
Part of the Fabrick Group

Erimus Housing Ltd, 4th Floor, Centre North East,

73-75 Albert Road, Middlesbrough TS1 2RU.

Tel: 08000 461 600 

Email: info@erimushousing.co.uk  
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We will make this information available in other languages, Braille, large print or 

other formats on request.
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to review our policies and the way we 
deliver services.

Communicating with tenants
How well are we doing? 
We currently use newsletters, a
website, consultation events, area 
forums and the Residents’ Panel 
for this. 

How are we going to improve? 
We will continue to look for new ways to 
consult with you and share information.

We will ask you how you would prefer 
to receive information from us.

Tenants are able to scrutinise our 
performance
How well are we doing? 
Our Residents’ Panel, area forums 
and Resident Regulators all receive 
performance information, and 
performance is also reported in tenants’ 
newsletters. 

How are we going to improve? 
We will consult with tenants to fi nd out 
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Offering tenants a choice in 
services they receive 

How well are we doing?
We have asked customers what matters 
to them when they request services, 
especially those services that they pay 
for. 

How are we going to improve?
We will continue to consult with 
tenants in order to develop a range of 
choices available to them.

Deliver services that meet the 
needs of our customers 

How well are we doing? 
8 out of 10 customers surveyed were 
happy with the way we delivered 
services.

This places Erimus Housing in the top 
performers when compared to other 
housing providers. 

7 out of 10 of our tenants felt that we 
took their views into consideration. 

How are we going to improve? 
We will continue to work with tenents 

what performance information they 
would like to see.

We will continue to train and build 
the confi dence of those tenants who 
wish to be involved in scrutinising 
performance.

Deal with complaints and 
any other feedback promptly, 
politely and fairly 

How well are we doing? 
The average time to deal with a 
complaint is 12 days.

8 out of 10 of our tenants found that 
the staff member they had contacted 
was able to deal with their issues.

Nearly 8 out of 10 of our tenants said 
that they were “very satisfi ed” or “fairly 
satisfi ed” with how their enquiries were 
dealt with.

How are we going to improve? 
We will use all feedback to improve 
our performance and service delivery 
to tenants.  We will report back to you 
how we have changed our services as 
a result of your feedback and on how 
satisfi ed tenants are with our services.

National Standard 1

Tenant Involvement and 
Empowerment

Tenants Annual Report 2010

Introduction and 
Welcome

Welcome to the summary of our Tenants 
Annual Report.

This is our fi rst report to you and we would like to continue 

to improve the information and the way in which we 

provide it. A more detailed report is shown on our website at 

www.erimushousing.co.uk or a paper copy can be requested 

(contact details are at the end of this summary). 

The Tenant Services Authority (TSA), our regulator, has 

launched six National Standards designed to help improve 

the services provided to you.  

In addition to the six National Standards, the TSA says that 

we must develop Local Offers based on what our tenants 

want.  We must ask you what you want, inform you of how 

we will put these Local Offers in place, and ensure they are 

in place by 1 April 2011.

Further detailed information on the National Standards and 

how they were set by the TSA can be found at 

www.tenantservicesauthority.org. 

We have already done a lot of work over the last year to 

see how well we meet the National Standards, however, 

we recognise that there are areas where we still need to 

improve.

A number of consultation events with tenants have 

helped us to develop some suggested Local Offers and 

we published these in the summer edition of the tenants’ 

newsletter, InSight.  Tenants were invited to give feedback 

on these so that fi nal offers could be agreed. 

We have worked with tenants to develop this report and 

have included information which they say is important.  

Currently, the Resident Regulators and Residents’ Panel 

are given details of our performance on a quarterly basis.  

However, we recognise that the way in which tenants 

are involved in the monitoring of our performance on 

everything we do can be improved.  We will therefore be 

inviting those tenants who are interested, to work with us 

in developing a way of monitoring performance in order 

to achieve this. As part of the framework, future reports will 

include performance information that shows how well we 

are meeting the requirements of the six National Standards 

set by the TSA and the Local Offers set by tenants.

