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Welcome to
The festive season is well and truly upon us, and 
we’re bringing you sleigh loads of useful information 
for the holidays. In this issue you’ll find some 
seasonal recipes (page 30), tips about universal 
credit (page 24),fire safety during the holiday 
season (page 18) and some wellbeing pointers 
(page 14-15) for 2018, as well as other news and 
stories, including the first make a difference awards, 
honouring those special people who make a real 
difference in your communities. 
This issue also includes our annual performance 
report, with lots of facts and figures about what 
we’ve done well and what we need to improve on.  
We’re also delighted to announce that our brand 
new website will be launched on 20 December. 
We’d love to hear your views. Email us or call if you 
have any feedback, we can use this to make the  
site even better next year.  Read more about the 
new site on page 31.
As it’s the holiday season, our offices will be closed 
from 5pm on the 22 December and will reopen on 
2 January at 8.30am. If you have an emergency 
during this time, you can contact our out of hours 
team on 01225 715 999. 
So, all that’s left to say is Happy Christmas from 
everyone at Selwood Housing Group. See you  
in 2018. 

7 8 11 31

Repairs helpline
T: 01225 715 715 option 1

E: repairs@selwoodhousing.com
W: www.selwoodhousing.com/repairs

Emergency helpline
T: 01225 715 999

T: 01225 792 500
W: www.learningcurve.org.uk 
 facebook.com/learningcurve4u

 twitter.com/LearningCurve2

Jo Morrison 
Customer support team  
manager & guest editor

T: 01225 715 913 
E: workingtogether@selwoodhousing.com

Get surfing
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Meet our new 
chair of the board
I am delighted to introduce this seasonal 
edition of working together. I’d also like 
to take this opportunity to introduce 
myself as the new chair of the board. 

My earliest memory as a child is moving into 
our first council house and before becoming 
involved in social housing, I had a varied career in 
the finance and pensions industries. After retiring 
I became a voluntary director at Sovereign 
Housing Association, and worked with one of 
their tenants’ associations in Devon. 
When the chance to join the Selwood Housing 
board came up six years ago, I felt I’d be able to 
use my experience to really make a difference.  
I was elected as chair of the board earlier this year, 
and am really looking forward to working hard 
to push through some exciting initiatives over 
the next 18 months. Most importantly, I’m really 
interested to hear your views about your homes 
and the service you receive. 
I’d also like to welcome a new board member, 
Claudia Bailey. Claudia, a tenant from Trowbridge 
joined the board after a recruitment process in 
the summer. 

Brian Cosstick 
Chair of the board

Your news
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11   On your doorstep 
Watching out for the kids  

18   Hammer it home  
Fire safety advice

20   A day in the life... 
Maintaining your home

22   Money advice 
Universal credit and home insurance tips

28   A little respect 
Keeping cuckoos at bay 

Your say
8   Make a difference 

Our Make a Difference Awards 

16   Your story  
Daisie-Mae tells us her story 

27   Yours sincerely  
Great stories from your homes  

Your life
6   Kids club 

Keep the kids busy!

14   Health & fitness 
Your wellbeing in the New Year

30   Chef’s kitchen 
A recipe for the main event! 

31   Get surfing  
Our new website is here!

32   Coffee break    
Win £20!

Brian Cosstick with former chair Alison Christy 
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Changing rooms 
Following its £1m refurbishment, 
Bell Orchard in Westbury has been 
officially opened. The revamped 
scheme features 12 extra care 1-2 
bedroom retirement apartments, 
communal gardens, guest bedrooms, 
lounge and kitchen with support 
provided on site. 

Chuck Berry, cabinet member for housing 
at Wiltshire Council (left), officially opens 
Bell Orchard with Selwood Housing Group 
CEO Barry Hughes (right)

Development 
news
Back in our summer issue we shared that we were 
on track to build 200 homes this year. 

