Cossington =

COSSINGTON HOUSING CO-OPERATIVE MEMBERS' NEWSLETTER

COSSIn gton

O-OPE w\[

NEWS

Summer 2023

Cossington

Housing Co-operative Summer Newsletter 2023

Dear Tenant members, | hope you are all well and
have had a lovely summer break.

| wanted to take this opportunity to start of by
saying thank you to all our tenants members who
completed the ‘Tenant Satisfaction Survey’, which
was an opportunity for you to give your feedback.
Early indication and feedback have been really
positive, highlighting that CHC are delivering an
effective service compared to our predecessor.

Planned program to replace Kitchen and Bath-
room are on track, replacing worn and failing
units first. We are also replacing identified blow
windows and leaking roofs as they are reported
to us against our stock condition report. Further
information is shared in this newsletter indicating
total units replaced.

November will see us celebrating our 1st
anniversary of becoming an Independent Hous-
ing provider, and | can confirm that this was a
positive decision , seeing a significant improve-
ment and giving us full control of our service de-
livery.

Finally, its that time for the 2023 AGM and | look
forward to seeing you all there.

Sunil Hemraj
Chair
Cossington Housing Co-operative
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Message From The CEO

Ramesh Raikundal

Dear Tenants members,

The summer period have been busy for the Cos-
sington Housing team (CHC), implementing new
process and service, and continuing to deliver a
high preforming housing service.

As mentioned by the Chair, a recent independent
‘Tenant Satisfaction Survey’ (TSS) was commis-
sioned and carried out by THA Ltd who objectively
reviewed previous TSS and benchmarked it
against the recent one which indicated that the
service has improved since becoming an Inde-
pendent Housing provider.

To further this, we have also completed 3 internal
audits to date, giving assurance that our systems,
controls and processes are reflecting policies and
procedures.

We will continue to deal with all reported repairs
as soon as they are reported to us , and complete
necessary home visits if needed. All Planned
works are on track, by cross referencing our
Stock condition report that identifies replace-
ments of components such as Kitchen and bath-

room,

Over the coming weeks, CHC staff will be proac-
tively engaging with tenant member who have
rent arrears and aim to get these reduced. If you
are struggling to make payments towards your
rent please contact the Housing Team immediate-
ly, so we can support you accordingly, to reduce
any risk of formal rent arrears action being taken
against you.

For now | wish a happy summer end, and hope to
see you all at the Annual General Meeting
in September.
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Hunstanton Trip

Summer/ Winter Trips AHR/ Qo Bwu

Our Summer trip to Hunstanton went very

well. We are now planning our Winter trip, soeoeaio{l WHI| Golloulell USR Vet % U3l 3l
which will take place November/ December Al ed AR AR (Ao Zlusll 20oell

2023 however any suggestions, please con- oollcl e ¢lA, % s/ (AR 2023 Ui
tact Sheila on 07308479891 or email: A, A & SlEUQL YA, sUl 53lol

07308479891 UR Acl 8RS U Alclall dus

enquiries@cossingtoncoop.org.uk & :
52: enquiries@cossingtoncoop.org.uk

Tom Hopkins Associates Ltd.

ﬁfter 4 separate independent tenant opinion surveys, it is clear from N

the tenants feedback that the service delivered by Cossington Housing
Co-operative has progressively improved year on year, since we sepa-
rated from PA Asra as a Service Provider in 2017 and Pinnacle Ltd in
2022. Cossington can now boast one of the best satisfaction ratings by
a Registered Provider (Housing Association) in the country. Thank you
for your contribution to the success of our housing co-operative.
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TENANT SATISFACTION SURVEY 2023
Thumbs—up for improved services

Cossington tenant members have given the thumbs-
up to our services in a recent independent survey .

The tenants’ opinion survey was carried out to get our
tenant members feedback following the appointment
of Cossington Housing becoming a independent hous-
ing provider.

After almost 12 months delivering services directly the
management committee Chairperson and the com-
mittee considered the need for a further independent
tenant’s opinion survey and commissioned THA Ltd to
repeat the process previously undertaken for bench-
marking purposes over a 3 day period in August 2023.

