
  

 

Also in this issue - 
· Digital TV switchover  
· Rent arrears & evictions 
· Improvement programme 
· Reporting crime 
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In the next few weeks you will be receiving a questionnaire 
from a company called Kwest.  The questionnaire will ask 
you about many different aspects of your relationship with 
us. Please take the time to fill it in and return it.   
 

We are required to carry out this survey every three years 
and they are very useful to see where we have improved or 
where we need to improve.  Kwest handle all the 
questionnaires and compile the results.  No one at the 
Association will see your questionnaire. 
 

Kwest will tell the Association the results of the survey later 
in the year.  By completing the questionnaire, not only will 
you be helping to shape the service we provide in the future, 
but you will also be entered into a prize draw to win store 
vouchers worth; 
 

 1st Prize             2nd Prize              3rd P rize 
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Autumn 2009 

· Help with debts 
· Deductions from benefits 
· How we allocate our homes 
· Is your garden tidy? 
· Locking PVC doors properly 



DIGITAL TV SWITCHOVER 
 
On the 4th November 2009 the switchover to digital television 
will start.  Initially, only the analogue transmission of BBC2 will 
be switched off, followed by the rest of the channels on 2nd 
December. 
 
Even if you already have Digital TV you will need to re-tune your 
equipment on 4th November and again on 2nd December, unless 
you have satellite or cable. 
 
If you currently only have 5 television channels, it is likely that 
you don’t yet receive digital television and you could lose all your 
television channels later this year.  Don’t wait until the mad rush  
in November, get your Digital TV sorted out now! 
 
Most aerials will already be capable of carrying a digital signal so 
most people will just need a set top box in order to start watching 
digital television.  Some of the most modern televisions have a 
digital receiver built in. 
 
If you want to know how a digital receiver plugs in, or how to 
retune a digital receiver, a brief guide can be found on page 15. 
 
Please be aware that the Association cannot become involved in 
the setting up of your Digital TV.  If you are experiencing 
problems we can put you in touch with one of our approved 
contractors, but they will charge you for their time.   
 
For more information call Mark at the office 
or phone Digital UK on 08456 50 50 50 or visit  
www.digitaluk.co.uk 



YOUR ANNUAL RENT REVIEW 
 
During the 2006 Customer Satisfaction Survey, our tenants 
identified ‘Minimising Rent Increases’ as the Association’s 
highest priority.  Whilst the Association recognises that this 
is a very important issue, it can do very little to affect the 
rent you are actually charged.  
 
The Government took control of our rents in 2002 when it 
introduced a programme of ‘Rent Restructuring’.  The 
Government’s plan was that similar homes should be at a 
similar level of rent, regardless of which social housing 
landlord provided it, whether it be a housing association 
home or council home. 
 
To achieve this, the Government introduced a formula to 
calculate a target rent for every social housing home.  All 
social landlords have to ensure that their homes have 
reached this target rent by 2012.  The formula to calculate 
each target rent includes the value of the property, the 
number of bedrooms and average local earnings.  The 
target rent is adjusted each year to allow for inflation.  
Every year we review our Rent Restructuring Plan so that 
the rent changes in equal steps to reach the Government’s 
target rent by 2012. 
 
The rent from our tenants is our only source of income and 
it has to pay for all the repairs, improvements and 
maintenance of our homes.  It is important that our income 
meets our expenditure in order to ensure the Association 
remains financially viable. 
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LARGE PRINT 
 

If you have problems with your eyesight 
the Association can send you your 
newsletters, rent statements and general 
correspondence in large print. 
 
If you would like to receive this service 
please contact the office on 647 5000. 
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The problem of crime and anti-social behaviour can affect any 
area and we have recently become aware that there is a 
growing problem in Port Sunlight Village with large gangs of 
youths roaming around drinking and vandalising property. 
 

This sort of behaviour can be intimidating to residents and 
there is a very real risk if residents confront youths 
themselves. 
 

We are liaising with the local Police in Bromborough to try 
and improve matters through more high visibility Police 
Patrols. 
 

Many people are afraid to call the Police due to minor 
incidents for fear of being accused of wasting Police time.  
However, the local Police need you to report all incidents, no 
matter how minor, as only when the area is identified as a 
‘Hotspot’ will they be able to allocate additional resources to 
tackle the problem. 
 

So please, if you witness anti-social behaviour, intimidating 
behaviour or vandalism, report it to: 
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and they will give you a Crime Reference Number.  Please 
call the Association and provide us with the Crime Reference 
Number as it may help us in our discussions with the local 
Police. 
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Deductions from Benefit for Tenants in Arrears 
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         Are your Debts getting you down? 
 

