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Willow Tree Housing Partnership want
to know about your experiences of our
services so we can learn from these and
improve what we do.
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To help with this we are looking to set up an
online feedback group. This would involve you
receiving some questions about our services via
e-mail once a month and would only take about
5-10 minutes to complete. Your answers will be
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discussed by us and you will be updated if there
are any changes made. We are looking to start
this from January 2022.
If you have any questions or would
like to be involved, please e-mail
customerservices@willowtreehousing.org.uk,
call 01752 250902 or ask for a call back from
Paul Raeburn, Operations Manager.
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In order to improve our service to you, Willow
Tree Housing Partnership has introduced a new
texting service. You may have recently received a
text from us launching this service.
The texting service allows you to contact us by text, to
check your rent account balance, report repairs and for
us to carry out customer satisfaction surveys.
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In order to use the texting service you will have to register
a mobile phone number with us. If you have not already
done this you can do so by calling us on 01934 750780
or emailing customerservices@willowtreehousing.org.uk
with your mobile number.
We will also be using this service to carry our customer
satisfaction for any repairs we carry out in your home.
This information is very useful to monitor our contractors
and ensure we provide the best repairs service we can.

Once you have been set
up you can;
Text RENTS
Followed by a message and
your text will be forwarded to
our rents team.
Text BALANCE
We will text back your rent
account balance.
Text PAY
We will text back the last
payment made to the account
Text REPAIRS
Followed by your message
and this will be passed to our
repairs team.
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BAKERS FIELD, BRENT KNOLL OPENING

COMMUNITY FUND

In October we celebrated the Scheme Opening
at Bakers Field, Brent Knoll. The development is
made up of 15 homes, including 6 open market
homes to cross subsidise the 7 affordable rent
and 2 shared ownerships. It is the product of an
excellent collaboration between Sedgemoor
District Council Housing Development Team,
Brent Knoll Parish Council, EG Carter and
ourselves.

Willow Tree Housing Partnership continue to
contribute to community based projects and are
a keen proponent of ‘Rural Housing week’ which
is an annual campaign to showcase the fantastic
work that housing associations do in rural
communities. The most recent Rural Housing
Week took place from 5-9 July 2021.
This year Willow Tree Housing Partnership donated to
schools in both Wedmore and Brent Knoll. These are
areas in which we are now operating in following newly
developed properties in both areas.

In identifying and supporting a clear need for additional
homes that people could afford in the village, a steering
group including parish councillors was formed in 2017.
This group worked tirelessly to secure the opportunity
that led to the construction of this development. The
scheme has attracted funding from both Homes England
and Sedgemoor District Council and offers a range of size
and tenure properties.
After some time spent in dealing with extensive mitigation
works to ensure the rehoming of the water voles, work
commenced on site in early March 2020. This was
however short-lived due to the coronavirus pandemic
closing the site at the end of March until May 2020.
The site has had to overcome further Covid and other
construction related delays, but we are delighted to say
that it is now completed.
EG Carter have worked hard to build these new homes to
a high standard that will benefit the future occupiers and
the site received a Certificate of Compliance from the
Considerate Constructors Scheme. Willow Tree Housing
Partnership have undertaken video interviews at various
stages of the development to maintain the story of how
the plans were transformed into this unique development
and this is due to be finalised shortly.
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Hill Fort which dominates the village (and which our new
scheme was named after, Hill Fort View). Willow Tree
Housing Partnership are proud to have assisted and
look forward to a close relationship with those in the
community.
If you have a suggestion as to how we can assist with a
community-based project please contact us and ask to
speak to Mark Goodey, Operations Manager.

In addition, Willow Tree Housing Partnership donated
to two projects in Denbury which is another new area
in which we operate. One being the Denbury May Fair
Committee who will use the donation to help with their
costs and contribute to this valuable community event
that use any profits from said event going towards helping
keep clubs and societies going in the village.

At the scheme opening our Parish Council and Local
Authority Partners were invited to view the new homes
and jointly celebrate the finished outcome of a lot of hard
work by all involved. We were delighted that some of our
new residents were able to join us at the event and to
spend time talking to them and hearing how much their
new home means to them.

