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There’s no place like home

Repairs services
During the initial lockdown measures
set out by government, we made a
number of significant changes to the
services we provide. This edition of
Belong will let you know what our plans
are for restarting some of our services
and what these changes mean for you.
Our number one priority is the health
and safety of our residents, staff and
the wider community. This emphasis
will continue as we look to safely
re-introduce our services.
Following the government statement
in March 2020, we suspended all
non-emergency repairs. We have
continued to carry out repairs that
have affected the security of your
home, leaking water that could cause
damage and loss of heating, hot
water or electricity. From 1st June
2020, we will begin to reintroduce a
routine repairs service.
What does this means for you?
We have created a list of questions and answers that
might help. If there is anything else you would like to
know, please call us on 0344 736 0066, email
info@regenda.org.uk or send us a message on
Facebook or Twitter.

I have a new repair – can I report it?

If I report a repair now, when will it be completed?

You can report a new repair from 8th June 2020. This will
allow us to rebook outstanding repairs that have not
taken place due to the lockdown before taking new
repair appointments.

We usually aim to carry out a non-emergency repair within
20 working days. However, because of the backlog of repairs
that we have, this will be longer. We will carry out your repair
as soon as possible. If it gets worse while you are waiting for
work to be carried out, please contact us immediately.

My repair appointment was cancelled or I
reported a repair during lockdown – when
will my repair be carried out?
We understand that you have been waiting longer than
expected for your repair to be carried out. We will have a
large backlog of repairs to carry out when the service
restarts and we will prioritise these. We have been
contacting residents who are waiting for a repair to be
carried out and will continue to rebook appointments.
If you have any concerns before then, please
call us on 0344 736 0066.

How can I report a repair?
You can report your repair through the following channels:
•

Telephoning 0344 736 0066

•

Emailing info@regenda.org.uk

•

Sending us a direct message on Facebook or Twitter

We expect our phonelines to be busier than usual during
this period. At this time, we are not able to open our online
repairs reporting system. This is because appointments
may show has being booked due to backlogged repairs.
We will aim to open the repair reporting system as soon
as possible.

Our offices may be closed but we are still here to help. If you have any questions or just need to speak
to someone, call us on 0344 736 0066.
0344 736 0066

TheRegendaGroup

@TheRegendaGroup

info@regenda.org.uk

www.regenda.org.uk
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Repairs continued
How will you keep people in my household
safe while you carry out my repair?
Your safety and the safety of our staff is our number
one priority. When we carry out your repair, you may
see our staff wearing protective clothing, such as face
masks and gloves, as well as following guidance on
social distancing. This is to protect them and you as
they go about their work. To maintain social distancing
measures while they are in your home, they may ask
you stay in an different room while work is carried out.
We will call you before we attend your home to check
that no one in the property is self-isolating. If anyone is
self-isolating, we'll arrange another appointment to
carry out your repair.

Are you carrying out all repairs from 1st
June 2020
We hope to but this will depend on us being able to
source the materials we need. We are aiming to carry
out all non-emergency repairs from 1st June and will be
taking new repair bookings from 8th June. However,
there may be delays while we wait for materials. We will
keep you updated on the progress of your repair.

I need a repair but I am shielding – will you
carry out my repair?

regularly monitoring this position. We will continue to
follow government guidelines and will only start routine
repairs for households in the extremely vulnerable
group when it is safe to do so.

I live in a sheltered / supported scheme –
will you carry out my repair?
We will continue to carry out emergency repairs in
sheltered and supported schemes but will not carry
out any non-emergency repairs at this time. This is
because there may be numerous people shielding
in these schemes and we need to ensure that traffic
in communal areas is kept to a minimum. We are
monitoring this situation and will restart nonemergency repairs as soon as it is safe to do so.
We will consider carrying out non-emergency repairs
in exceptional circumstances, so please contact us
if you live in a sheltered or supported scheme and
need a repair.

I need a repair but I don’t want anyone in
my house – can I wait to report it?
We understand that you may not want others in your
hat,
home right now and that’s ok. However, we do ask that,
if there is something that is causing damage to your
home, you report it to us as soon as possible, so we can
resolve the issue before it becomes any worse.

No, we will not carry out non-emergency repairs to any
household that is shielding. This is because current
government guidelines state that anyone who is not
an essential carer, doctor or nurse cannot enter your
home. If you have an emergency repair, please call us
on 0344 736 0066 to discuss your options.