Many of our tenants are on low incomes and find themselves 
with ever increasing debts, including rent arrears.  Many choose 
to ‘bury their heads in the sand’, others find the debt causes 
constant worry and stress. 
 

There is help available.  Your local Citizens Advice Bureau 
provides free, impartial debt advice and can help you turn your 
debt problems around.  Why not give them a ring?  What have 
you got to lose?  Call the CAB on 0844 477 2121 or visit your 
local office: 
 

Birkenhead              50 Argyle Street, Birkenhead 
Wallasey                  237 Liscard Road, Wallasey 
Port Sunlight           57 New Chester Road, New Ferry�



        How We Allocate Our Homes 
 
When one of our properties becomes available to rent the 
Association must decide who to offer the property to.  When 
making this decision, the Association must ensure that it is 
fair, open and reasonable and that the property is offered to 
the most appropriate person. 
 
At present the Association selects a person from its waiting 
list or asks Wirral Borough Council to nominate a person.  In 
the near future the Association will be joining Wirralhomes 
and a list of interested persons will be provided by them. 
 
When selecting a candidate the Association works to the 
guidelines in its Allocations & Lettings Policy.  The 
guidelines lay down the following criteria when deciding who 
to offer a property to; 
 
1) The property is of the appropriate size. 
2) The property is in an area requested by the candidate. 
3) Those with the highest priority of housing need. 
 
If two or more candidates all equally satisfy the criteria above, 
then the following additional factors are considered; 
 
A) Length of time on the waiting list. 
B) Use of the property to its maximum capacity. 
C) Immediacy of need (eg facing homelessness). 
 
The appropriate candidate is then shown the property and they 
can accept or reject the offer of a tenancy.  If they reject the 
offer then the next most appropriate candidate is offered the 
tenancy. 



Central to the decision is the priority of housing need.  The 
Association assigns a priority as follows; 
 
High Priority 
 

· People suffering from severe harassment or violence. 
· People with severe need to be re-housed due to medical 

need. 
· People living above or adjacent to severe anti-social 

situations. 
 
Medium Priority 
 

· People unable to afford current accommodation. 
· People suffering from moderate harassment or violence. 
· People living in a property that is in a severe state of 

disrepair. 
· People living in an overcrowded situation. 
· Families sharing facilities (eg kitchen or bathroom). 
· People living in a property that is lacking amenities  
   (eg bathroom, kitchen or hot water). 
 
Low Priority 
 

· People with a local connection. 
· People living in a property with dampness or inadequate 

heating. 
· People in need of support (eg cultural isolation, language, 

vulnerability to crime, age) 
· People suffering from minor harassment or violence. 
· People living in a property with insecure or temporary 

tenancy. 
· People living in a property and can’t manage upkeep  
   (eg elderly person living in property with a large garden). 
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What we expect 
· We expect lawns to be regularly mowed and flowerbeds 

not to be overgrown. 
· We expect gardens, driveways and yards to be free from 

rubbish, debris, old furniture, kitchen appliances and 
unroadworthy vehicles. 

· We expect any fouling due to pets to be removed regularly. 
 
If you do not maintain your garden you may be in breach of 
your tenancy agreement.  In the worst case scenario the 
Association could employ a contractor to rectify the problem 
and send the tenant responsible the bill. 
 
Untidy gardens are not only visually unattractive but can also 
lead to an increase in anti-social behaviour.  The Association is 
committed to do all it can to improve our neighbourhoods for 
the benefit of the whole community. 
 
If during our inspections we find your garden, yard or driveway 
is unacceptable, we will write to you giving a fixed period of 
time for you to tidy up.  If you have a genuine reason you will 
be given the opportunity to explain before we take further 
action. 

If you live in one of the Associations’ houses, 
you will be responsible for maintaining your 
garden or yard.  Later this year the Association 
will start regular inspections of all our gardens to 
ensure they are being maintained to a reasonable 
standard. 
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The Association is delighted to welcome three new 
members onto its Board.  The Association’s Board is a 
group of people who volunteer their time freely to help 
guide the Association’s business.  It is through their 
guidance that the Association has become as successful 
as it is today.  The three new members are: 
 
Pat Fryer          

Pat spent many years teaching before 
becoming an OFSTED inspector.  Now retired, 
she lives on the Wirral and has relevant 
experience including health & child protection 
issues.  

Neil is Director of Housing Services for a large 
Housing Association.  Having lived on the 
Wirral for many years he is keen to share his 
experience for the benefit of the local 
community.   

