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We want our customers to be able to contact us easily and in a way that best suits
them.When Helena Housing was set up in 2002 we set out to provide services that
were consistent, accessible, responsive, efficient and local, for all.

Customer behaviour has changed a lot

over the past few years with many people  monitoring visitors to our neighbourhood

now using the telephone or internet to
contact us rather than visit our offices.

Our telephone response service Repairs
Direct was launched in April 04. Under
One Roof launched in February 06. New
rent collection methods at Post Offices,
Paypoints, by direct debit, telephone

and online have been in operation for a
few years,

These changes have made our services
more accessible, improved customer
satisfaction and protected jobs.

Over the past |2 months, we have been

offices.We have found that on average we
receive 30 visitors a day or a visitor every
22 minutes. This is because only 1% of our
customers visit one of our neighbourhood
offices each week.

Clearly the neighbourhood offices aren't as
accessible to the majority of customers
which is why we now intend to introduce
more local access points in and around our
neighbourhoods.

The new services we are about to launch
will give customers more options on how
and when to contact us. These changes are
explained in the rest of this newsletter.

Celebrating five years of Quality Homes, Quality Services, Quality Communities



Introducing One Call

- a single contact number for all your needs

Tenants have told us that using the telephone is by far the most convenient
way of contacting us. Because of this we are launching a new, improved and larger
customer response centre on March 3 |st. This will be known as One Call.
Once One Call is launched, you should call 01744 637383 every time you want to

get in touch with Helena.

The main difference between One Call and
Repairs Direct is that One Call can respond
to enquiries about all housing issues.

To avoid confusion we're keeping the Repairs
Direct number that many of you have become
familiar with, 01744 63 73 83, but now instead
of having different numbers for the different
services we operate, you will just have to
remember this one.

One Call will be open from March 31st.
Here are the opening times:
Monday to Friday, 9am to é6pm

Outside these hours and over the weekend
you are now able to call with enquiries about
any aspect of our service, as well as report
emergency repairs and anti-social behaviour.

From March 31st, you will be able to call us
outside standard office hours and at the
weekend with all general housing queries, not
just to report repairs. A company called Orbis
provide this out of hours service on our behalf.
They do this nationally for many clients and
have been handling our emergency repairs calls
for the past three vears.

In the case of One Call, one telephone number
will not mean one queue.When you call we'll
allow you to select the service you want by
pressing |, 2 or 3. This will reduce waiting times
and ensure you are put through to somebody
skilled enough to deal with your call.

One Call launches on March 3Ist - call 01744 63 73 83



Local access points

and home appointments

We've offered home appointments for several months which have proved very popular.This is ideal if you
need to discuss something private or confidential. If you would like to make an appointment in your own
home with your neighbourhood officer, just get in touch with One Call and we will arrange this for you.
From the end of March a range of new local access points will be available across our neighbourhoods.
These will provide customers with improved local access to our staff. Local access points are based in
convenient community venues. Details of these are below.

Area 3 — Blackbrook, Newton & Haydock

Our neighbourhood office at Earlestown Town Hall, Market Street, will close to the public on Thursday March 6th.
The neighbourhood team based at the Town Hall will move to our Derbyshire Hill office on Newton Road on
Friday March 7th. Normal neighbourhood services will be available from Monday March 10th onwards.

Neighbourhood Office Address Day / Time

Derbyshire Hill 193 Newton Road, Derbyshire Hill Mon, Tues, Thurs & Fri, 9am to 5pm
Wed, 9am to 4pm

Local Access Points - These will open from week beginning 3rd March

Estate Address Day / Time

Earlestown Maritime Housing Office, 4| Haydock Street Mon & Fri 9.30am-12.30pm
Earlestown Crownway Community Centre, Crown Street Tues &Wed, | pm-3pm
Fairbrothers FETRA office, 24 Frawley Ave Thurs |0am-midday
Wargrave, Newton Community Centre, Park Road South Thurs |pm-4pm

Bradleigh Road &

Catherine Way

We are working with local people, Tenants’ and Residents’ Associations and Buddy Groups to identify new
locations for access points. When we have details of new local access points opening we will get in touch with
tenants on affected estates — if you've a suggestion for a local access point then please let us know.

Contact us

Here are the names of the local staff in your area:

Neighbourhood Manager Fairbrothers Blackbrook, O'Sullivan Crescent
Nigel Yates Paul Humphreys Kevin Waring

Assistant Manager Wargrave Neighbourhood Assistants
Jeff Keenan Maureen Wilson Joan Ward, Joanne Hatton
Neighbourhood Officers Haydock Huntsman & Haydock Estate Caretakers

Bradleigh Road, Brunswick Road Central Jimmy Falcous, Graham Fullerton
Donna Gordon Joanne Dawson

Common Road, Earlestown Elizabeth Road, Vista Road

David Adair Kurrita White

One Call launches on March 31st - call 01744 63 73 83



Have your say

We've already started to get your views on this. So far we've spoken
several times with Communities Together; a group of people with
representatives from all of our tenants and residents associations and
buddy groups.VWe've also held sessions with people living in the areas
that will see the most changes to services, and with local councillors.

Everybody should be given the chance to have their say so now it’s
your turn. Once you've finished reading this newsletter, let us know if you
have any comments about One Call or ideas for new local access points.

You can tell us what you think using the following methods:
Email feedback@helenahousing.co.uk
Call 01744 637383
Write to  Colin Ward, Head of Customer & Information Services,
Helena Housing, Alexandra Park, Prescot Road, St Helens, WAIO 3TT
Text 07766245492

Contact us

Here are the ways you will soon be able to access our services:

* Until March 30th contact Repairs Direct on 01744 637383
* From March 31st contact One Call on 01744 637383
* Face to face at local access points

* Face to face by talking to Neighbourhood staff, Estate Caretakers and our Building Services
team when they are in your home or out and about on your estate.

* Online 24 hours a day, 365 days a year at www.helenahousing.co.uk — don't forget you can
pay your rent and report repairs or anti-social behaviour online

Did you know that we can arrange to have Helena Headlines printed in a different language,
Braille, and in an audio format?

If you know someone that would benefit from this service then please call the Corporate
Communications team on 01744 675708 or ask any of our staff.
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