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I

t doesn’t feel like summer as I am writing, so
I hope the weather has improved by the time
you are reading this.
You have told us how much you enjoyed reading
the customer stories in the last edition, so we’ve
included lots more in this one. I’d like to say a big
“thank you” to all the customers who made their
stories available to Eva and the team that put this
Window together.

Welcome to your

Summer edition
of Window

As well as customer stories, we need to tell you
about some changes the Government is making
to welfare benefits and especially to housing
benefit. We know that many Ability customers rely
on benefits to live independently and you might
be worried about how cuts will affect you.
Above all, we want you to know that Ability staff
are here to help you. You can speak to your support
worker or your housing officer if you have any
concerns. Please read the article on pages 2 and 3,
where Isobel Chalcraft, our Head of Housing
Services explains the main benefit changes that
might affect you.
I love it when customers tell me about the services
they receive from Ability. You can tell me or any
Ability staff if you like something we’ve done or if
you don’t like something we’ve done. I always like
to know what we are doing well and what we can
still improve. Please keep your messages coming
and enjoy the sunshine …… if it ever arrives!

At the end of 2011 Ability tenants began moving into
their brand new flats in Cedars Avenue in Merton.
These 23 new flats replace Layton House, an olderstyle shared property in Wimbledon.
Inside we hear from some of the
tenants and how they are enjoying
their new homes.

Best wishes,
David Williams, Chief Executive

Dee, one of the new tenants at
Layton Court in Cedars Avenue
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Welfare Reform Act: what it means for you...

Changes to benefits in 2013
The Welfare Reform Act which was agreed this year changes the rules for
benefits and will apply from April 2013.
If you receive welfare benefits there could be a reduction in your income
as a result of these changes.

2

Here are some of the main changes:
Limit on household benefits
The Government will add up all the money you get from
different benefits such as housing benefit, child benefit,
jobseeker’s allowance, etc. If the total comes to more
than the maximum allowed your benefit payments will
be reduced.

Personal Independence Payment replaces
Disability Living Allowance
■

this is a non-means tested, flat rate payment like DLA

■

it has a higher threshold to qualify based on a points
based medical test

■

there are 2 levels of payment depending on the
severity of your disability.

The maximum you can receive will be:
■

£350 per week for single people without children

■

£500 per week for single parents

Council Tax Benefit

■

£500 per week for couples with or without children.

Local authorities will be designing their own schemes
following a reduction in their funding for this. Decisions
will be made locally but reductions are likely. You may
have to make a payment towards your council tax even
if currently you rely fully on benefit to meet your
housing costs.

This will not apply to you if:
■
■

you get working tax credit or pension credit
you are claiming disability living allowance (DLA),
attendance allowance or the support part of
employment support allowance.

■

Extra space
Under the new rules, if you have more bedrooms than you
need you will lose part of your housing benefit.
Each of the following are entitled to one bedroom:
■

a single adult

■

an adult couple

■

2 children under 10 regardless of their sex

■

2 children under 16 of the same sex

■

any other child

■

a carer (who does not normally live with you) if you or
your partner need overnight care.

This will not apply if you or your partner are old enough
to receive a state pension.
■

for one spare bedroom your housing benefit will be
cut by 14% of the rent you pay every week.

■

for two or more extra bedrooms you will lose 25%

On £100 per week housing benefit this would be cuts of
£14 and £25.

Local welfare assistance

This replaces community care grants and crisis loans.
Each local authority will have their own scheme. This
fund cannot be used for living expenses. Loans for things
like furniture will be part of the universal credit system –
see below.

October 2013 – Universal Credit introduced
■

What is Universal Credit?

This replaces a number of other benefits including
housing benefit for working age claims, income-based job
seekers allowance, income support and child tax credits.
Housing costs will no longer be paid separately.
For some vulnerable tenants housing costs can still be
paid direct to their landlord.
If you are over pension age and get a pension credit, this
will also change. It will include a new element called a
housing credit. This can still be paid direct to landlords
as now.

More information and advice
If you have questions about any of this you can talk to:

Disabled people who need an extra bedroom for their
carer may be able to get some funding for this from their
local authority housing benefit departments.

■

Your local council

■

Local advice agency

■

Citizens Advice Bureau.