Secondly Willow Tree Housing Partnership donated
to ‘Denbury Village Hall Displays’, this is an event that
happens twice a year and promotes awareness of the
village and its rich history. For example that relating to
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WHAT WILLOW TREE HOUSING
PARTNERSHIP IS DOING ABOUT
CLIMATE CHANGE
NET ZERO CARBON
Willow Tree Housing Partnership is facing a monumental challenge. The clock is
ticking, not only to meet net zero carbon by 2050, but also to achieve a C rating on
Energy Performance Certificates (EPC) across all homes by 2030. The volume, type,
age and current efficiency of our housing stock means an enormous retrofit operation
will be required to meet these targets.
But if this wasn’t challenging enough, these targets sit against a landscape of
tightening fire safety regulation in the wake of the Grenfell tragedy; whilst the housing
crisis means that we need to continue to deliver new homes.
Based on the average decarbonisation cost per property across England of £20,000,
the cost to Willow Tree Housing Partnership could be as high as £28 million.
GAS BOILERS
We are already stepping up to the challenge by committing to replacing gas boilers
in our homes, as they come to the end of their lifecycle, with Air Source Heat Pumps
from 2025 onwards. This is 10 years in advance of the Government commitment to
phase out gas boilers entirely in 2035.
We have also committed that no new homes built by Willow Tree Housing Partnership
will have a gas boiler in them from now! This is 4 years ahead of the update to Building
Regulations that will phase gas boiler out in new homes from 2025. We may have
some homes already on site that will still have gas boilers in, but where we can we
are working with our development partners to swap these for Air Source Heat Pumps.
Part of achieving our NZC goals means we are going to have to undertake some pilot
projects to see what works best for us and our residents. We will be in contact with
those residents whose homes we would like to look at for these projects over the
coming months.
OUR OFFICES AND PRACTICES
At our recent staff away day we spent time looking at changes we could make in
our daily working practices and around our offices to help combat climate change.
These ideas included how we can reduce our energy consumption, reduce waste
and, because not all climate change relates to carbon (insect numbers have declined
25% in the UK in the 30 years), the planting of a bio-diversity positive garden at our
Rooksbridge office. We look forward to bringing you details on these changes as we
introduce them.
HOW YOU CAN HELP?
There are plenty of things and small changes that you, our residents, can make
to help tackle climate change in your homes. This can be as simple as turning off
electronic devices when not in use, turning your heating down by 1 degree, or doing
your washing on a cold wash. We will keep bringing you tips on helping tackle climate
change on our social media channels.
We are also looking to do some work with residents to see what your views are on net
zero carbon, what the priorities should be and what innovative solutions can we come
up with to try to meet the target. If you are interested in being involved please give
us a call on 01934 750780 or emailing customerservices@willowtreehousing.org.uk
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ANTI-SOCIAL BEHAVIOUR
(ASB) POSSESSION ACTION

Willow Tree Housing Partnership believes all
residents have the right to enjoy their homes and
have a safe and secure community. To achieve
this Willow Tree Housing Partnership ensure that
those affected as a result of Anti-Social Behaviour
(ASB) are placed at the heart of our service, they
will be our main consideration, their welfare,
safety and wellbeing will be our priority.
In most cases, matters can be resolved by ensuring
good communication between those affected, this
may be a simple as providing advice as to how
to address a matter that is causing a nuisance or
annoyance with the person perceived to be causing
problems.
In addition, there are a multitude of ways to respond
to cases of ASB and we often use a number of
methods, such as mediation, acceptable behaviour
contracts (voluntary contracts between parties
and the Police) and neighbourhood agreements.
Unfortunately, there are cases that are serious and
the only reasonable course of action to pursue a
legal remedy, including the seeking of possession
that can result in a tenant being evicted from
their home. This was the case recently when the
Partnership sought and secured a Possession
Order. The Possession order was gained as a result
of working with our residents in order to establish
the chain of events and evidence of wrong doing.
In this instance, the perpetrator was alleged to be
associated with the use and sale of illegal drugs,
which resulted in behaviour that caused significant
distress to those who lived in the building. We
received reports of visitors acting in a way that was
intimidating, urinating in the communal area and
making noise to disturb others.
Having exhausted alternatives such as seeking
accommodation (for the alleged perpetrator) as a
result of potential cuckooing (the practice of taking
over the home of a vulnerable person in order to
establish a base for illegal drugs, typically as part of
a county lines operation) the Partnership were left
with no option but to commence Possession Action.
A process ensued of bringing together evidence
of tenancy breaches that could be presented to
a Judge who could then make a determination.
On 9th November at Exeter County Court Willow
Tree Housing Partnership were awarded a 14 day
Possession Order, meaning that save any Suspension

Application an eviction will be undertaken on a date
after 23rd November 2021.
This case was serous in nature and has adversely
impacted those who live in the same building as
the perpetrator by causing distress and anxiety.
At Willow Tree Housing Partnership, we will not
tolerate such behaviour and will act decisively when
it occurs.
If you are suffering from ASB please do not hesitate
to contact us, our trained staff are here to advise and
assist you. Alternatively contact the helpline below.

