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Welcome to the
Spring 2025 Newsletter

We hope that you enjoy this new Newsletter which is full of information and advice we
think you will find useful. From what to do if your mobile phone is lost or stolen (I learnt
something new here) to a warning about air fryers, and why contents insurance for your
home is important, we have covered a vast range of subjects in this edition of the
Newsletter, so there should be something for everyone.

Please take particular time to read the articles on health and safety, which are very
important. We take your safety and the safety of your property very seriously and it makes
our task much easier when we are able to work with you to carry out all the safety checks
that are required. Thank you for your co-operation.

Thank you too to all those who have already allowed Ridge and Partners access to their
home to carry out a stock condition survey. The information gathered from these surveys
will help us to understand the current state of all of Sandbourne’s properties and plan
works for the next few years. If you have not yet had a visit from Ridge, then please look
out for text messages from them and book an appointment in the near future if you can.
The more information we have, the better we can plan for the future.

Finally, | would like to take this opportunity to welcome Susan and Alex to Sandbourne’s
team and hope that they enjoy working with us. | would also like to wish Molly all the best
as she prepares to become a mother in the next few weeks and we look forward to
welcoming her back into the Sandbourne fold in 2026.

As usual, if you have any questions or comments about this Newsletter, then please
contact us in the office. We love to hear from you.

Best wishes
Fiona Ferenczy Y
o Chief Executive 4
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The Sandbourne Team

Fiona Ferenczy - Chief Executive

David Hall - Head of Housing

Colette Robson - Housing Officer
Molly Witherington - Housing Officer
Alex Spence - Housing Officer

Brian Griffiths - Maintenance Manager
Chris Wilce - Maintenance Manager

Katy Ferenczy-Dakin - Finance & Admin
Officer

Sharon Doran - Housing Admin Assistant

Susan Poulton - Admin Assistant

Contacting Sandbourne

The only office telephone number is:

01202 671 222

(9am to 4pm, Monday to Friday)

All correspondence should be addressed to:
Sandbourne Housing Association,
Craigleith First Floor Office, 9 Derby Road, Bournemouth, BH1 3PX

Email: info@sandbourne.org.uk
Repairs: repairs@sandbourne.org.uk
Website: www.sandbournehousingassociation.org.uk

Out-of-Office hours emergencies only:
01202 392 322

Careline (Bournemouth)

Out-of-Office Emergency Repairs

The Careline number for our residents to use is:
01202 392 322

Rented 60+ and extra care (Craigleith) tenants
with a Sandbourne provided Careline service - to
be used to summon assistance, for example a fall;
an ‘emergency’ out-of-hours repair; or to notify
that you’re going away and leaving your flat
empty. Remember you can also use your
emergency careline pull-chord.

Rented 18+ and 60+ without Sandbourne
provided Careline service - only to be used to
report ‘emergency’ repairs when the office is
closed, and it is something that cannot wait to be
dealt with until the next working day.

Leaseholders and shared owners - only to be
used for communal area ‘emergencies’ e.g. a
fire/flood or an essential repair affecting the

communal areas or the structure of the building. )

You should only report a repair to Carelineif it is
an ‘emergency’ and the office is closed.

For genuine out-of-hours emergency repairs,
Careline’s number is 01202 392 322. If you can’t
lay your hands on this number when we are
closed, you can always ring the office number
and listen to our pre-recorded message which
gives you the number to call.

All non-emergency repairs should be reported to
the office during working hours. You can ring us
on 01202 671 222 (voicemail messages can be
left when we are closed), email
repairs@sandbourne.org.uk, or use the repairs
contact form on our website
www.sandbournehousingassociation.org.uk.

Please note that by ringing Careline during normal
hours, or at other times when it could wait until the
next working day, you could be preventing them from
dealing with someone who needs their immediate
help.




Office Holiday Closures

The Sandbourne office will be closed on the
following dates:

Friday 18th April
Good Friday

Monday 21st April
Easter Monday

Monday 5th May
May Day Bank Holiday

Monday 26th May
Spring Bank Holiday

C-!.OSEB

A N TN A KN |

Asking for ID

Whether we are
undertaking repairs
that you have
reported to us or
carrying out surveys
to your home, block
of flats or estate, we
would remind you of
the importance of
always asking for ID if
someone calls at your

door and says that they are from Sandbourne
or that they are one of our contractors calling
on Sandbourne’s behalf.

