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HOME 
THE 
HERO

You may recognise the face in

these pictures as last issue’s

guest editor. 

Joey Haftavani was one of our young customers living at

New Century Court, Oswestry, where he had been receiving

help and support to live independently, following a family

breakdown that saw him homeless. 

Joey was selected from thousands of young hopefuls to

represent England in the Homeless World Cup. The

tournament took place in Milan back in September of this

year. 

Since his return Joey has left New Century Court after

securing his own place. He says of his adventure in Milan;

“This was a once in a lifetime opportunity, one I will never

forget!”

The Homeless World Cup is a street football event, which is

fast and entertaining. Each match, officiated by a referee,

lasts for 14 minutes, that’s 7 minutes each way with a one

minute break for half – time.

The standard of the players and the teams vary greatly. The

policy of the Homeless World Cup is to be as inclusive as

possible whilst keeping the true magic of competitive sport

alive. 

Different qualifying or elimination stages are played

throughout the week so that everyone ends up playing for a

cup no matter what the ability of the team is. The better

teams play for the top trophy, next best for the second

trophy and so on. All players receive a medal.

Sadly, despite a fantastic effort, the England team were

knocked out in the quarter finals by Portugal but came

runner up in the Dignitary Cup, losing in the final to Chile

and finished 10th overall from 63 competing countries. 

Joey left a lasting impression on the event, however, giving

an impromptu performance of Michael Jackson at the final

presentation. His victory song has since found its way onto

YouTube receiving hits by the thousands! What a fantastic

result! Well done Joey. 

If you want to find out more about the Homeless World

Cup visit www.homelessworldcup.org 

Three goals in one minute, yes, this England

team is a serious candidate for the final!

‘‘ ’’

England didn't fail in their first encounter of the

competition and made a very good impression.

‘‘ ’’
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3. Cable or phone line
In many regions you will be able to access digital TV
through a cable or phone line such as Virgin Media,
Tiscali or BT Vision.  

I live in a house, how do i
switch?
If you live in a house you are responsible for your own
TV service and you should be able to install any of
these options, you will only be required to seek our
permission to install a satellite dish.

I live in a flat, how do i switch?
If you live in a flat, your TV signal probably comes
through a communal aerial system which may need
checking, upgrading or adapting by us. Under the terms
of your tenancy agreement or lease, the cost of this
service will be paid through your service charge. We
expect this charge to be on average 70p per week.

You will receive a questionnaire in the post asking you
what digital services you require. This information will
help us assess what work is required in order to provide
you with digital access. We would really appreciate your
views and encourage you to complete the
questionnaire and return it to us.

Even if you are receiving digital TV currently, your aerial
system may still need to be upgraded for switchover as
it may not be suitable to support the delivery of the
digital signals after switchover.

One of the communal options available is an
integrated system that will give you access to satellite
services, including Sky+ as well as Freeview. Where
satellite services are available through the communal
aerial we will require individual dishes to be taken
down. Consideration will be given if you currently
receive a specialist service that the new communal
aerial does not support.
Everyone who wants to can connect to the communal
system and continue to get the satellite TV services
they currently enjoy.

Most of the upgrade work to the aerial system in your
block only affects the communal areas but we will need
to come into your home to change the aerial socket.

Even if you don’t have a television or have a TV service
that doesn’t use the aerial system, such as cable, we
will still need to make sure that future residents can
access the communal TV system by changing the
socket.

Please note that if you live in a flat where an external
managing agent provides services, the managing
agent will be dealing with the upgrade to digital.

In future issues of B1 we’ll be looking at the Switchover
Help Scheme and how it could affect you. We will also
have further advice on TV equipment and all your
options.

Any questions?
Your Housing Manager, Contact Centre or Group Home
Ownership colleagues are able to assist you with any
queries. We will continue to keep you informed in B1
and on our website www.bromfordgroup.co.uk

TV in the UK is going digital, and the existing analogue TV signal will be
switched off region by region between now and 2012. Switchover means
that almost everyone will be able to receive digital TV through their aerial.