A total of 66 survey responses were received, repre-
senting 49% of tenanted households. The results were
then compiled and compared to those from a similar
satisfaction survey carried out in 2022

The key finding were:

89% of tenants are either very satisfied (54%) or fairly
satisfied (35%) with the in-house service. This is a sig-
nificant overall improvement in satisfaction when com-
pared to PA (40%) in 2017 and the survey carried out in
2022 (65%).

83% of tenants are very satisfied (56%) or fairly satis-
fied (27%) with the repairs service. This is a significant
overall increase in satisfaction from 41% in 2018 and
59% in 2022.

88% of tenants are satisfied with the neighbourhood as
a place to live. This is an increase in improvement in
satisfaction when compared to 81% in 2022.

91% were satisfied that they received Value for Money
for their rent. An increase from 79% in 2022.

86% of tenants were satisfied that service charges
offered Value for Money. This is a dramatic increase
satisfaction from 40% in 2022.

A total of 91% of tenants were either very satisfied
(63%) or fairly satisfied (28%) that the in-house team
listened to tenant’s views and acted upon them. This is
a significant overall improvement in satisfaction when
compared to PA (33%) and the Pinnacle PSG in 2022
(59%).

Conclusion

On a representative base sample, tenants have report-
ed a significant increase in overall tenant satisfaction
under the new management arrangements. Satisfac-
tion is currently reported as 89% which is an increase
from the 65% satisfaction rating reported in January
2022 and is now comparable with top quartile per-
forming social landlords in England.

ellgd Al udarl 2023
JURAl Acall M2 wr-AUY

SlRG2 ol LS ol UeAAN AlB el el wclapHl
UL Aaullal 208l 2l B,

SRt lGRI{L relcdat Al YEll d3l3ell [(Amgys e
UHRL ellglotl UeAell W@yt Aactal 12 elgdlstl
U@yl AT sl Ul vcl sl

cdledl 12 H@otl Yl ALl Acull il ugl Ao
sMlotl AUl U ARARN ay el ellgdletl w@yLu
Ufalalell 3Rt UR QAR sl sl Wal WIRS 2023 Hi
3 (R cltoll oUoUMl AoAM(50L 3 HIR AHIUG sl ReUMl
A Ylsals] YeRladat sal 12 AR [@QARRsA
sRalot W] &

uelgloll $& 66 UlAUA Ulid Yl &cll, B 49 251 @llgdl
URARle] QR 52 8. URule URRIH iscst
SAUML WUR] o] ol R0 ML HlYU UM WAL UMLot
AAN Udetlett Rl detstt sReuni el edl.

Alflau 0y A yHdl edl:

89 25l llgcll sl dl Yol % A (54 251) B AUl dl Sot-
SlGU AUl AseH Adre (35 2sl) B. 201741 LA (40
2sl) vlal 202211 sl YRallHl Al el (65 25l)ell
ARUHEML AAUHL il AU ASER JYUIRL B.

83 25l Lyl AHRsIHol Acuell Wa o A (56
25l) WAl ASEH AW (27 251) B. L ASER
AANHL AU AR B, % 2018HL 41 251 ol
2022H1 59 25l &dl.

88% GULGULA 3l HL2 UL Al udlaell dUgw B.
202210 81 25lo{l URUUHRHL AcAHL 4L YRl &
0.

91% Sl AR &cll 3 AMal AHell @Sl HE A SR
Holl 1ol B. 20221l 79 estell AR g0 .

86% Gllgcllal AN sl ¥ Ul WFU Acy 512 Holl
gnse 52 B. 202241 40 25Ul Bl As dramatic AULRL

A 91 25l Allgcll sl Al yol o Ade (63 25l) &cll
AUl A Yol Adre (28 251) el 5 Bol-slGU 2N
allgcllotl HdcAl AU Scll WA AMall UR AUHA
s ocll. 2022u1 Ul (33 251) ual Masct LAu
(59 250)oll ARUIHRMHL JAMHL AL dllWA ASER
YUl 8.

