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Introduction from the Editor
Welcome to the early summer edition
of Viewpoint
Hello again. We’ve had some very useful results
from the communication surveys in earlier
issues of Viewpoint – which will help us shape
how we communicate with you in the future.
We want to know how you would like to
receive Viewpoint in the future – in this digital
age we know many of you like reading from
websites and emails, not just scanning a paper
copy. Inside this issue you can tell us how you
would like to receive Viewpoint in the future
on page 6.

Thanks for your feedback – we’ve had great
comments about the last issue from your
Editorial Team who reported that tenants
like to see plenty of pictures of events and
neighbourhood news stories.
We often have stories from our supported
housing schemes but do struggle for other news
– so if you have some, please share with your
Neighbourhood Officers. We’ve explained a little
more about the Neighbourhood Plans and your
Neighbourhood contacts on page 11.

There’s also chance for you to tell us how you’d
like to become more involved in shaping what
we do. There are lots of different ways to do
this, and it’s not just about attending committee
meetings – there is a lot we can gain from other
forms of interaction too. You can read about
these on pages 4 and 5.
So, go on, have a read and use the reply
envelope to return the info request on pages
5 and 6.
Michelle Collins,
Neighbourhood Manager.

Eden 住房协会季度快讯。

Niniejszy biuletyn jest kwartalnikiem wydawanym
przez spółdzielnie mieszkaniową Eden
(Eden Housing Association).

Other formats – Other languages
We will provide this information in large print,
braille, audiotape or in other languages. Please
just ask.

Bu, Eden Housing Association’ın üç aylık
haber bültenidir.
If you would like to receive future editions
of Viewpoint on audio tape please contact
Customer Services on 01768 861400
so we can add your name to the list.
@edenhousinguk

Visit our website www.edenha.org.uk

@edenhousinguk
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Update from the Chief Executive
At last – the sun is shining and it’s nice and
warm. Winter was very long – wet, cold and the
snow was the most severe I can remember since
moving to Cumbria. Thankfully, during the
snow storms, most of our staff made it to offices
or worked from home, ensuring we kept our
services running.

Keeping people safe continues to be at the top
of our agenda and following the tragic events at
the Grenfell Tower last year, we are expecting
a report that will look to strengthen fire and
safety regulations. Of course, we will take heed
of any recommendations.

With the help of our contractors and the
understanding of our tenants, we prioritised
emergency repairs and everyone pulled
together, ensuring those who needed urgent
responses were not left vulnerable.

I hope you enjoy the warmer months ahead.
Take care.

I’ve been spending time with our Eden
Works team to understand more about what
a working day looks like from their perspective.
From the compliments we receive, I can see
tenants really appreciate the quality of Freddie
and Terry’s work.
I enjoyed my day ‘on the tools’ and whilst I
wasn’t let loose with power drills, I did at least
get involved in some painting which was also
a good opportunity to chat to tenants.

John Clasper, Chief Executive

A Crescent Trio mark 90th birthdays
It’s been a busy three months at the Crescent.
On Sunday 19th May Jack Smith became the
third resident to celebrate his 90th birthday.
He spent the weekend with family in West
Yorkshire then came home and met up with
Vera Nixon who celebrated her 90th on the
1st May and Sheila Birbeck who was 90 on
25th March. Sheila is our longest resident at The
Crescent – she arrived in 1997, moving in to one
of the upstairs flats to begin with. She moved
downstairs when one became available and is
celebrating 21 years at the scheme.

Vera Nixon, Jack Smith and Sheila Birbeck with Sam
Winder – Independent Living Advisor

PS. Currently available: first floor flat at the Crescent. If you know anyone who would
benefit from moving into the scheme, call Customer Service on 01768 861400.
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Scrutiny Update TPAS Training
Following the joint TPAS training with
ECHO, the Scrutiny Panel will be looking
at refocussing the way that we work,
increasing communication between
meetings and streamlining the way
we carry out scrutiny exercises.
The panel are currently reviewing the
Association’s complaint and compliments
service area. At the next meeting, we will look
at complaints case studies, to identify any steps
in the process that could be improved. (The
complaints and compliments from the first
quarter are detailed on page 12.)
We will then review our own terms of reference
and ways of working, to improve our processes
and follow up on the ideas and plans we pulled
from the TPAS training day.