For all your options and further 
information visit www.digitaluk.co.uk

To keep your TV service, you will need to
convert your TV to digital before your
region’s switchover date. To find out
when your switchover date is visit
www.digitaluk.co.uk where you can check
by postcode. There are a number of
options for converting your TV to digital
and many factors for you to consider
including cost and the TV service that
you would like.

1. Aerial (Freeview)
You can convert your existing analogue televisions by
connecting each TV to a digital box. You will need to
convert all TVs in your home. You don’t have to get a
new TV but if you do, get an integrated digital TV
(IDTV). Look for the ‘digital tick’ logo. It appears on
products that are designed to continue working after
switchover.

2. Satellite
Through a satellite dish (Sky). You can choose from a
monthly subscription service (Sky digital) or a one-off
fee for the equipment (freesat, Freesat from Sky). 
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Getting Greener

What’s your green news? Keep sharing your ideas and tips for
reducing your carbon footprint. Contact us in the usual ways:

B1 Autumn 2009

Call: 01902 378652 Text: 07797 805644 Email: B1@bromford.co.uk
Post: B1 Magazine, 1 Venture Court, Broadlands, Wolverhampton,WV10 6TB Or use the free reply card!

Don’t forget to Rate Your Place
The WaterSure scheme (formerly the
vulnerable household scheme) is a capped
charge. It is intended to help customers
who pay for their water charges via a
water meter and who experience
difficulties as a result of high water usage
or low income. 

If a member of your household is in
receipt of benefits, and has a medical
condition that makes you use more water,
OR you are in receipt of benefits and have
3 or more children under the age of 19,
then you may be able to apply for this
scheme.

For further information, printed copies of
the application form and leaflet OR to see
if you qualify for the scheme, please visit
www.stwater.co.uk or call 08457 500 500.

Is Severn Trent Water
your supplier?

Fosseway Living have an agreement with Severn
Wyre energy agency that means Gloucestershire
customers can receive free information and
advice on how to reduce bills and be energy
efficient. 

Severn Wyre can offer free support and advice on;

• Using heating systems and heating controls effectively

• Choosing and switching fuel suppliers

• Reducing fuel bills through energy efficiency 

• Condensation, mould and its causes and avoidance

• Reading and understanding bills and meters

• Payment options and extra services from fuel suppliers

• Fuel debt advice and benefit health check

• Choosing and using appliances, like refrigerators and
washing machines.

For free and impartial advice or a free energy home visit,
customers living in Gloucestershire can call 01452 835086
OR call your local office and speak to a customer services
advisor.  

Severn Wyre energy advice

ENCAMS (Environmental Campaigns) has
officially changed its name to Keep Britain Tidy.
This was its original and most well known name.
We have a lot of involvement with Keep Britain
Tidy as we strive for cleaner, safer, greener
neighbourhoods. 

Visit their new website for further information
www.keepbritaintidy.org

Keep Britain TidyLots of people are paying more
than they need to for their gas,
electric and phone, and believe it
or not, we can shop around for
these like our groceries. 

You could save a fortune if you
take a look at sites such as
uswitch.com, which claim they
can save you up to £350 a year
on your gas and electric! You can
call them on 0800 093 06 07.

As for your mobile phone bills, hit
the high street and see who can
offer the best deal for the
package you really need. Call BT
or Talk Talk to see if you can get
free landline calls.
Finally, check your council tax
band – thousands of people are
paying too much!

Who can help? 
If you need help or support with
loan sharks, contact the Illegal
Money Lending Project. 

You can call them 365 days a
year on 0300 555 2222, visit the
website at
http://campaigns.direct.gov
.uk/stoploansharks/

or email them at
reportaloanshark@stoploan
sharks.gov.uk.

To find your local credit union
call 0161 832 3694 or visit
www.abcul.coop.

Be fuel efficient

How clean, safe and green is your
neighbourhood? That’s what we want you
to tell us. 

What is Rate Your Place?
We’re asking you to look around where
you live and Rate Your Place. It’s a
questionnaire made up of evidence that
we rate our neighbourhoods on, for
example, litter. The ratings range from
bronze to silver – so tell us where you have
spotted lots of evidence or none at all. 