All of our staff have ID that they will be happy
to show you when attending or inspecting
your property. It is also common practice for
tradespeople to carry ID, so any contractors
calling on you should not be surprised that
you are asking to see it.

Please keep safe and apply this to anyone
who calls at your home if you do not know
them.

Complaints and Service Development 2023/24

As we have explained previously, last year the Housing Ombudsman Service reviewed their
‘Complaint Handing Code’ which applies to all registered housing associations and local authorities
setting out what is expected of landlords in their handling and management of complaints.

This led directly to revisions of our Complaints and Compliments Policy together with several
related changes to the way in which we manage and report on complaints.

One of the requirements of the revised Code is that housing providers are now required to publish
an annual Complaints and Service Development Report setting out the number and nature of the
complaints received, how quickly these have been responded to and any changes that the landlord
has made to the way they work because of managing these.

We published our first Complaints and Service Development Report in November last year covering
the period 1st October 2023 - 31st September 2024, which is available on our website at
https://sandbournehousingassociation.org.uk/pub/annual-complaints-performance-and-service-

improvement-2023-24.pdf?=1739366189.

Should you not have access to the internet, but would like a copy of the report, please contact us in

the usual way.




Welcome and Goodbye (for now!)

The sharp-eyed amongst you may have noticed in the Winter 2024 edition of
Sandbourne News, we mentioned that Susan Poulton joined us at the end of last
year as our part time Administrative Assistant.

Susan works weekday mornings between 9.00am and 1.00pm, and by now we are

sure that many of you will have spoken to Susan, who we think is always cheerful \&,
and helpful to everyone that she speaks to. It is always good to be able to put a g :
name to a face, so we would like to introduce Susan to you now. g ‘ : .

In addition to Susan joining us, many of our general needs residents and those
living in Ringwood will have noticed in the last few months, our Housing Officer
Molly Witherington is pregnant and will shortly be going on maternity leave.

We have recently appointed Alex Spence to a maternity cover role, and hope
that Alex will be able to spend some time with Molly to become familiar with the
role and the homes that she will be looking after in Molly’s absence.

. \"A

We wish Molly all the best as she becomes a Mum for the first time, and Alex as she joins us and
steps into Molly’s shoes. We are sure that many of you will meet Alex over the next few months but if
you would like to speak to her please phone the office on the usual number or drop her an email at
info@sandbourne.org.uk.

Fire Doors - there for your safety!

Fire doors are a legal requirement in flats, and communal areas, and are provided for your safety.

At some of our site (those specifically for people ages 60+) fire doors in the communal areas can
remain open, as they are connected directly to the fire alarm and will close automatically if the
fire alarm is activated. Residents at these sites have been made aware if this applies to their
homes.

However, if you live in one of our ‘general needs’ blocks or at a 60+ site without such a connection
there are some simple but important rules to follow:
e Fire doors must be kept closed at all times, and never wedged open.
e Fire doors and the self-closing devices that are attached to them must never be tampered with
e |fyou see a problem or defect with a fire door, please report this to us immediately.

To comply with Fire Safety Regulations (2022), Sandbourne will
continue to inspect fire doors in communal areas every 3 months
and will need access to the homes of those living in flats once a

year to undertake an inspection of the fire door(s). KEEP DOOR

Sadly, we continue to receive reports of fire doors being wedged
open in common areas. If you see a door that is like this, please
remove any wedge that is there - for your own safety and that of
your neighbours.

Fire safety is everyone’s responsibility, please follow these simple rules to help keep everyone safe.
4




Beware of Disrepair

You may recall last year we featured an article in Sandbourne News where a resident had called us
and said that she had been contacted by the “Social Housing Disrepair Team” and asking if this was
connected to or part of Sandbourne in any way.

We explained they are not linked to us in any way.

Sadly, since then we have had a number of calls and emails from residents telling us they have also
had contact from individuals either claiming to represent us on encouraging them to make a
disrepair claim.

There continues to be widespread coverage of the failure of a minority of housing associations and
local authorities to undertake repairs to their homes. Some disreputable companies have seen this
as an opportunity to make money for themselves, by encouraging residents, with their help to make
a claim for disrepair, and then keeping the majority of any compensation that is awarded to the
tenant for themselves.

Whilst we know that we are not perfect, we also know, because they tells us that the vast majority of
our residents are very satisfied with our repairs service. Sadly, this does not stop these disreputable
companies making speculative calls.