ECHO Update
In December the group began the resident
involvement review with a focus group looking
at what people feel resident involvement is and
what we could do better moving forward. We
have another session in June, but ideas from
this event included:
•	
Revisiting ways of engagement – looking
at use of digital methods of engagement to
increase number of people getting involved.
•	
Looking at links we currently use and
forming ideas for future change.

On 15th March, the ECHO group and
Scrutiny Panel took part in a training
session with TPAS – tenant engagement
experts. This opened our eyes to new
ways of interacting and communicating.
Trainer Jackie Grannell has worked in the
housing sector for over 30 years and has spent
the last ten years working with landlords and
tenants to develop their co-regulation and
scrutiny models.
The aim of the training was to ensure that
our scrutiny work is effective and on Value
for Money. The feedback from ECHO and the
Scrutiny Panel said the training was very
beneficial in helping look at ways to improve.
We need to look at how we can attract a wider,
more representative membership of our group
by conducting scrutiny in new and different
ways and aiming to be more effective at linking
to business performance
We will be using the learning from this event
to form part of the resident involvement review
that will be completed in 2018.

Jackie Grannell

In February the Great North Air Ambulance
Service (GNAAS) visited giving a presentation
highlighting the different aspects of the charity
including operational statistics, their history
and testimonials from people they have helped.
In March ECHO group attended the TPAS
(the tenant engagement experts) training event
held at Blain House – see following article.
4
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Shaping resident involvement for the future
As members of TPAS we are committed
to tenant and resident engagement. In
2018, we are focusing on how we support/
deliver involvement in the future.

Have you ever considered getting involved?
It’s not just about sitting on committees, there
are other ways you can get involved on a project
by project basis. What barriers stop you getting
involved?

What should resident involvement entail?
We want our tenant/resident bodies to
influence business and service provision,
scrutinising, monitoring performance, shaping
the service review programme and making
recommendations for improvements.

...............................................................................

We plan to review how our existing groups
work, ensuring they represent the diversity of
tenants and residents – in terms of geography,
type of tenancy and demographics.

!

We’re looking for people with the
following attributes (training will
be provided):

•	
Commitment to involvement, resident
scrutiny and good governance
•	
The ability to think objectively about our
services and challenge in a constructive way

Would you like to be involved in any
of the following? (Please tick if relevant)
£	Become a member of the tenant/resident
involvement group in some way
£	Join a working party on a project by project
basis
£	Be happy to give survey feedback
£	Join a telephone conference or Skype
meeting – we can make it easy for you
£	Other – please specify
................................................................................
Name: ....................................................................
Address: ................................................................
.................................................................................
Telephone: ..........................................................
TEAR THIS FORM OUT AND POST IN
THE ENVELOPE SUPPLIED.

Help us find our new Repairs and
Maintenance contractor?
Apply to become part of the new repairs
and maintenance resident group. It will
give residents influence on choosing our new
main repairs contractor, by helping to choose
questions, mark answers and potentially going
on site visits to look at their existing work.

Ideally applicant should be:
•	
Competent using computers (training on
the database will be given)
•	
Available in late July/early August 2018
•	
Have experience and/or an interest in
building and construction (not necessary
but advantageous)

The group will use an online portal and help
EHA to score contractors in areas like quality,
cost, customer satisfaction etc. – full training
will be given.
If you would like to get involved,
contact Michelle Collins, Neighbourhood
Manager on 01768 861439 or email on
michelle.collins@edenha.org.uk
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How do you want to receive Viewpoint in the future?
We want to give you a range of options
to access Viewpoint in the future.

Issue 67 Summer 2017

Our communications survey revealed that 89%
of our tenants use the internet and 76% have
communicated with us via email.
The survey also revealed that over 1/3
of tenants rarely or never read Viewpoint.
To improve value for money we want to
deliver Viewpoint as efficiently as possible.

VIEWPOINT

There are five ways you can access
Viewpoint in the future, please choose
the best option for you:

Issue 66 Spring 2017

Please take time to fill in the questionnaire
below – especially if you would still prefer
to receive a printed copy in the post.