How to get your questionnaire?
If selected, you’ll receive your 
questionnaire through the post. All you
have to do is have a good look around
and tick the boxes. 

How to feedback to us
You can return your completed
questionnaire by freepost or complete the
online form by visiting
www.bromfordgroup.co.uk, click on the
Tell us what you think button, then the
Rate Your Place survey. 

You can give us feedback
on where you live in all
the usual ways or email
rateyourplace@
bromford.co.uk 



Customer Influence Group
The CIG gives you the opportunity to influence our
services and is made up of 8 resident Board Members
and 3 resident members of our recently formed CIA.
Since launching in May 2009, the CIG have met
regularly and during an away day in July, workshops
were held on three service areas they’ve identified as
being priorities for the Group. These CIG Service
Priorities are:

• Excellence in Maintenance & Repairs
• Excellence in Customer Contact & Communications
• Excellence in Neighbourhood Management

Each Excellence Group has a specific plan that we’ll
communicate to customers regularly. CIG members,
along with other customers, will work with senior
colleagues from across the Group in developing these
plans. They’ll also be involved in decision making,
especially around value for money choice options.

Customer Inspection Advisors
The CIA team is a group of customers who have been
recruited and trained to reality test, evaluate and
report on our service areas. The CIA will operate on a
group wide basis and operate as three teams based at
Cirencester, Solihull and Lichfield. The contact for each
of these teams are:

• Cirencester - Marie Little
• Solihull -Mike Stevenson
• Lichfield - Wendy Dugmore 

Both the CIG and CIA decided that by April 2010
they’ll have inspected four service areas. These are;
Empty Homes Standards, Complaints, Estate and
Tenancy Management Standards, Planned and Cyclical
Repairs.

CIA Inspection of Empty Homes
Standards
The CIA have already completed the inspection of the
Empty Homes Standards. 

Mike Stevenson commented: “A total of 11
customers inspected empty properties and
collected comments from many new customers.
Our first inspection was a good learning
experience and produced some important
results, which pending our recommendations,
should prove to make life better for customers
in the future.”

The CIA generally found this service area to be
a positive experience but felt the following
needs to be addressed:

• More could be done to help customers better
understand the ‘lettable standard’.

• There should be more consistency when it comes
to the decoration of empty homes and the current
voucher system used isn’t always helpful. 

• There are examples where better value for money
could be achieved for both the Group and for
customers – the wasteful removal of perfectly good
items that could benefit customers needs to be
looked at.

• The CIA is unclear why some living standards differ
so much and why some of these issues are not
better addressed whilst customers are still in the
properties. It’s sometimes just good luck if you get
a home that someone has looked after.

The findings & recommendations have been taken on
board and will be considered by the Customer
Influence Group. We’ll keep you posted of the changes
we make as a result of this inspection.

The full report will be made available via
our website www.bromfordgroup.co.uk in
January. 

The next CIA inspection, to take place before
Christmas, will be Complaints. So, if you have recently
made a complaint, you may be contacted by the CIA
asking for your views!

Making a difference
Marie Little, sits on both the CIG & CIA and says of
her experience; “I went into this without knowing
what I was doing or what was expected. It was
nerve-racking as I wasn’t confident in things I
didn’t know about.  I've surprised myself! I
believe I’ve excelled in areas I never thought I
could. I can honestly say, I’ve come so far in
such a short time, that I have become a more
confident person. I see how a lot of it works
within the Group and now understand why
things happen the way they do. There is still a
long way to go and loads more to learn. I’m so
glad I got the chance to be a part of this. I’m
no longer sitting at home moaning -  I’m now
contributing to making changes.”

We will be keeping you updated regularly with
the CIG’s progress and latest findings via our
website www.bromfordgroup.co.uk 
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Customer
Influence Update

We promised to keep you updated on how you

can influence our services and introduce you to

our Customer Influence Group (CIG) & Customer

Inspection Advisors (CIA). 
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These are just some of the things you
will be able to do:

• Apply to rent, buy or move online
• Search for a property in the area of your choice
• Find information on mortgage advice 
• Link to comparison sites to help you reduce your

energy bills
• Access important information about our services

more easily 
• Give us your feedback and help us to improve our

services in lots of new ways
• Get up-to-date information on how we’re

performing in the areas that really matter to you.

