Number of bathrooms refurbished 30 75 

More performance information is available on our website.

In shape... how well have we performed?
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If you would like this document in another 
language or format, or if you require the 
services of an interpreter, please contact us.

Polish

Thai

Bengali

Tamil

Portuguese

Christmas and New 
Year office closure

Monday 26 December 2011
Offices closed

Tuesday 27 December 2011
Offices closed 

Friday 30 December 2011
Offices closed

Monday 2 January 2012
Offices closed

Our contractors will deal with 
emergency repairs as usual 
during this period. There  
will be a call out charge for 
non-emergency repairs. 

If you have an emergency 
repair to report please ring 
0800 195 5515 from a 
landline or 0300 666 5515 
from a mobile.

Any non-emergency repairs 
reported during this time will 
be passed to our contractors  
on Tuesday 3 January 2012 
when normal service resumes 
and the repair completion 
target period will start from 
this date.  

You can also report  
non-emergency repairs  
online by visiting:   
www.sentinelha.org.uk