VIEWPOINT

Celebrations
and award
launch
Who’s your
hero?

Gardening
competition
winners

Readers’ Survey
–You could win £100
in vouchers!

£	Web: Visit the EHA website
www.edenha.org.uk
£	Email: We can send you Viewpoint via an
email link
£ SMS: We can text you a message with a link
so it can be viewed on a smart phone
£	Print: Read a printed copy at EHA office or
at a supported housing scheme

New gardening
competition
New team focus
New apprentice
Look at our libraries
Help celebrate
our 20th birthday
Listen to Viewpoint

Viewpoint?
Why not get more involved with
viewpoint@edenha.org.uk
Call us on 01768 861400 or email

£	Print: Receive a printed copy in the post.
Please confirm your details:
£	Audio CD/Disc
Please confirm your details:
Name: .................................................................
Address: ..............................................................
..............................................................................
..............................................................................
Mobile: ................................................................
Email: .................................................................

For full details on how as an Association we
collect, process and store your data please go to
our website www.edenha.org.uk/privacy or
request a copy of our privacy statement.
We will only share the information you
provide with agreed parties as per our privacy
statement. You have the right to refuse to
provide certain information if there is no legal
obligation to disclose this. However some of
the information you provide will enable us to
develop and tailor our services, and without
certain information it may impact our ability
to provide some services.

If we do not hear from you we will assume you no longer require a printed copy.
Please tear out this page and return it in the pre-paid envelope provided.
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Universal Credit – find out more
Training Course
Get ready for Universal Credit with this training
course. With the introduction of Universal
Credit in July 2018, EHA has linked up with
Community Learning and Skills (formerly Adult
Education) to deliver practical support to help
people get ready.
The course will be delivered on behalf of
Community Learning and Skills, funded by
Cumbria County Council at Eden Housing
Association Office, Blain House, Bridge Lane,
Penrith, Cumbria.
There are four practical sessions starting
at 9.30am and lasting for three hours (for
maximum of ten people).

Awareness Day
Cumbria & North Lancashire
Tenant & Resident Participation Forum
For those who will be affected by
Universal Credit, the Forum is holding
an Awareness Day at Kendal Rugby
Club on 20th June (lunch provided).
There will be advice on applying for
benefits and support and advice and
budgeting will be discussed.
If you would like to attend, contact
Paula Day on 01768 861456 or email
paula.day@edenha.org.uk

Week 1: 11th June – Basic computer skills.
No experience required.
Week 2: 18th June – UC requirements.
Setting up emails
Week 3: 25th June – Develop your CV and
covering letter for your Universal Job
Match account
Week 4: 2nd July – Using the internet to search
for a job.
During the four-week course you will identify
areas you need to develop and will be given
individual support to improve your skills. So,
to attend this FREE course, contact EHA on
01768 861400.
Please note we are limiting it to a maximum
of ten people. If successful we may run another
course later in the year.
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News from the Neighbourhoods
Wasdale gets crafty and features in an
exhibition.
In April, the Old Courthouse in Shap hosted
‘Joining the Dots’ an exhibition from Kendal
Windows on Art community project – it featured
work from our residents.
For three years Wasdale residents have met on
the second Wednesday of the month for crafting
sessions. They experimented with glass and
silk painting, marbling, collage, fleece flowers
and have contributed knitted and felt poppies to
both the Border Regiments’ Somme display and
the Kendal Wool Gathering Poppy Bell Tent.

The silk paper and silk painting work were
created by Dolly Jones, Glenis Furness,
Ann Furness, Eva Bowness, Jean Cooper
and Mary Rainsbury
This collaborative exhibition also included
work from Shap Youth Club, the Playgroup
and members of the local community.

Most recently, they contributed to the Kendal
Windows on Art exhibition in Shap Library.
The tissue paper collages were created by
Val Hale, Glenis Furness, Ann Furness,
Jean Cooper, Dolly Jones, Margaret Davis
and Phyllis Brown.

Flats available at Wasdale and
Sim Court.