Ability will provide you with more information over
the coming months and look at ways to help you
manage these changes.
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New homes in Merton
Ability completed 23 new, self-contained spacious
flats at the end of 2011. As well as being built to a
very high standard with efficient heating and
insulation to reduce energy bills, the flats are also
very stylish with smart new kitchens, luxury
bathrooms and under-floor heating.
The tenants have settled very happily into their
new homes. Here is what some of them said.

Christin
e

Dee
Christine moved here from
Layton House in November last year.
She said, “I feel safe here in my own flat and
I love having my own kitchen and bathroom.”
She chose her upstairs flat because it has big
windows and she likes to look out and see what’s
going on outside. She enjoys cooking for herself
in her new smart kitchen. Christine’s current
favourite meal is Shepherd’s Pie but she also likes
to try different flavours and has recently been
sampling some Polish foods including soups and
pickles which she adores.
Christine is a great bargain hunter and a frequent
visitor to the local charity shops and car boot
sales. She loves anything from the 60s and 70s
and has decorated her flat with lots of fun retro
pieces including one of her favourites, a Doctor
Who Tardis clock.
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Dee moved here in February from shared
accommodation which she didn’t like at all. After
looking at several other places Dee chose this flat
and is very happy here. She has one of the ground
floor flats with French doors that open into the
garden which she really likes. She also likes
having her own space especially her own
bathroom and kitchen. She said, “I’m very pleased
with the standard of the flat. It’s very light and
airy and makes me feel cheerful and nice.”

Thanks to the tenants in Merton
for talking to us and showing
us their homes.

NEWS & VIEWS
Simon moved here from Layton House and is very
pleased with his brand new, spacious flat. He said,
“I like having my own shower and I like the underfloor heating.” Since moving here and having his
own kitchen Simon is also doing a lot more cooking
for himself which he enjoys. Simon is also pleased
that his friends from Layton House have moved
here too so he has chums to keep him company.

Simon
Andre lives in one of the top flats
with views across south London.
He moved here in January and
liked the spacious new flat but
was unsure at first about the
under-floor heating. However
he quickly got used to it and
found that it worked well and
kept his flat nice and warm.

Yarrick

Andre

Andre likes to keep busy; he has a part-time job at the local
Pizza Hut, works out regularly to keep fit and enjoys watching
rugby on TV - especially when England are playing. He also said
the staff in Merton are very helpful and he really appreciates
the support. Before moving here Andre was worried about
being homeless. He is now happily settled in his flat and said,
“I feel quite privileged to live here.”

Yarrick was living in a hostel before he
moved into his flat here. He loves his
new home, the space, the under-floor
heating and having his own kitchen and
bathroom. Originally from Poland,
Yarrick is a big football fan and supports
his home country’s team as well as the
England team. He likes to relax in his
flat watching football on TV with the
flags of Poland and England on the wall
behind him!
When asked what he liked best about
his flat, Yarrick said, “everything is best”.

Foster also moved here from Layton House where he had a
small single room. He has settled in very happily and loves
having his own flat. He said, “living here is superb, much,
much better”. Foster likes to keep busy: he studies English
at Merton College, is a regular at the local gym and goes to
church every Sunday which he finds very supportive.

Foster
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Meet Mabel

Mabel is a member of Ability’s Customer
Panel. I visited Mabel at her home in
Croydon to find out a bit more about her.
Mabel has had her own flat for about 3
years and really enjoys being independent.
She is also very house-proud so her flat is
in perfect order as well as being very
cosy! She recently had a fall and broke
her shoulder but before that she was out
and about, doing her own shopping, going

WHAT ELSE IS HAPPENING?

Customer Panel
The Customer Panel last met in February
when they talked about the role of the Panel
and getting more customers involved locally.
We already have some really great members
of our Customer Panel but there’s plenty of
opportunity for more of you to get involved
and help us to improve the service we provide.
Enclosed you’ll find a leaflet which tells you
more so, if you are interested, we’d love to hear
from you! Please contact Richard or Eva
(details below and on the leaflet enclosed)
to find out more.
Richard Strudwick
Eva Boyd
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07814 007974
01784 495625