A full performance information report was provided to all 

tenants in the June 2010 issue of the Insight newsletter, 

therefore we have not repeated it in this summary report or 

the detailed report. References to surveys throughout the 

report refer to the Status Survey (tenant satisfaction) which 

was carried out in 2009.

We hope that the information is interesting and look 

forward to receiving any feedback from you on how we can 

improve the reports for the future.

Chris Smith
Managing Director
Erimus Housing

Mike Carr
Chair
Erimus Housing
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Applicants are housed in 
properties which meet their 
needs
How well are we doing? 
Our Homechoice service helps 
applicants access housing that meets 
their needs.

8 out of 10 customers were satisfi ed 
with the overall lettings service we 
provide.

We work with partners to ensure that  
communities are sustainable, and 
monitor the reasons why people refuse 
or leave their properties.

How are we going to improve? 
We will consider the benefi ts to our 
tenants of participating in national 
schemes to address housing need, 
e.g. the National Mobility Scheme.

We will look at why some of our 
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Your homes will be warm, 
weatherproof and have modern 
facilities 

How well are we doing?
All of our properties exceed the Decent 
Homes standard.

Our properties have high energy 
effi ciency ratings.

This places us in the top  performers 
when compared to other housing 
providers.

Almost 9 out of 10 of our tenants 
surveyed were satisfi ed with the quality 
of their home. 

How are we going to improve? 
We will complete our 30-year planned 
works programme to ensure our 
properties remain above the Decent 
Homes standard.

We will aim to increase the number of 
tenants, when surveyed, who say they 
are “very satisfi ed” with the quality of 
their home.

customers are not happy with the 
lettings service and make changes 
where possible.

We will ensure future housing schemes 
continue to offer a range of tenure 
types in order to address the housing 
needs of applicants for housing.

We will ensure that the best support 
services are in place for vulnerable 
tenants.

Make sure we make best use 
of the properties we have 
available 

How well are we doing? 
The average time it takes us to relet our 
properties is 24 days.

This places us in the top performers 
when compared to other housing 
providers.

How are we going to improve? 
Some property types in some areas 
are proving more diffi cult to re-let. We 
will consult with tenants on changes to 
lettings policies for these; for example 
where needed, we may look to lower 
the age limit for particular properties.

Charge rents in line with the 
framework set out within 
government policy and 
guidelines
How well are we doing? 

All of our rents are set in accordance 
with government guidelines.

How are we going to improve? 
We will improve the information 
provided to our tenants about rents 
and service charges.

Provide a cost-effective repairs 
and maintenance service that 
meets your needs and offers 
choice to you 

How well are we doing?
We now make appointments that are 
convenient for you.

We aim to carry out repairs correctly 
fi rst time.

The average time to complete a repair 
is 5 days.

9 out of 10 of our tenants surveyed 
have told us that they were satisfi ed 
with our repairs service.

How are we going to improve? 
We will ensure our workforce is trained 
in more than one skill to enable more 
repairs to be carried out by one person 
in one visit.

We will make sure that the average 
time it takes us to complete repairs is 
among the top performing housing 
providers.

We will meet all health and 
safety requirements for our 
tenants 

How well are we doing? 
Gas and electrical safety checks are 
carried out before all new tenants 
move in.

Gas safety checks are carried out on 
all of our properties, and last year 
there were only 13 out of over 8,500 
properties where we could not gain 
access and legal action was taken to 
get the tenant to allow access. 

How are we going to improve? 
We will continue to raise awareness 
of the importance of gas servicing to 
ensure all properties are accessed.

We will improve the way we carry 
out fi re risk assessments and develop 
personal evacuation plans for tenants 
in properties with shared entrances.

National Standard 3National Standard 2

Tenancy
Standard

The Home 
Standard
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We must make sure that we 
provide value for money in 
everything we do 
How well are we doing? 
8 out of 10 tenants surveyed told us 
that they thought their homes, for the 
rent they paid, were value for money.