Find out how to pay online or view
your account
There are some things you may be able to do right
now if you have access to the internet. Did you know
that you can pay your rent or service charge online via
our websites? You can pay any time, it’s free of charge
and it’s secure. 

You can also view your account or check a repair you
have reported. 

Visit www.bromfordgroup.co.uk and go to your
relevant customer area. 

What are the benefits of online
services?
It’s important that our customers can access our
services in lots of different ways – the internet can
help you to get the information you want quickly and
easily. 

It also means you don’t have to call us just during
opening hours – you can go online any time.

The more customers use the web to pay online and to
check their accounts, means less calls into our
Customer Contact Centre, so we’ll have more time to
talk to you about other things that matter. 

Online services are more efficient because it means we 
spend less money on print and postage. By saving
money we can spend more on improving the services
that you receive from us. 

Using the internet opens up all sorts of new ways of
working together – you can give us direct feedback or
join in online conversations about how we can improve
things. It gives you greater influence over what we do. 

You can also access lots of useful links to other services
& important information like jobs and training
opportunities in your area.  

Tell us what you think to be in with a
chance to win £50 worth of shopping
vouchers.

We are inviting you to join our web improvements
project by feeding back to us in all the usual ways, all
of your thoughts and ideas, for improving our online
services. For example, would you like to track your
repair, access jobs or training or even take part in
chatrooms?

You can feedback with your views on what services
would be of value by; text, email, web, write or leave a
message on our rant line. Whatever suits you best. 

Or, y    ou can join one of our focus groups and talk to us
about the things that you would like to see and do
online.

By taking part, you can really influence the
online services we can provide to you. 

Help us to improve our website
The Government says that access to the internet is an essential utility and has
promised to bring broadband to every UK household by 2012. 

So, as more of you are choosing to access our services online, we’ve been working
to develop our website and will be offering you some really useful new options
later this year. 

Across
4 An ornamented evergreen used as a decoration (9,4)
8 Seasonal performance with audience participation (9)
9 Devices serving as a source of illumination (6)
15 Sticks of wax with a wick in the middle (7)
17 Shrub having leathery leaves and waxy white glutinous berries (9)
19 First day after Christmas (6,3)
20 Presented as gifts (8)
21 A mixture of seasoned ingredients used to go inside meats and

vegetables (8)

Down
1 Large bird with fan-shaped tail, widely

domesticated for food (6)
2 Distilled from wine or fermented fruit juice (6)
3 The coldest season of the year (6)
4 Rectangular pieces of stiff paper used to send

messages (5)
5 A vehicle mounted on runners, traditionally pulled

by horses or dogs (6)
6 Charles Dickens' character unwilling to celebrate

Christmas (8,7)
7 The most famous of reindeer (7)
10 Items used to make something more attractive

(11)
11 Red berries and shiny evergreen leaves with prickly

edges (5)
12 Treats containing mincemeat (5,4)
13 A figure of a person made outside (7)
14 Arctic deer with large antlers (8)
16 Searching for or buying goods or services (8)
18 A thread with glittering metal foil attached (6)

Win a Christmas
hamper

1 2

3

4 5 6 7
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20
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21

Lots of you have told us you would like
more crosswords – so here’s a Christmas
one! You just need to tell us the correct
answer to 9 Across and we will enter you
into a draw to win a Christmas hamper
full of useful items and treats! Contact us
in any of the usual ways with your answer
by Friday 11 December 2009 so we can
deliver the hamper in time for Christmas.



FREE
REPLY CARD
Use this card to give us feedback 
and enter all competitions 

EMAIL B1@bromford.co.uk

POST B1 Magazine, 1 Venture Court, 
Broadlands, Wolverhampton,WV10 6TB

CALL
01902 378652

TEXT
07797 805644
Texts to this number are charged
at standard network rate.
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You said - we did!
We’ve recently worked with 2 enthusiastic home
owners to test our front line customer services. First
impressions really count when a customer rings us for
help or advice. We wanted to test it and see what we
could improve on.