Sparkle with Markle
Lots of people were glued to their TVs
on 19th May to watch the Royal Wedding –
we’ve managed to squeeze some pictures
from our Royal Tea Parties too.
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Wasdale scheme and Sim Court say thanks
for the social
Early April saw tenants from Sim Court invited
to visit the Wasdale scheme and join their
tenants for afternoon tea and chat. A lot of the
teatime treats were made by the tenants, with
the staff from Eden Housing Association (David
De St Croix, Val Urwin, Gill Walton and Gina
Bracken) on hand to help.
There was a raffle a quiz about the Queen
(Wasdale won on points!) and chance to mingle,
make new friends and renew old acquaintances.
Sim Court departed by bus with a promise to
reciprocate – inviting Wasdale tenants to visit
in the near future.
Polytunnel gardening
It may have snowed hard this April but it didn’t
stop the Penrith Polytunnel Gardeners who
featured on TV’s Chanel 8 – That’s Cumbria.
Volunteer gardeners meet every Tuesday
and have helped transform Penrith and
their work has been recognised by Britain In
Bloom Awards. Volunteers love the idea of
companionship, chance to plant, grow and learn
more about gardening, as well as making the
most of the polytunnel in the winter weather.
Pretty as a picture
Last summer’s issue of Viewpoint featured Sim
Court and Lonsdale Court residents celebrating
our EHA 20th birthday with a tea party.
One photo’ stood out in particular – it was
of Mrs Jean Black who lives in one of our
Lonsdale Court bungalows. Everyone said at
the time what a good picture of Jean it was –
not least a family friend and artist called Paul
Philips, who took such a liking to the photo he
has painted a portrait of Jean from it.
We think this is a lovely story and were keen to
squeeze it in. Do you have any quirky stories for
the next edition of Viewpoint?
9
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News from the Neighbourhoods
Mill Gardens Inter-generational activities
are a boost for everyone
Inter-generational engagement has proved
to have a great effect on mood, attitude, selfesteem and confidence. It’s true! Our tenants
at Mill Gardens get great pleasure from the
Brough staff and pre-schooler visits.
Our inter-generational project comes on the
back of Channel 4s ‘Old peoples’ home for 4-year
olds’ – an experiment carried out in St Monica’s
Care Home in Bristol over a six week period.
The results showed quite extraordinary benefits
for both groups – with the biggest change seen
in the elderly.
The benefits – a more positive outlook, improved
physical and mental health to name a few.

Strong bonds were also made by both groups –
something we know we are achieving with our
own project.
Working with Barbara Wilson from Brough
pre-school, we have been hosting activities
with the children. After the initial visit success,
we had discussions with Mill Gardens tenants
and applied for a Cumbria County Council
community grant. We were successful and are
now able to run this pilot project until summer.
We will be fundraising over the summer so
we can continue with this project. Because our
tenants AND the children really get excited and
we can see little bonds forming. Barbara Wilson
says the children often talk about their visits
back at school.
Debi Wilkinson, Activity Coordinator,
Eden Housing Association.
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Neighbourhood plans – an update
The last issue of Viewpoint included
details of our new Neighbourhood
Planning Approach. At our Editorial
meeting, the team felt it would be useful
to explain which areas our Independent
Living schemes fitted in.

We thought we could do more and have created
a table below that gives you full details of the
Neighbourhood Officers, the Neighbourhood
Planning Areas they cover and any TRA’s or
schemes that are also in the patch. We hope
you find it useful.

Neighbourhood
Officer

Neighbourhood
Planning Areas

Independent
Living Scheme

Tenant Resident
Group

Kate Murray

• Penrith – Wetheriggs
• Maryport

• The Crescent

Jenny Glassford
and Katie Furness

• Penrith – Castletown
• Carlisle

• Heysham

• Castletown TRA
• Heysham TRA

Karan Crosthwaite

• Penrith – Scaws
• Shap, Bampton
and Tebay

• Wasdale

• Friends of Wasdale
TRA
• Scaws TRA

Jenny Webb

• Penrith – Pategill

• Sim Court

• Pategill TRA

Vicky Walpert

• Penrith – Central
• Alston Moor

• Grisedale

Paula Day

• Mill Gardens and
• Penrith – Townhead
• Appleby, Kirkby
Rampkin House
Stephen, Brough
and Church Brough
• Kirkby Thore, Temple
Sowerby, Newbiggin