Please remember that if you want to report a repair, or want to know how a repair that you have
previously reported to us is progressing, then just give the office a call or email us at
repairs@sandbourne.org.uk

Stock Condition Survey - Progress report

You may remember that last year we commissioned Ridge and Partners to undertake a 100%
condition survey of each of our 426 rented homes. The purpose of the survey is to establish how
well our homes are maintained and when complete to help us decide on our future investment
priorities.

Ridge began the surveys on 16th December and have until the end of March to complete the
project. Progress so far has been good, and at the time of preparing this article 313 or 73% of the
surveys have been completed.

We would like to take this opportunity to thank everyone for their assistance and co-operation in
allowing the Ridge surveyors access to their homes, which we appreciate very much.

Whilst the full results will not be available until all the surveys have been
completed the early indications are generally positive, with only one
serious risk identified, which was rectified immediately that it was brought
to our attention.

For those who have not yet received a visit from Ridge and Partners, when
you receive their appointment, text or calling card, if you can contact
them and arrange a mutually convenient appointment for their visit, that
would be very helpful.

We will let you have more information when the full results of the surveys
are available.
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Fraud - What to Look out For

Recently a representative of HSBC Bank visited Craigleith and passed on some useful tips to
residents about how to protect themselves from fraud and scams. We thought it was worth sharing
this advice with everyone, so here is a summary of the tricks and tips that they suggested that are
worth following:

Stop
If someone contacts you unexpectedly and claims to be from a trusted organisation, be suspicious.
Take a moment to stop and think before sharing personal or financial information.

Challenge
Could it be fake? It is OK to reject, refuse, or ignore any requests or simply say no. Only fraudsters
will put you under pressure to act urgently.

Protect

Don’t click on unfamiliar links or call numbers from text messages or emails. Instead, check they
are genuine by going to the official website. Fraudsters may appear genuine, but their actions and
requests are not.

It is important to remember that financial organisations will never ask you:

e For your PIN or full password, even by tapping these into your phone keypad.

* For any codes that you generate, or the organisation send you by any method for the access to
or operation of your account including your secure key, card reader or sent to you by text or
email.

e To move money to any other account.

e To withdraw money to hand over for safekeeping, checking or investigation of crime.

e To hand over cash, your PIN, cards, or cheque book to a courier at your home, even if you are a
victim of fraud.

e To pay for goods or gift cards using your card and then hand them over for safekeeping.

Fraud - How can | protect myself

Always question uninvited approaches
Instead, contact the company directly using an email or phone number that you can check is
genuine.

Don’t share personal information @
Never reveal your password or share your card
details over email. Be careful with the level of detail
shared on social media sites and check your privacy
settings.

Never mislead a bank about the purpose of a ’
payment

Criminals will often try to persuade you to tell the
bank that the payment is for something different to
what they have told you it is for. They may say that it
will go through smoother, or that the bank may stop
the payment otherwise. This is a clear sign of frau6d.




Stay safe online

Always update your computer, tablet, and smartphone operating systems as soon as they become
available and install anti-virus software.

Shop safe online

If you are buying something online and don’t know the seller, never pay by bank transfer. Always
use a credit card, debit card, or PayPal - or a payment option that offers some protection against
fraud.

Register for voice ID

Most banks and financial institutions now offer voice recognition as part of their telephone
banking service. This makes it easier to access your account through telephone banking and there
is ho need to use a security number.

Update your passwords

Try to change your passwords at least twice a year. Do not use a "™

password that can be easily guessed and make sure that your n

Online Banking password is not the same one that you use for other

websites.

Check bank statements regularly !

If there are any transactions that you do not recognise, always

contact your bank. f *
( 00000 )

Shred important documents
Shred any paperwork that reveals personal information, such as
bank statements, card details , and other sensitive data.

Sorry you are leaving...but please =
let us know promptly if you are - ag

This is a quick reminder that the terms of our tenancy agreement LTI

require that if you are leaving a Sandbourne home, you need to

give us four clear weeks (or a month’s notice) of your intention

to do so. T o

Sadly, on occasion some of our older residents in particular decide that they may need more
personal help or support than we can provide, or pass away, so if you have a family member or
friend who is helping you to find more suitable accommodation or is looking after your affairs,
please remind them of this.

We have a termination of tenancy form that needs to be completed and returned to us promptly,
to avoid being charged rent after you have left your Sandbourne home. This is available by
phoning the office, dropping an email to info@sandbourne.org.uk or can be downloaded from our
website at https://sandbournehousingassociation.org.uk/pub/moving-on-ending-a-tenancy.pdf?
=179366189.