The customers were asked to make a few simple phone
calls and ask different questions based on the type of
calls we normally receive.

The feedback was very positive, particularly about how
knowledgeable and friendly the team are. However
there were questions that highlighted the need for
some more learning too. We rolled out some team
training to bridge the gaps. We hope this will improve
the service we provide in future.

Involving customers to help shape our service has been
really helpful and rewarding. We gave a small thank
you gift to each customer too! Would you like to be
one of our next mystery shoppers?

If you would like to get involved in reality testing
any of the Group’s services, please contact us in the
usual ways.

Homeowners’ News

Thank you to all customers who returned the
questionnaire sent with service charge accounts back
in August 2009. 

The questionnaire was sent to determine satisfaction
with the content and supporting information with
accounts. For HomeZone and Fosseway customers, we
also wanted to see how many of you wanted to change
to paying monthly in advance.

80% of customers who replied were either satisfied or
fairly satisfied with the accounts information and 78%
with the clarity of the financial statement. As 41% of
you who responded from HomeZone and Fosseway
said you would like to change to paying monthly in

advance, we have decided to continue with the current
method of sending an annual demand for payment
and will review this again next year.

As a direct result of your comments the following
changes are being made; the amount of information
sent with the accounts will be reduced; extra clarity on
communal repairs provided, together with clearer
information on how and where to pay.

Congratulations to Mr & Mrs Smith of 8
Longfellow Road in Boney Hay who won
our prize draw. A £25 high street voucher
is on its way to you!

Feedback on your
statements
-providing value for money
We recently asked you for feedback on the
frequency and access to your rent or service
charge statements.

We had 685 responses; 29% from leaseholders
and 71% from shared owners. The majority of
you told us you would like your rent or service
charge statement annually instead of twice a
year. As a result, we will now send out statements
each year in April, for the previous financial year.
This also gives us a cost saving of £2,805 by not
printing and posting the twice yearly statements!

Many customers asked if you could view your
statement online. This is now available at
www.bromfordgroup.co.uk – go to the
‘Homeowners’ area and click on ‘Your rent and
other charges’.

We would like to thank all of you for taking the
time to complete the survey. Please remember
that you can call Group Home Ownership Services
and we will send you a rent/service charge
statement at any time. 

Remember you can contact the Group
Home Ownership Service team with all of
your home ownership queries, including
remortgaging, buildings insurance,
buying more shares and sales of home
ownership properties. 

Home owner forums were held
throughout the year, at various locations
offering advice and information on a
range of topics requested by customers.

We’ve also re-focussed our efforts into
supporting any homeowners who may be
having difficulties in paying rent or
service charge. Our Financial Service
Managers offer free and confidential
advice and can visit you at home at a
time to suit you. Helping you to maximise
your income and reduce your outgoings.

For more information on any of this or for
your home ownership queries call us on
08456 05 06 10.

Service charge questionnaire



Contact us in the usual ways:

Call: 01902 378652
Text: 07797 805644
Email: B1@bromford.co.uk
Post: B1 Magazine, 1 Venture Court,

Broadlands, Wolverhampton, WV10 6TB

Or Use The Free Reply Card!

B1 can be provided on audio
cassette, in large print, and Braille
or translated into different
languages - for more information
contact your local customer
services team.

Christmas Opening!
Bromford Living,
Wolverhampton & Solihull
Offices close at 6pm on
Wednesday 23rd December,
reopening on Tuesday 29th
December. 
Offices close again at 2pm on
Thursday 31st December,
reopening on Monday 4th
January 2010. 

HomeZone Living, 
Lichfield 
Office closes at 2pm on Thursday
24th December and reopens on
Monday 4th January 2010. 

Fosseway Living,
Cirencester
Office closes at 2pm on Thursday
24th December and reopens on
Monday 4th January 2010. 

Fosseway Living,
Tewkesbury
Office closes at 5pm on
Wednesday 23rd December,
reopening on Tuesday 29th
December. 
Office closes again at 2pm on
Thursday 31st December,
reopening on Monday 4th
January 2010.