EMAIL admin@asbhelp.co.uk
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CHANGING THE WAY WE DEAL WITH DAMP
AND MOULD - HELP US TO UNDERSTAND
Damp and Mould in your home can be very distressing and have a
negative effect on both your physical and mental wellbeing. This
was highlighted in a recent report by the Housing Ombudsman
“It’s not Lifestyle”. This analysed 410 cases they had investigated
and recommended a change in “culture, behaviour and approach”
by social housing providers and set out 26 recommendations.
We want to look at how we currently deal with this and alongside
residents and outside organisations, agree how our approach can
be improved. We want to know the experience residents have had
with damp and mould, what we could have done differently and
have a protocol setting our new approach.
We will be holding an online event in January and would welcome
residents taking part. This will take place in the evening and if
you are interested or want more information, please contact us at
customerservices@willowtreehousing.org.uk

FIRE SAFETY
You may have read in the local press about the recent fire at one
of our Plymouth properties. Willow Tree Housing Partnership
takes your safety seriously and carries out a series of checks and
inspections to ensure your safety. Here are some tips for you to
improve your safety.
• If there is a fire, do not tackle it yourself and phone 999.
• Speak with your family about an escape plan in case there is a fire.
• Test your smoke alarm every week and change the batteries every
year.
• Always stub out cigarettes properly and dispose of carefully. Do
not smoke in bed, one of the major causes of fires.
• Make sure candles are put out when you leave a room and are not
lit near fabrics and are in a stable holder. Be very careful if having
a candle-lit bath as this can cause fires and damage your bath.
Christmas lights cause 770 house fires every year. The longer that
the lights are left on, the hotter they become. Therefore, leaving
your Christmas lighting on for too long, regardless of whether it’s
overnight or over a longer period during the day isn’t recommended.
Devon and Somerset Fire and Rescue Service can carry out a home
safety visit and can be contacted on 0800 05 02 999.
Cornwall Fire Service also carry out Home Fire safety Checks and
can be found on www.cornwall.gov.uk/fire

COMPLAINTS
Willow Tree Housing Partnership is committed to
providing services that effectively and efficiently
meet residents’ needs. We will listen to resident’s
experiences and respond to comments and
complaints. Sometimes things do go wrong
and when this happens we will work hard to put
things right.

We received
complaints about

Over the last 6 months we have dealt with 12
complaints. Most are about repairs (8) with 2 about
new developments and 1 was about our response
to anti-social behaviour. For example;

What we are doing to address this

Damp & Mould
– Various Issues

We resolved the complaints by carrying out work to the properties.
We are also planning a session with residents and Shelter, a
housing charity, to develop a common response to residents who
have damp and mould issues.

Gas Servicing
Appointments
– Various Issues

We resolved the complaints by liaising between the contractor
and the resident. We are also talking to residents about their
experience of gas servicing appointments and to contractors
about how they can improve the experience for residents

If you are not satisfied with a service we have
provided, making a compliant is easy. You
can call our offices on 01934 750780 or email
customerservices@willowtreehousing.org.uk.
INFORMAL STAGE
Most complaints are dealt with informally by the
person responsible for the service, and we try to
put things right straight away.

STAGE TWO
If you are still not happy with our response, we
have a second stage, where your complaint is
reviewed by a panel made up of a Director, a Board
member, and, if appropriate, a resident from our
Residents’ Group. They review the complaint and
our response to it to ensure that we are following
our procedures and have treated you fairly.
OMBUDSMAN

STAGE ONE
If, after this informal stage you are still not happy
we treat the issue as a formal complaint and a
manager is assigned to address the problem. In
most cases, they will visit you or speak to you by
phone to ensure we have the correct information.
You can expect a final decision about your
complaint within 14 days of making it.

If you are still not happy with our response you can
then go to the Housing Ombudsman who will
review the compliant, how it was handled
and whether we followed our policies. The
Ombudsman can instruct us to put things right,
including compensation, if appropriate.

Dorset and Wiltshire fire service do the same at www.dwfire.org.uk
Gloucestershire fire service can be reached at
www.gloucestershire.gov.uk/glosfire
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RESIDENTS ANNUAL REPORT

Our performance last year and up to the end of September this year is shown below;
Performance Indicator

TOP TIPS FOR A DEBT FREE CHRISTMAS
Christmas is a time of giving, but you don’t want to give yourself a New Year hangover
with extra bills and debts you can’t afford. Its all to easy to overspend at this time of year
so here are some top tips to help you avoid getting into debt.