How are we going to improve? 
In the future, we will publish 
information about how our rents 
and all of our other costs compare to 
similar housing associations.

We will explore ways to involve our 
tenants more when we buy services 
in, particularly where we are going to 
make a charge to tenants for them.

98

We will ensure neighbourhoods 
and communal areas 
are maintained to a high 
standard 
How well are we doing? 
Regular estate and property 
inspections are carried out. 

How are we going to improve? 
We will train interested tenants to 
inspect areas and tell us how well we 
are doing.

We will compare how we are doing 
against other housing providers to 
make sure our tenants are getting a 
high standard of service.

We will work in partnership with 
other housing providers to help 
promote social, environmental 
and economic wellbeing 

How well are we doing? 
We are meeting with other landlords to 
agree common standards.

We are committed to providing 
apprenticeship places.

Last year, our Tandem advisors assisted 
764 Erimus Housing tenants to access 
additional income. 

How are we going to improve? 
We are looking at reducing our carbon 
footprint and developing a way of 
making us more environmentally 
friendly.

We are exploring ways of employing 
local labour whenever we can.

Tenants have told us that they 
want us to take effective action 
to stop anti-social behaviour 
(ASB) 

How well are we doing? 
We work with police, local authorities 
and other agencies to tackle ASB

Last year we:

• Issued 636 warning letters

• Gained 3 anti-social behaviour orders

• Evicted 6 households

demonstrating that we take ASB 
seriously.

We have reduced the amount of time it 
takes us to deal with ASB.

Our recent tenants survey showed that 
9 out of 10 tenants reporting ASB were 
satisfi ed with the service.

How are we going to improve? 
We are looking at how we can develop 
a victim and witness support service.

We are looking at the possibility of 
providing a 24-hour response service to 
ASB.

We will aim to increase the number of 
people who, when surveyed, say they 
are “very satisfi ed” with the ASB service.

Gain a better understanding of the 
most cost effective courses of action to 
resolve ASB.

National Standard 5National Standard 4

Value for
Money

Your Neighbourhood and 
Community
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The Company has to be 
accountable to its tenants
How well are we doing? 
We have a Board and Committee that 
ensures we deliver our commitments 
to you. The Board includes tenant 
Board Members.

We have Resident Regulators who 
regularly attend Committee meetings.

How are we going to improve? 
We will regularly review our 
governance arrangements to ensure 
that they remain fi t for purpose.

We will consult and strengthen the 
arrangements for tenant regulation 
and scrutiny of performance.

As a business, we have to be 
fi nancially secure
How well are we doing? 
Our annual accounts show that the 
Company is doing well.

How are we going to improve? 
We will continue to review our budgets 
and ensure that we make savings 
where we are able to. 

1110

Feedback Request FormNational Standard 6

Governance and 
Financial Viability

Your views are important to us.  We would 
be grateful if you could take a few minutes to 
complete and return the following section to:

Erimus Housing, Business Support Team, 
4th Floor, Centre North East, 73-75 Albert Road,
Middlesbrough   TS1 2RU

This will help us improve next year’s report to you.  
Thank you.

If you return the completed form by 30 October 
2010, you will be entered into a free prize draw 
for the chance to win a £50 voucher to spend at 
a store of your choice.

1. How well did this report provide information that  
 was of interest to you?

Please score between 1 and 5, where 1 is the least and 
5 is the highest

1                2                3                4                5

2. Please tell us what you found of interest and what  
 you found of no interest

3. How do you think we can improve the Annual  
 Report to Tenants and in what format would you  
 prefer to receive the report, eg paper report within  
 the tenants’ newsletter or access through Erimus  
 Housing’s website?

4. In what areas of performance do you think we  
 need to improve?  (Please list up to 3 suggestions  
 and say why)

If you require a full copy of the report and cannot 
access the website at www.erimushousing.co.uk please 
telephone us on: Freephone 08000 461600

Name:

Postcode:

Address:

Tel:

Email:
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