{\ SN Sandbourne News
ndboume

housing association

Autumn 2025 Newsletter

Welcome to the Autumn Newsletter. There seems to be a theme in this Newsletter - we
like to hear from you so that we can better understand your opinion of the service we
provide and ensure that it reflects your needs and wishes as far as we are able.

We refer in this Newsletter to several ways that you can let us know your opinion. The
Tenant Satisfaction Measures Survey, which you should have received by now, is an
opportunity for everyone to rate the service that we provide and let us know any areas
where you think we are performing particularly well or where you would like
improvements. Please return the survey, if you have not already done so, so that we can
have results from a true cross section of our residents.

There is also reference in this Newsletter to the Repairs Satisfaction Surveys. If you
report a repair to us, or you are due to have some planned maintenance carried out (new
kitchen, bathroom etc.), please do return the Survey that is sent to you. It helps us
understand how our contractors are performing and whether there are any changes that
we need to make.

The Newsletter also includes reference to complaints, compliments, and good news that
you can share with us. If you think that we have failed in our service provision to you, then
we really do want to hear, so that we put the problem right if possible. However, we also
love to hear when you think we have done something well. And it is great when you share
good news with us, particularly if we can then also share that news with other residents.

So, please be assured that we love to hear from you and take the opportunities currently
on offer to let us know what you think.

Best wishes and thank you
Fiona Ferenczy
Chief Executive




The Sandbourne Team

Fiona Ferenczy - Chief Executive

David Hall - Head of Housing

Colette Robson - 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 Careline if it is
an ‘emergency’ and the office is closed.

For genuine out-of-hours emergency repairs,
Careline’s numberis 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 theirimmediate
help.




Baby boom at Sandbourne

We never thought that babies were like buses but that g
certainly seems to be the case at the moment.

We told you in the last edition of Sandbourne News
that Molly, our Housing Officer, went on maternity

leave, shortly before giving birth to her son Hugo in
April. Molly has kindly allowed us to share a recent

picture featuring her new arrival.

We appointed Alex Spence as maternity cover for Molly
in March and she will be with us at least until Molly’s
expected return in 2026.

Not long after the arrival of Hugo, Katy, our Finance
Officer, announced that she was pregnant and will be
taking maternity leave from September.

Lynda Faulkner joined us as cover for Katy on 26" August
and will be with us until March of next year.

Until then we will do our best to ensure that should you call
us during office hours (9:00am - 4:00pm Monday to Friday)
there will be someone available to take your call, but if not,
please leave us a message and we will get back to you as
soon as we can.

We have welcomed Lynda and given both Katy and Molly
our very best wishes and thanked them for their efforts in
succession planning for Sandbourne!

Office closure

The office will be closed on Wednesday 22" October
for a Training Day. Should you have an emergency
please contact Careline on 01202 392322.

If you can’t lay your hands on this number when we

are closed, you can always ring the office number -

01202 671222 and listen to our pre-recorded ()

message, which gives you the number to call. i




Rechargeable Repairs - a reminder

The repairs to your home that Sandbourne is responsible for are set out in your tenancy
agreement or lease. However, we would like to remind you, that this does not mean that
we are responsible for all repairs. If the repair is caused by deliberate damage, neglect, or
something that you have done or not done then we have the right to recharge you for the
cost of repair. Some common examples of where we will recharge repairs include but are
not limited to:

e A lack of power to an immersion heater or an appliance we have provided which has not
been switched on

e Damage to internal or external doors

e Broken windows and window locks

e Blocked toilets or drains

e Replacement locks and/or additional keys

e Replacement of additional key fobs for pendant alarms

You may also be charged if:

e You miss an appointment that you have agreed with our contractor

e You fit any type of installation or fixed appliance that we did not give our written
permission to install

e You have altered the property without our permission

e When you vacate the property, you leave it in a poor condition

In deciding whether to recharge for a repair, we will consider your circumstances before
contacting you.

More information is available in our ‘Recharge Guidelines’ leaflet available either at the
office or via our website.

We have previously featured articles about the availability of
cheaper broadband options for people receiving benefits, but
N thought it was worth including a quick reminder.
| =)
m Remember that if you receive Universal Credit, or other benefits,
you could be eligible for cheaper broadband and phone services.
Social tariffs, sometimes called “essential” or “basic” packages,
offer fast unlimited broadband with no price rises or exit fees.

To find out more visit:
https://www.uswitch.com/broadband/guides/broadband-deals-for-low-income-families/
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