(Qrsy

YEARR 1R otyatl UR, ellgdlA oidll clazauiust
RLoRUL 60 ASER Glgclloll AANHL slluulat aulR
alleilell 8. Al sleMl 89% 3} olluauni el B
% ol 2022 Hi AUAAL 65% AAN Aotedl
AURL B Ao A A BoASHL AUell Agaial Yelat
$cll AHUBS HUsloMIAS WA JAollcHds B.



Join us at our Next AGM

We are holding our AGM on Friday 22nd September 2023 at 7.00pm at The Sapphire
Suite, 88 Surrey Street, Leicester, LE4 6FG. Invitations have been sent out.

Please note only tenant members are allowed to enter the raffle prize draw and
must be present on the day. If they are not present, then a new re-draw will take
place.
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Office Opening

Opening Hours Monday to Wednesday: 9am - 5pm; Thursday 9am—12pm; Friday 9am—5pm (visiting the office is
strictly by appointment only) as the housing team carry out home visits/ inspections/ attending meetings etc and
may need to be away from the office.

Booking an appointment will save you an unnecessary journey, and time, alternatively you can call our office tele-
phone number 0116 303 2025 and our housing team will be happy to address your matter over the phone, if they
are able to do so or we will book an appropriate appointment with you to discuss the matter face to face in the
office.
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Meet Committee

Meet our Committee Members who are re-
sponsible for overseeing our housing co-op
and its services.

Our Members include Chairman: Mr Sunil
Hemraj, Ms Hina Modi (Secretary) (Co-optee)
Mr Avinder Mistry (Treasurer) Mrs Minaxi
Hemraj, Mrs Parul Rajani, Mr Mukesh
Limachya along with co-optee Poonam Rajani
and Kalpesh Mehta.
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Planned Maintenance

We have received a vast number of enquiries about our renewal program on major components like
Kitchen and Bathroom replacement. | can confirm that CHC are committed to completing these over the
coming years and have programmed in a ‘5-year plan of works’, making sure that it is financially viable,
and component are coming to their ‘end of lifespan’ as per the stock condition report.

Over the last year, CHC have been proactive in this specific area and have completed and invested the
following to date making sure that we meet the ‘Decent Home Standard’, and will continue to improve
our stock.

Items Units Items Units
Bathroom 5 Glazn 5
Kitchens 7 AU 7
Roofs 3 d 3
Boilers 12 ol 12
Windows & Doors |8 QoS WA A |8
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Prioritising Repairs

The Cossington Housing Co-operative Ltd (CHC) Housing Team recently sent out a ‘Repairs reminder’
letter on 14th August 2023, this was to follow up on any outstanding works since CHC became inde-
pendent. It had become clear that there was an inherited backlog of uncompleted repairs from
Pinnacle Ltd, and wanted to reassure you that we are committed to getting these and other
repairs completed as soon as possible.

We are now working through the list in order of priority, with the most urgent being done first.

Some requests such as dealing with bathroom and kitchen replacements will involve larger scale
work, so will need to be rescheduled into our forthcoming planned works programme rather than be-
ing managed through day-to-day repairs. We appreciate your patience during this time.

Please remember to report repairs as soon as they are needed and allowing us access to your home
for them to be carried out, so they can be dealt with quickly to avoid further deterioration. To the
building and your property .
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Repairs - who does what?

As your landlord, Cossington Housing Co-operative is responsible for certain types of repair in your home. But, as a tenant mem-
ber, you are responsible for other repairs.

Generally, we deal with repairs to the structure and fabric of your home, while we ask you to look after the property and cope with minor re-
pairs.

Here we summarise which of us is responsible for different types of repair work in your home.