April-Sept 2021

New properties developed

23

16

Formal complaints received

6

10

Rent arrears as a percentage of the annual rent

3.2%

3.5%

Amount spent on repairs per property

£811

£831 (budget)

16.1 days

6.5 days

Percentage of residents satisfied with repairs carried out

94.3%

97.0%

Percentage of homes with a gas safety certificate

100%

99.9%

Percentage of homes where an electrical test was
carried out in the last 5 years

71.1%

69.0%

Average time taken to complete a repair

1. PRIORITY FIRST - Christmas is a time when we all stretch the purse strings, however,
don’t forget everyday bills such as rent, council tax and utility bills, even though its
Christmas these still need to be paid.

Number of electrical tests carried out

221

250 (Planned)

Number of kitchens replaced

35

40 (Planned)

Number of bathrooms replaced

16

16 (Planned)

2. PLAN EARLY AND SET YOURSELF A FESTIVE BUDGET - People dread the credit card
bills arriving in the middle of January because they are unsure exactly how much they
owe. If you set a realistic budget and stick to it then you can be happy knowing there
won’t be any unwelcome surprises.

Number of gas boilers replaced

35

38 (Planned)

18.8 days

11.0 days

3. KEEP TRACK OF YOUR SPENDING - Statistics show that many people spend more
than 9 months repaying the money they spent at Christmas. Only spend what you can
realistically afford to repay, otherwise you’ll be paying for Christmas well into the New
Year.
4.

SECRET SANTA - You’re not alone in feeling like you don’t have enough money at
Christmas. Speak to your family and arrange a Secret Santa - it’s good fun and saves
money!

5. START PLANNING FOR NEXT YEAR - Everybody knows someone that starts their
Christmas shopping in January and puts it away until December. Well, they’re onto
something there. By spreading out the cost over a larger amount of time you won’t
put yourself under unnecessary mental and financial pressure.
Planning and budgeting are key to avoid getting into debt in the New Year and beyond.
If your spending runs out of control, you can soon find that debt is not only a problem at
Christmas but can become a way of life. Please get advice early if you are worried about
debt.
If you do get into difficulties Willow Tree Housing Partnership can offer help and support
with Debt advice or budgeting, you can contact the Plymouth Office on – 01752 250902
or Rooksbridge Office on 01934 750780.
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2020/21

Average time to relet an empty property

HOW DO I CONTACT WILLOW TREE HOUSING
PARTNERSHIP OVER THE FESTIVE PERIOD?
IF YOU HAVE A MAINTENANCE EMERGENCY WHILE THE OFFICE IS CLOSED,
PLEASE USE THE OUT OF HOURS TELEPHONE NUMBERS BELOW.
Please remember, if your call is deemed not to be an emergency
you will be charged for any callout that you request.
ROOKSBRIDGE OFFICE (SOUTH WESTERN HOUSING RESIDENT)
For all types of heating and hot water, telephone Gregor Heating:
07788 917 044
For all other emergency repairs, telephone Dale Contractors:
08456 033 666
PLYMOUTH OFFICE (TAMAR HOUSING RESIDENT)
If your property is less than 12 months old, then please refer to
your home user guide, otherwise call repairs:
01752 222 333
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OPENING TIMES OVER THE CHRISTMAS PERIOD
Monday 20th December

OPEN

Tuesday 21st December

OPEN

Wednesday 22nd December

OPEN

Thursday 23rd December

OPEN

Friday 24th December

OPEN

Monday 27th December

CLOSED

Tuesday 28th December

CLOSED

Wednesday 29th December

CLOSED

Thursday 30th December

CLOSED

Friday 31st December

CLOSED

Tuesday 4th January 2022 Normal Office Hours Resume
Somerset Office

Devon Office

Telephone: 01934 750780

Telephone: 01752 250902

Eastbridge House
Pill Road
Rooksbridge
Somerset
BS26 2TN

9am - 5pm

Studio 5 – 11
Millbay Road
Plymouth
Devon
PL1 3LF

South Western Housing Society Registered with the Homes & Community Agency L2424. Registered as a co-operative and community
benefit Society with Charitable Status 12664R.
Tamar Housing Society Registered with the Homes & Community Agency L2209. Registered as a co-operative and community benefit
Society with Charitable Status 17390R

Why not join in on social media, give our pages a like? We are active on Facebook and Twitter
with updates on the work we do and regular posts with hints and tips on resident safety
#maintenancemonday, #wellbeingwednesday and #safetysaturday
Is there something you’d like to see, let us know!
www.willowtreehousing.org.uk
Willow Tree Housing Partnership

@willowThousing

DELIVER & GROW