• Mill Gardens TRA
• Ramkpin House
TRA
• Sanderson Croft
Doorstep Green
TRA
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Regulatory Standards
The Government publish a set of
‘regulatory standards’ that we have to
meet. These are available on the gov.uk
website if you would like to read them.
There are seven standards which are split into:
Consumer Standards (Tenant Involvement
& Empowerment, Home, Tenancy, and the
Neighbourhood and Community Standard) and

Economic Standards (Rent, Governance
and Financial Viability, and the Value for
Money Standard)
We recently completed a review of how we
perform against these standards and will be
reporting to Board this month that we comply
in all areas.

Compliments – recognition matters Complaints – dealing effectively
It’s always nice to be recognised for doing
a good job. Four compliments received
during the last quarter (1st January to
31st March) focused on how our staff have
provided excellent customer service and
additional support when carrying out
their roles.
The staff complimented are:
Dennis Milner – EIL service Co-ordinator
Heidi Ware – Customer Services Manager
Jenny Glassford – Neighbourhood Officer
Karan Crosthwaite – Neighbourhood Officer
Liz Taylor – Housing Options Officer
Lisa Hewitson – Housing Options Officer
Terry Campbell – Eden Works Plumber
Please keep letting us know when members
of our team have done a great job.

We need to know when things aren’t just
right, so we can improve. During the last
quarter (1st January 2018 to 31st March)
we received 6 complaints.
Behaviour: Two complaints related to the way
their Anti-Social Behaviour complaints were
handled or that the tenant was dissatisfied with
the outcome of the investigation.
We can’t always achieve the outcome that the
complainant hopes for, but we work very closely
with tenants to ensure that any issues stop
immediately. In some cases, we refer tenants
to Mediation – this is often a successful way of
managing tenant’s expectations moving forward.
Repairs: Four complaints related to the repairs
service. We have identified that on occasions,
we’ve had repeat repairs carried where a
replacement would have been better for the
tenant and would also improve value for money.
We also identified that EHA needs to give
clear direction about the tasks/repairs and the
required outcomes.
The new role of Repairs Liaison Officer will be
able to implement service improvements in both
these areas very quickly.
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GDPR is here!
You may already be aware of the new
General Data Protection Regulation
(GDPR) – it is a Data Protection Law that
changed on May 25th, but how is it relevant
to you?

EHA is committed to being open and honest
with our customers about the information we
hold on you, how and why we process your data,
who we may share data with, and how long we
will keep your data.

The purpose of this law is to help you
understand and control how organisations
manage the information they hold about you
and to set rules in how they can use your data.

We will be making sure we continue being
open, honest and transparent about using your
information.

Core changes
If you entered a new social housing
tenancy after 1989, social housing
providers would have shared your
personal information with the MHCLG
(Ministry of Housing, Communities &
Local Government) for research and
statistical purposes known as CORE
(Continuous Recording of Social Housing
Lettings and Sales).

This data, when used, would have been
anonymised to minimise the risk of
identification. As part of the new regulation all
current tenants and new tenants are required
to receive the updated privacy notice from
MHCLG.

For our full privacy statement visit www.edenha.org.uk/privacy or if you would
like it in another format contact our Data Protection Officer on 01768 861400 or
dpo@edenha.org.uk
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Developing clusters of af fo
Brent Road – home from home
The two houses and five bungalows on Brent
Road are a good example of how EHA makes
good use of small spaces to create more
affordable homes. The houses at the front
were sold as shared ownership and the five
retirement bungalows enable older people
to downsize, freeing up family homes for the
next generation.
Mrs Hamilton was one of the first to move in.
She was living in what had been her family
home for 45 years. It was brand new when she
moved in and by good fortune, she has moved in
to another new build home too. Each move has
been based on a change in circumstances that
created different housing needs.
In 1973 Mr and Mrs Hamilton moved into a
new three bedroomed house at Mary Langley
Way. They raised their family here and created
many fond memories. It was home for 45 years.
Now a widow, Mrs Hamilton found managing
the large house and the stairs became
increasingly difficult.