Outside Heating

Repair Co-  tonant | Repair Coop Tenant
. = . . op Maintaining and repairing any portable heating
External drain repairs, guttering, downpipe and un- v/ appliances not provided %y the Coop v
derground pipes within the property boundary
Security lights and outside tap, if installed by the v Bleeding radiators 4
<oop Kitchen and bath
Outhouse/brick sheds, garden and entry gates itchen an athroom
Sheds v Cleaning of extractor fans v
Roof insulation v Providing suitable non-slip flooring in kitchen and v
External wall insulation 4 bathroom
Boundary walls and fences, only if they belong to the v Replacement toilet seats v
co-op and back onto a public path or road Replacement plugs and chains on sinks, basins and v
Installing or repairing washing lines v baths
Additional or lost keys to external sheds v Replacing shower heads, shower curtain, sink or bath
TV aerials in non-communal blocks v plug v
Pest control in the property and personal garden area v — — .
Additional tiling beyond standard around bath, sink or v
Pest control in communal areas v basin
Doors and Windows Any worktops not fitted by the co-op v
i i (74
Repajing lemal doors, Teplacing 1ocks andiian: v Toilet roll holder, towel rail, tumble dryer outlet
dles, if Lighting
NOT damaged by tenant
Repairs to electric doorbells only hardwired v Re Iﬁcgment of IP65 lights to bathrooms, where v
Repairs to battery-operated doorbells v nstare 4
Replacement door chains, bolts, numbers, letterbox- %4 Replacement fuses and plugs
es, doorbells and spyhole Replacement lightbulbs 74
Replacing brown double-glazed units v Replacement fluorescent tubes v
Damage to windows or any other part of the propert i itting i
cause bg a third parrt‘¥ anc)i, that ispnot accom%arﬁ)iedyby v Fixtures, fittings & Decoration
a crime réference number — -
Loft ladders, lighting and timber works to loft area v
Cutting or replacing keys and replacing locks not due v Any fixtures and fittings that have been installed by v
towear and tear the tenant, eg. power shower
Replacement of locks due to loss of keys v ﬁ%ytg%%rt?ggl'%ti?fgggﬁ? #gm gg)aotrhas been fitted by 2
Cosmetics of internal doors, including re-hanging or v - - - - rvg
shaving after carpet fitting Coat hooks, curtain rails and batons, window blinds
74
Plumbin Doorstops : 7
v Draught excluders excluding communal doors
Leaking or dripping taps Weather Strips excluding communal v
Any and all plumbing for white goods not supplied by (4 - -
the co-op Laminate Flooring— removal and replacement for v
PRl hilclm i (e RuLe o he e e
T i i Neiloa i v Decoration due to defects in the property, eg. dam
boundary by pouring of fat, grease, oil or other material Works. root or bath leaks property, eg p v
Exposed pipework |boxing in) v Internal decoration and coving v
ifi Minor cracks (except where damage is caused b
Garden taps (if installed by Coop) v SUDS oo os progFr)ammed works? b v
At the end of your tenancy, you should always leave your home clean, tidy water leaks. We aim to carry out this type of repair within five working
and free from household rubbish. If you do not, we will charge you the cost days.

of cleaning and tidying up.
Routine repairs are general repairs such as broken bathroom tiles
How long do our repairs take? or a door coming off its hinges. We aim to carry out this type of
’ repair within 14 calendar days.

Emergency repairs are faults which may result in harm to people or dam-

af;e to property. This includes something which cuts off your electricity sup- If you are unsure about who is responsible for carrying out a particu-
p )t/h'a |§2kr:ng roof or burst water pipe. We aim to carry out this type of repair lar repair, or to find out more, contact your housing officer at
within 24 hours.

Cossington Housing Co-operative on 0116 3032025
Urgent repairs include a faulty hall or bathroom light and small



AURSIH - 5121 2 52 82

cossington
M

HOUSING CO-OPERATIVE

dHRL USLAULEs dl5, sl eI1GRL s1-+U2d dHIRL 8RHT MY S USIRe(] HHIRSIM HI2 wdluel 8. Ud,

HISd M6U dl, dR Wy YURSIH UL FAIMLIR ).

UL 3, HH dHIRL elRefl Ust] wel Flodsefl HaHd UL s1H 531N 913, oRUIR WA dHel Hasdefl A
AWdL Aol oflof] YHIRSIHoAL UlHeAL 5L UL 5S4 1A,

olelR

HASdell seHl tllal 2l UHIRSIH, dlelRIL, v

Sl2a1

AUHIRSIH

Coop @©ilSd

SRR B R g e

U] RS Sedl ¥Hu A B?