Will emergency repairs still be prioritised
d?

The government is currently advising those extremely
vulnerable groups to shield until the end of June and is

Yes, we’re continuing to undertake all our annual gas
servicing requirements.

Yes, we will continue to prioritise emergency repairss
and aim to respond within four hours as usual.

Are you still carrying out gas
servicing checks?

We know this is a worrying time, but your gas service is
important to keep you, your family and your
neighbours safe.
If there is a service due in your property, we will call you
beforehand to make sure you’re OK and to check if you
or any members of your household are self-isolating.
If circumstances change and you or a member of your
household need to self-isolate while you are waiting for
your service to be carried out, we'll arrange another
appointment for when you are well.
When we carry out your service, you may see our staff
wearing protective clothing, such as face masks and
gloves, as well as following guidelines on social
distancing. This is to protect them and you as they go
about their work.
To maintain social distancing measures while in your
home, we may ask you to stay if a different room while
we carry out the service.

Planned and major works
Planned and major works are still suspended for the
time being. We will continue to review this situation.
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Grounds maintenance
and cleaning
We have started to introduce our grounds
maintenance and cleaning services and
have been carrying out this work for a
number of weeks. If you have any
concerns or would like to discuss this
further, please don’t hesitate to contact us.

Moving home
From 1st June, we will start to let our empty homes again. There will be a number
of changes to how we carry out things like viewings and signing up new tenants.
This is important, as we want to make sure we are keeping our staff and the people
applying for our homes safe.
We will follow all government guidelines when carrying out empty property viewings and
new tenancy sign ups. All viewings and sign ups will be undertaken via appointment only
and with social distancing measures in place. Prior to any appointment, we will ask
anybody visiting the property whether they or a member of their household has any
symptoms. If the answer is yes, we will rearrange the appointment.

Keep your
neighbourhood tidy
There has been a huge increase in fly tipping during the coronavirus
lockdown. Local councils across the North West have reported a sharp rise
in incidents, with more than 300 cases in Tameside, Greater Manchester and
almost 900 cases in Rochdale. Liverpool Council has also reported a large
increase in fly tipping.
It is vital that you dispose of rubbish safely and responsibly. Tipping a mattress,
electrical items or a bin bag full of rubbish in the street causes a local nuisance
and makes an area look untidy and run down.
Fly tipping puts people’s lives in danger. Lanes and roads have been blocked to
emergency vehicles and it poses a risk to council staff who have to clear it up.
Animal infestations can occur where food waste is dumped and there is a huge
impact on the environment..
Now is not the time to try and dispose of bulky items - keep hold of them until
rubbish tips or charity shops reopen. If your supermarket has recycling facilities,
please use these when doing your essential shopping. Do not place waste and
recycling next to bins or recycling points.
Some waste centres are beginning to reopen. Please check your local council
website for more details on this and for details of bin collection days.

During your appointment, measures will be in place to ensure social distancing. This will
include limiting the number of people attending the property, officers wearing personal
protective equipment and officers remaining outside of the property while viewings take
place. Any customer enquiries will be dealt with over the telephone.
We will not be carrying out viewings or sign ups for supported or sheltered
schemes at this time but we are reviewing this decision weekly and will
recommence a lettings service to schemes as soon as possible.

Anti-social behaviour
Our staff are still dealing with complaints about anti social behavior over the
telephone and will only carry out home visits in emergency situations.
We understand that this is a difficult time and that staying home and being apart
from friends and family is hard. However, we have received an increasing number
of reports of house and street parties. The government advice on social distancing
has not changed. You must keep two metres away from those outside your
household at all times.
The police and local authorities have the powers to enforce the requirements set
out in law if people do not comply with them, and we will work with our partner
agencies to ensure that any and all anti-social behaviour is dealt with swiftly. This is
to keep you, your neighbours and our staff safe.

Financial inclusion

Our Financial Inclusion Team is here to help
you if you need it. Last year, we helped 1,200
Regenda residents secure an additional
£1.5 million in benefits and grants that they
didn’t know they were entitled to.

If you are experiencing financial difficulties, please call
our Financial Inclusion Team on 0344 7360 066. They
can provide advice and support and may be able to
access additional benefits for you.
You can find more details on how our Financial
Inclusion Team can help on the Money Advice page on
our website.