In spring this year, Mrs Hamilton moved into
one of our new Brent Road bungalows. She is
enjoying her single level home and finds the
shower and wet room easier than getting in
and out of a bath too.
Mrs Hamilton said “I came to have a look
before it was finished and took time to decide
because I loved my house. Now I’ve moved in,
I enjoy being here – it’s easy to manage and
there are two bedrooms which is very handy
when family stay.”
The bungalow can enable Mrs Hamilton to
remain independent in her own home for longer
and, making use of the telecare service, her
family have the reassurance that Mum can
still manage on her own.
Moving out of the family home means the
three bedroomed house in Penrith could be
re-allocated and is now home to a new
generation family with two children.

Cllr .Lesley Grisedale with
Mrs Hamilton & John Clasper
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af fordable housing in Eden
A nightingale sang – three new bungalows
next to Sim Court

Threlkeld – building in the Lake District
National Park

Nightingale Terrace is the address of the three
new one-bedroomed bungalows built next to
the supported housing scheme at Sim Court.
This is another small development that was
built on land that was previously garages. The
bungalows are linked to Sim Court communal
services and are now let.
One of the new tenants moved in from Lonsdale
Court – just across the road – so it was easy to
move the furniture across without getting wet!

What a lovely aspect these homes will have
when completed. There have been some delays
relating to utilities but work is now underway
on the seven houses in Threlkeld. If you are
driving to Keswick you will be able to spot the
development site on the right-hand side of the
A66. There will be a mix of homes – one will be
a one-bed house, four, two-bed houses and two,
three-bed houses. It is likely that these will be
completed early in 2019.

William Street – Penrith
Making best use of small spaces to create
homes is something we focus on – so the
William Street, Penrith opportunity is ideal.
Tucked away and opposite the police station
car park, we plan to demolish the existing
buildings this summer and will be carrying out
surveys on the site too before work starts much
later in the year.
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Dare to be different
We thought we’d just share a few events
and activities that you may not have tried
or watched... many are free or free for kids.
3rd June
The Ullswater Epic Swim
First of the Epic Lakes Open Water Swim
Series. Go to Jenkins Field, Glenridding and
watch – it’s free. Plus, lots of other sporting
activities including egg and spoon and welly
wanging – great for a picnic too.
17th June, 10:00am – 4:00pm
School’s Farmer’s Market at Rheged
Browse stalls from Orton, Kirkby Stephen,
Crosby Ravensworth and Beaconside Primary
Schools selling of produce grown at school and
crafts. A celebration of work towards their
Bronze Award in the ‘Food for Life’ School
Award programme.
7th July
Patterdale Parish Boundary Walk
The original walk is 30 miles, but don’t panic
– there are shorter walks too – 14 miles or the
popular 7 mile parish walk downhill. All aiming
to raise money for the church and the school.

SAVE THE DATE: 20th August
Dog’s Trust Community Event
The Dogs Trust, in conjunction with Eden
District Council (EDC) and EHA will be at
Pategill playing field talking all things dog.
Issues like fouling, dogs on leads and stray
dogs can be discussed with EDC – and you
can find out more about the Dog’s Trust
services which include:
• Free micro-chipping for all dogs
•	
Free health check (advice on dog’s weight,
nail clipping service)
•	
Micro-chip checks and advice on how to
update details
•	
Advice on puppy ownership
•	
Information on the legal requirement of
micro-chipping and collar and tag.
•	
Advice on neutering, socialisation, keeping
your dog healthy, etc.

21st – 28th
July Eden Food & Farming Festival
Starting with Penrith on a Plate 21st July,
and culminating with...
28th July
Penrith Show
Under 5’s go free
For more information nearer the day, contact
Jenny Webb at EHA on 01768 861435 or
email jenny.webb@edenha.org.uk
Eden Housing Association
Blain House, Bridge Lane, Penrith, Cumbria CA11 8QU
Enquiries: 01768 861400
Email: enquiry@edenha.org.uk
Web: www. edenha.org.uk
Facebook: @edenhousingUK
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