521521 AMRSIH W WL D B 1Sl of slet USTULS] 93 B 2@dl AY[dla 5Ll USIALS

L% 8. ] Adf] dq e 8 B xR dloy yrasl siul A 8, 8 dls Al & wad)
uleflefl UIey §le 8. N 24 salsell e UL UsRe(l YHRSIMH el tRdle] ded A 8.

cleslEs ARSI WY S E1d M| LU @82 ol etledl H192L 52

stodst Hlewd elledl-tl wadail .
SIGAULBU il eIet ULgY SU glRL YL ulsatui 24196l Gus
[RsIR2] cllpod vl vleRetl s, Sl s qlRU |, SR . 7
Rell[Ud sc M1 441d d) AR [2d Bleeding R[S
2NRUSIG/B2 215, WL i UdRL GR v RS 2ol vllelen]
2ls V|| 2522522 Unileil ALY 4
89 &Y dRll v ({»{%‘[léf{lol-ll-[l AR of|of-[REY S[R3 et v
Cllel eldld Bydal v QG 8] Gledd] v
bl [edidl 24 gls, %) d AesiRl A1 15, Gl 0] U R Gl ST A l501 v
iﬁ@d Sl el SR HIAL AU AL UR US| v 2l
d washing @l8eil @11(Ud Hedl YHIRSIH 7] |l S5, gl usel, (s pac ot vt 4
Il 115 AT Gl AR S REEI v
OL1eL 2LS HIe dblRleil eld | WldRIE] Ald [ v || 3L daiRle] eledlor s
04ol-HIbells odlsHl eldl WRACH Y [EIouRrasiu assR gRI Sl 53 -l v
%?C}flgl“ﬂ A5l Wl [Reliul g v |[CREZ U ERS, a4, Sroid SRR AG2Ae v
sl ([Qrd1M %¥q, (il v ale(el
[P ATl IRl el =
£ wol W11 @llud
RuAYH 575 wal 2| v
e I e ;
0a(525 SIRUE ] HHIRSIH §5d SISALUS v RAAI2 salR1dee Yol v
ol2zlel] Alddl SIReleof YHIRSIH Y |5 wa (600l
RURELE SR Jaef, alleadl, 10T, §2Rellsy, 4 _
SRURY Uit dldeld dlse ISl alolEal ua d1ssl dls2 ARUMI 511 v
GG sud-says b ol el 26 O - ilzi)?lk’l (653451 (51230 % SlISd GRI ™LA
B AR el e e v || 240 AT L ) sl & v
V| [MISd 4RI 612 5T ] SIOURL 2 [Clel- 4
ﬁ)lc&;{»{tlasmql Yd] Wedd] s dlaAl viedd] due e é‘eq“ét B A ety
A1) JHIdd 1L 5RE dlO1RA] Keddl V|| 5l e85, USelotl 39 e £351, [doS) 6418SY v
AR R R T T | g
s - sl £2d (%10l e Sl SLsS WLsLd v
“3@":{3&[ e S sl wle Sl sdlMlel e v
P -[qll.ua 3la§u SRE R SRR 7 AMA2 selRal- Adilefl Yaddl HI2 &2 5 wa vigdd v
GRIRITUISAMT Alad <Y QPR
Rl ARLHL AR UIHUl a2l qragl 3 .
droll, Al ¢ wed v Ao s b v gﬁf’ But ﬁ@cﬁeﬂ%ﬁg Hetet, &l.cl. Sledl 4
wed] Uipuds | W5l oel) v Wdl[% tﬁlﬂ?ﬁ Q’HS sl(dal [ v
ALSet A0 (%] USR] GlRL LU UAd Sl) v T3 §mcﬁqsm ﬁfﬂqﬂe‘m{ 5’){ adl v

il dls. R Uiy 5512 (EilHi w1 UsiRefl AHRSIH 1 trdlle] ded 2Au B,

(AU ARSI U YHRSMH B BU S el w2 21864 Waldl A% detl (Eeaguuiel]l WeR

1A B, WU e 14 3852 [edui 41 UsReAl AHIRSIH &12 HRdle] B,

%) dHal 516 ULS5U UHRSM Sl HIR 518l ¥alodelR B d (A9 AL €1y, el dy ARldL HI2,

S\Riveqt SIG [ U5 Wid dHIRL SIGRI s 0116 3032025 UR Au5 531,



Welcome to New Contractors

/LB Roofing \

Cossington Housing Co-operative have appointed LB Roofing (Lewis) to our sup-
plier list as a specialist contractor, specifically working on our roof and gutter re-
pairs and we welcome his support.