Barbara is an Association tenant and is our 
second tenant Board Member.  She lives in 
Tranmere and is keen to make a positive 
contribution.  She is also a member of our 
Customer Panel.  

Neil Moffatt 

Barbara Tierney 
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UPVC doors are far more secure than traditional 
wooden doors due to their superior strength and 
multi-point locking. 
 

We have been very concerned to hear that some tenants 
have not been locking their doors properly and therefore 
are at much greater risk of being broken into. 
 

To lock a UPVC door properly you must lift the handle fully 
before turning the key.  If you do not lift the handle before 
turning the key, your door will only be secured in 1 place 
and could easily be forced open. 
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To get the best out of your central heating system it is 
important to understand how the valves work on your 
radiators.  Many people believe that the higher the 
number on the valve the hotter the radiator gets - but 
this is not the case. 
 

Radiator valves contain a wax pellet that expands and contracts 
based on the air temperature in the room.  As the air in the room 
gets hotter the wax expands and turns off the radiator, as the 
room cools the wax contracts and switches on the radiator. 
 

The valve effectively controls the temperature of the room, not 
the temperature of the radiator.  So experiment with the valve for 
each radiator to find a comfortable temperature for each room 
and then leave it alone.  The valve will switch the radiator on 
and off to keep the room at a temperature you choose. 
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   CUSTOMER PANEL - POSTAL MEMBERSHIP 
 

Our Customer Panel is involved in all aspects of the 
Association’s work including reviews of our policies, 
procedures, improvement programme and our budget.  
 

The Association is looking for tenants who are interested in 
the work of the Association but are unable to come into the 
office to attend Customer Panel Meetings. 
 

We would send out all the information that is presented to 
our Customer Panel and provide a brief questionnaire for 
you to give your feedback.  You would also be able to 
discuss any of the documents over the phone if you 
needed any further information. 
 

If you are interested in becoming a postal member of the 
Customer Panel please contact the office. 

Help Stop Crime 
�

Neighbourhood Watch (in some areas known as 
Home Watch), is one of the biggest and most 
successful crime prevention schemes ever. It is 
based on simple ideas and values that are shared by 
many people around the country. 

 

Put simply it is 'Getting together with your neighbours to reduce 
local crime and disorder in the bid to make your neighbourhood 
a safe and better place to live, work and play'. 
 

Neighbourhood Watch is not just about reducing crime – it is 
about building community spirit and good relations. It brings 
local people closer together with common goals; to tackle crime 
and disorder and to keep an eye on each other's property.    For 
more information speak to Mark at the Office on 647 5000.�



RE-TUNING YOUR DIGITAL TV 
 

On the 4th November & 2nd December you will need to 
re-tune your Digital TV, unless you have cable or 
satellite. 
 

How to re-tune your digital equipment? 
1) Switch on your digital box or digital television. 
2) Press ‘menu ’ on the remote control. 
3) Select the ‘set up ’ or ‘installation ’ option. 
4) Select the ‘first time installation ’ option (sometimes    
       called ‘factory reset ’, ‘full re-tune ’ or ‘default 
       settings ’). 
5) Press ‘OK’ if your equipment asks if you want to 
       delete all your channels.   
6) If you are prompted for a code, try 0000 or 1234. 
7) Channels will be automatically installed.  
8) After re-tuning, you may have to reset your favourites. 
 

 

Common Connections for Digital Receivers  

Most set top (or 
Freeview) boxes connect 
up in a similar way to the 
diagram shown on the 
right. 
 
However, there are many 
different manufacturers, 
so if you are experiencing 
problems please refer to 
the instruction manual 
that came with your 
Digital Box. 



(Birkenhead & Wirral) Ltd 
Marcus House 
Marcus Street 
Birkenhead 
CH41 3NY 
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If you are dissatisfied with 
the service we provide we 
have a simple complaints 
procedure so that you know 
who to complain to and how 
quickly we will respond. 
 
Contact the office for more 
details and an information 
leaflet. 
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The Association wants to 
make sure we provide the 
best quality of service to all 
our tenants. 
 

If you have a disability, if we 
know about it we may be 
able to provide a better 
service to you. 
 

For example, if you have 
problems with your eyesight 
we could  send you 
correspondence in large print, 
or if you are hard of hearing 
we will make sure we speak 
up on the phone. 
 

If you have a disability 
please let us know.   The 
information will be kept 
confidential and will only be 
used to help provide you with 
a better service&��

Telephone : 0151 647 5000 
Fax : 0151 647 5007 

e-mail: admin@familyha.org 
web: www.familyha.org 

 
Out of Hours Emergency Repairs 

0845 345 7808 
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