out to meet friends and even travelling
up to central London by herself.
Mabel grew up in care and wasn’t able to
have an independent life until she was in
her 40s. She really values her independence
and campaigns for people with learning
disabilities. As well as visiting schools to
talk to children about her life, she is also
involved with the Open University. She talks
to students including trainee doctors and
social workers, to help them understand
how best to communicate with people
with learning disabilities. She is also a
great supporter of Easy Read and

encourages many organisations, including
Ability, to use it for the documents and
publications they send to people with
learning disabilities.
Although she has only enjoyed independent
living for a relatively short time, Mabel is
confident, sociable and well travelled.
She has been to the United States and
Australia to promote independent living
for people with learning disabilities. She
is also a great fan of Disneyland and has
been to the theme parks in Florida and
Paris and hopes to get the chance to go
again soon.
Thanks to Mabel for allowing us to visit
and interview her.

Fire safety in the home – a quick guide
Follow these simple, inexpensive tips to prevent fires in your home. You can
also get free advice from your local fire and rescue service. This can help you
and others to get out quickly and safely if a fire does break out.

Fit a smoke alarm and test it regularly
fit smoke alarms on each level of your
home – it’s the simplest step you can take
to cut the risk of dying as a result of a fire
in your home

■

test the batteries in your smoke alarm
every week and change them every year never remove them apart from when
replacing them

■

Take care when cooking

Cigarettes – put them out, right out
more people die in fires caused by
smoking products than in fires caused
by anything else

■

always stub cigarettes out properly
and dispose of them carefully

■

Use candles carefully
candles, decorative lights and
decorations are a growing cause of fires

■

make sure candles are secured in a
stable holder and kept away from
curtains, fabrics and paper

■

more than half of accidental fires in
the home start because of something to
do with cooking

■

always put candles out when you are
leaving the room or going to bed

■

take extra care when cooking with
hot oil and don’t leave children alone in
the kitchen when the hob or oven is on

■

Plan an escape route and make
a bedtime check
plan a route to escape your home if
there is a fire and make sure everyone in
the house knows the plan

■

if there’s a fire, don’t tackle it yourself –
get out, stay out and call 999

■

check for fire hazards in your home
before you go to bed - it takes longer to
become aware of a fire when asleep

■

Don't overload sockets
try to keep to one plug per socket too many electrical appliances plugged
into one socket can overload it, which can
lead to overheating

■

electrical appliances, plugs and cables
that are old or poorly wired can also be a
real danger

■

Home visits from your local fire
and rescue service
some fire and rescue services offer a
free home fire safety visit to people living
in their area

■

they will inspect your home to help
you spot any potential fire hazards and
show you what to do to reduce or prevent
the risk of fire

■

they can also help you to develop an
escape plan for your property

■

Are you insured?
It’s important that you have contents insurance
for your home. Contents insurance protects your
belongings against fires as well as other damage
or theft. Unexpected incidents can happen and by
having contents insurance, you will minimise the
costs that you could face if things go wrong.

Need to arrange a contents insurance policy?
There are many insurance schemes for you to choose from, including the National Housing
Federation’s (NHF) ‘My Home Contents Insurance Scheme’, which offers competitive rates for
residents. If you would like to receive an information pack, phone 0845 337 2463 or email
myhome@jltgroup.com.
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Jubilee Celebration at Templars Lodge

O

n Wednesday June 6th tenants, invited guests, and staff enjoyed

a right royal knees up in the grounds of Templars Lodge to celebrate
the Queen’s Diamond Jubilee in style.
With bunting blowing in a kindly breeze and even the sun (remember
that?) threatening to shine, a colourful assortment of Union Jack
themed plates, cups, table cloths, the odd flag and enough patriotic
paper chains to amuse even the sternest of monarchs, our little corner
of Bracknell was transformed for an afternoon of good patriotic fun!
As the soft drinks began to flow, and the food began disappearing,
this informal get together proved very popular. Add to that a very
competitive movie themed quiz with a princely prize (well, M&S
shortbreads actually) the time flew by as tenants, staff and guests
enjoyed the chance to enjoy a very special and unique day.
(thanks to Paul McColm, Templars Lodge for this article)
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Jubilee Quiz
Enter the Jubilee Quiz for a chance to win
a £25 shopping voucher.
12 Jubilee Questions
1. In which month was the Queen born?
2. What was the Queen’s sister’s name?
3. The Queen attended a Coronation in 1937 –
who was crowned?
4. Where was Princess Elizabeth when she celebrated her
21st birthday?
5. When did Elizabeth become Queen?
6. The world’s largest top quality cut diamond is set in the
sceptre. What is it called?
7. What is described in the Coronation service as ‘the most
valuable thing’?
8. When was the Queen’s wedding day?
9. Name the Queen’s children (1 point each)
10. The Queen had a much loved pet called Susan. What type
of animal was it?
11. What is the name of the Queen’s home in Scotland?
12. How old is Prince Philip?
If you can answer these 12 questions then either email your answers
(to: evab@ability-housing.co.uk ) or put them on a postcard or letter. Make sure you
add your name, address and telephone number, then post the card or letter to:

Jubilee Quiz, Ability Housing Association,
The Coach House, Gresham Road, Staines TW18 2AE
Entries must be received by 10 August 2012. The first correct entry drawn
out of a hat on 15 August will win the £25 voucher.
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Maintenance and repairs update
Meet the Team
The Maintenance Repair Team has 3 members –
2 Maintenance Officers, Aeysha Raja and
Corinne Rackman and Robert Yeo, the
Maintenance Manager.
Aeysha and Corinne were part of the Ability
Customer Services Centre before moving to
specialise in Repairs. They take your calls and
place orders for repairs with our various
contractors. They also carry out all the contract

Aeysha Raja, Robert Yeo and Corrine Rackman

administration work and customer satisfaction
surveys to ensure we continue to provide a
good service.
Maintenance Manager Robert joined Ability in
April this year. He has over 25 years experience
working in repairs and maintenance in housing
associations and local authorities. Robert is
committed to providing an excellent, value for
money service for Ability customers.
A key aim of the Repair Team is to raise repair
orders quickly and effectively and ensure our
contractor Richardson completes the work to
a high standard and within the target times.

To help us get this right and ensure
a quick reminder about reporting a

Reporting a repair
Please give:
■ Your full details or the tenant’s name if you

are reporting it on behalf of a tenant
■ The full address of where the repair is needed
■ An accessible telephone number and any

other contact details eg email address
■ The type of repair needed eg

> toilet not flushing
> a leak under the sink from the waste pipe
■ Whereabouts in your home the repair is

needed – eg bathroom
■ Access arrangements for the repair

eg mornings, afternoons (we will agree preferred
dates with you when booking the repair.)

Please note:
If you are reporting a repair for a communal area
we still need the same information plus:
■ the name and address of the block
■ the contact details of the block if known

eg service office
■ the exact location of the repair eg the ceiling

between flat 4 and flat 5.
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Your repair responsibilities
Some repairs in your home are your own
responsibility. Information about these can be
found on the Ability website:
www.ability-housing.co.uk. Click Service Offers
from the menu on the left hand side.
If a repair is not Ability’s responsibility we will
tell you this when you report it. If you still want
Ability to do the repair we will be happy to
place the order with our contractor but you will
have to pay for it. We will send you a letter

the correct repair is ordered here is
repair:

confirming this and when the repair is done we
will send an invoice to your home address with
details on how to pay.

More details
Our Repair Team will usually ask you some
questions. This is to make sure we order the
right repair and that our contractor arrives with
the correct parts. This is really important as it
means a faster and more complete repair on
the first visit.

Please help us by answering as
accurately as possible.
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Best Companies 2012

In a recent Sunday Times survey Ability was ranked as one
of the 100 Best Not-For-Profit Organisations to Work For.
We’re very proud of this achievement, particularly as we were
voted for by the people who know us best – our workers! Over
250 organisations and 50,000 employees from across the UK
took part in the survey.
The survey showed that our team believes that they make a
real difference to the people they serve and support – in other
words you, our customers – and they find this to be a very
rewarding experience.
We’ll do everything we can to continue to help our people to
deliver even better services.

tell us

your story
This is your newsletter and
we’d like to hear from you.
You can contact us by:

@

E-mail
window@ability-housing.co.uk

☎

Telephone

0844 257 8118

+
Letter
Ability Housing Association
The Coach House
Gresham Road
Staines
Middlesex TW18 2AE

Don’t forget to check our website for the latest news and events.

www.ability-housing.co.uk
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