Of the £1.5 million:
•

£417,000 was in Universal Credit awards

•

£490,000 was in Housing Benefit awards

•

£397,000 was in disability and sickness benefits

•

£61,000 was in state pension and pension
credit awards

•

£63,000 was awarded towards Council Tax Support

Case study
•

They also secured grants worth £58,000.
We provide support on a wide range of financial
issues, including:

Specialist support with Universal Credit, including
making a claim, changes in circumstances and
checking that awards have been correctly
calculated

•

Grants to help with urgent needs, such as rent
arrears or essential household items

•

•

Support with utility debts (gas, electric and water)

•

Budgeting advice

•

Advice on opening a bank account

•

Providing signposting to free, confidential debt advice.

•

Benefits advice and support to apply, including
online applications, completing forms, making
applications over the telephone, etc
Benefit appeals and challenging incorrect decisions,
including sanctions

A resident was struggling to pay his rent
and contacted our Financial Inclusion
Team for support. His partner had
recently passed away and he had three
young children. He was worried about
losing his home.
Our team secured a Discretionary
Housing Payment of almost £700, which
cleared the rent arrears in full. They
arranged for the housing element of his
Universal Credit to be paid directly to us
to help with budgeting and provided
debt advice.
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MyRegendaHomes
your online portal
It has been 12 months since we launched our online portal. MyRegendaHomes
lets you change personal details, pay rent and view your tenancy documents
online. It also allows you to log repairs (once this service is back up and running).
Since the portal launched in May 2019, almost 4,000 customers have registered,
with more than 1,000 regular users every month. To register with
MyRegendaHomes, you’ll need your tenancy number or National Insurance
Number. Visit www.regenda.org.uk/myregendahomes

Thank you Neighbourhood Teams!
Our Neighbourhood Teams across Merseyside, Lancashire,
Greater Manchester and Cheshire have been working hard to
support local residents. Since the start of lockdown:
•

3,200 welfare calls have been made

•

400 check in calls are made each week

•

Daily calls are made to residents living in sheltered
housing schemes

•

30 homes have been provided during emergencies

•

20 safeguarding cases have been supported.

Residents from across the North West have been in touch to
say thank you to their Neighbourhood Team:

“Massive thanks to Sarah and Gary for keeping in touch and
going that extra mile to help me with electricity and food
essentials. Really is appreciated. I feel that this is well beyond the
call of duty.” – Merseyside area
“My mum became so emotional yesterday and we want to thank
you and the team who have made such a difference to her. Lots
of prayers for you.” – Greater Manchester area
“I just wanted to say a very big thank you to your staff. During
the lockdown, my mum has had weekly calls from you and this
goes a long way to making her feel better and putting our minds
at ease that your organisation cares enough about its older
residents to do this. It's a really lovely and thoughtful thing.”
– Lancashire area

Supporting local foodbanks

A good deed

When one of our residents
sadly passed away last year,
Environmental Warden,
Graham Fox, was asked to
clean the property after it had
been cleared by family. During
the clean, Graham found over
£36,000 which had been
stored in the flat.
After following probate
guidelines, we now arranging
for this money to be handed
over to the resident’s son, who
is very grateful to Graham for
his honesty.

VE Day
celebrations
While lots of events were cancelled, a
number of our residents held their
own ‘social distancing’ celebrations
at home! In Hambleton, Wyre, the
residents of Barrington Close
decorated bungalows with flags and
bunting. A lone trumpeter could be
heard playing God Save the Queen
which was followed by a community
sing along to We’ll Meet Again.

We provided funding to The Little Centre in Beechwood, Wirral, who supply
food packs to families in the area.
Bidston and St. James Councillor, Julie McManus, said: “The aim of our project is simple: to make
sure that we are able to support residents on the Beechwood estate who are struggling to put food
on the table or pay for fuel.”
Peter Bond, Housing and Neighbourhood Services Team Leader at Regenda Homes, said: “It is
important that we continue to signpost and provide support for our tenants during this difficult time.
By contributing to services like The Little Centre in Beechwood, we can do our bit to protect the
most vulnerable people in our communities.”
We’ll continue to refer residents to their local service if they are in need of assistance.

Resource Reg. No. 2110

Creating the homes people need
Call Customer Services local call rate

0344 736 0066
Our lines are open 8am - 7pm Monday-Friday

Access for all
Please phone us on 0344 736 0066 (local rate) or email us at
info@regenda.org.uk if you would like this in another format.

facebook.com/TheRegendaGroup
@TheRegendaGroup
company/the-regenda-group
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