SIR2et sIGRLL Sl-2AAWRRa g1t Actoll 30301 (AlQ)sll w3l wcaR
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6udell Gutter Cleaning & Repair Specialists \

As part of an update, we have now recruited Sudell Gutter Cleaning & Repair Specialists who offer an
award winning gutter repair service in Leicester which is second to none. With no time to lose, our

vans are stocked with replacement parts and are equipped with the tools and fixings needed to fix the
problem properly.

We look forward to working with Rikesh Patel.
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G) Fresh Cleaning Services

We welcome JD Fresh Cleaning Services who have taken over the cleaning programs
in our Communal blocks from September 2023, offering a bespoke and quality service
by making sure that all shared areas are maintained to ahigh standard.
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How
are we

oiN

Total Repairs 264

Emergency Urgent

24 hrs 5 Working
41 days
138
Responsive
10 working Planned
days 28 working days
55 30
Feedback

Total rental income to collect from 3rd April 2023 to 30th
August 2023: £304,180.

Current rent arrears (what remains to be collected):
£48,090. (6.6%) of total rent roll.

Formal complaints 2

Tenant satisfaction of service (data from 2023 survey-
89%)

Ombudsman cases 1

We encourage tenant members to raise concerns or dissat-
isfaction through the complaints process. Currently , tenant
members can raise a complaint with us, via email, phone, a
letter or in person.

Our complaints policy, is also available to review on CHC
website- https://cossingtoncoop.org.uk/policies/

If you would like to join our committee.
Nomination forms can be collected from our
office and upon completion you may be con-
sidered.

Sheila Bhagat, Housing Co-ordinator,

Cossington Housing Co-operative Ltd, 143
Loughborough Road, LEICESTER, LE4 5LR.

This form MUST be returned to the office by
12.00pm on Tuesday 19th September
2023.
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We have 1 long-term
void
(with insurance) empty
property

ylQue
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£304,180.
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Out of Hours: Out of Hours:

Emergency (After 5.00 p.m.) (AP U.00 cllRul ugl)
Only. $5cl 33| SHR%R| sl B % WL
Out of hours is only for emergency works stlsl Rax Yl Ae A Ascl
which cannot wait until the next working stell.

day. Ul 53lal olltl A2 ¥ L SlSULL

ULHLoRL AUl SlEuURL estedl

Please note that this is not for any general YOURE w2 otoll.

or any rent enquiries.

Our Partners

We work with various contractor to main- BN AU ellget el 12 SR 4ol el

tain and improve Cossington homes for our AU YRl 12 QAL 336l W s 59 €A,
tenant members.

These include:

L

L

L

Azets (Jay Hussain)

Be Compliant

Bob Property Maintenance

CDC Drain Services

Diya Electricals

Draincare

Ideal Heating and Gas Ltd
Injecta Dampcourse

JD Fresh Cleaning Services
Kaypee Construction

LB Roofing

Meera Productions

Ocean Construction (Leicester)
Pancholi & Associates

(CHC Accountants)

Rogers Spencer (External Auditors)
Sudell Gutter Cleaning Leicester
Ultrashield Windows Ltd

THA LTD (Tom Hopkins -Advisor &
Trainer)

Timberwise—Dampcourse
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HOUSING CO-OPERATIVE
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Cossington Housing Co-operative
143 Loughborough Road, Leicester, LE4 5LR
Tel: 0116 303 2025

Email: enquiries@cossingtoncoop.org.uk

Website: www.cossingtoncoop.org.uk
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