So it’s great news that we’re outdoing ourselves 
and will be completing around 250 homes 
across Wiltshire, Mendip, Bath and surrounding 
areas in 2017/18, with the majority of these 
being social housing.

Development director Paul Walsh shared: “Access 
to affordable social housing is key in building 
sustainable communities. With the increasing cost 
and unpredictability of privately rented properties, 
affordable rented housing is in constant demand 
for lots of people – working families and those 
who’ve retired, as well as many others.”

With a further 200 new properties planned for 
2018/19, Selwood Housing will support more 
people in having a stable and affordable home.

Finally, earlier this year the development 
team was nominated for eight LABC (local 
authority building control) awards! Ranging 
from best adapted home to most sustainable 
development – a great acknowledgement for 
the team’s hard work. 

Resident Mr. Smith said “My room is 
unbelievable and there is so much space.  
They are a lovely bunch of people here.”

The refurbishment is part of a move to 
develop an additional 1,000 extra care homes 
in Wiltshire by 2026, enabling older people to 
stay in their own home and continue to be 
part of their local community. 

Selwood Housing’s Barry Hughes commented 
“it’s great to see the completion of the homes 
at Bell Orchard, which was made possible 
thanks to our partnership with Wiltshire 
Council and Somerset Care. The homes and 
the care and support that comes with them 
will make a real difference.” 

Our development team celebrate 
their LABC awards success
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housed in 142 new  
energy-efficient homes

satisfied with overall quality of  
your new build home 

90% happy  
with bathroom

87% happy  
with kitchen

89% happy with 
communal areas

These were run down 
and unsightly. 175 new 

affordable homes built on 
the vacant plots

Regenerated garage sites

Including 32 shared 
ownership houses 
helping families to get 
on the property ladder 

The profit will be invested into building 
more affordable homes

Our long term aim is to build

2 Cottsbury Homes built and sold  
on the open market for 

Boiler replacement programme increased 
energy efficiency of 109 homes.  
New heating systems should reduce 

energy costs by 30% 

516

53

people

93%

3,064 houses
1,104 flats

283 bungalows
1,429 sheltered housing

276 other (care homes etc.) 

homes 

We’ve got over 300 more homes 
in the pipeline. We’re on track to 

build 200 homes a year by 2018

We have  

6,156  
homes

since 2007

over
£400,000

in total

12 Cottsbury Homes 
per year
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 Festive fun! 
Keep the kids amused during the winter break 

with this easy, creative and budget-friendly 

crafting project.
You only need basic craft materials to make 
these jolly paper tree garlands a reality.

Once they’re assembled let the kids go  
to town with decorating the house with 
them. They look great strung up alongside 
hanging cards.

You will need:

• A pack of A4 green paper sheets 

• paper scissors       • pencil       • glue

 Step 1  Fold one sheet of paper in half 
lengthways and cut along the folded edge  
to make two blank half sheets of A4. (Keep 
one long blank for the next section of the 
paper chain).

 Step 2  Fold up the paper into two, fold 
again so you end up with four equal sections. 

 Step 3  Unfold and refold into a concertina 
shape.

 Step 4  Let the kids loose with a pencil and 
guide them to draw a Christmas tree design  
in pencil on top of the small folded sheets  
of paper. 

The tree needs to fit on a quarter sheet of A4 
and the branches of the tree need to fit the 
sides of the paper with the trunk drawn to the 
bottom – use the images as a guide.

 Step 5  Draw your Christmas tree design in 
pencil on the top of the small sheets of paper.

 Step 6  Cut out the tree shape (an adult will 
need to supervise this).

 Step 7  Create another garland and glue the 
two together. Make as many as you like! 

6 www.selwoodhousing.com

 Cutting out the trees  

 from the pencil design 

 The finished article! 

 Starting  
 with the trunk  The branches 
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 Get baking  
 this Christmas! 
Keep the kids busy during the holiday with this 

simple gingerbread decorations recipe. Perfect 

for hanging on the tree or for giving as presents!

Preparation time: 30 mins to 1 hour

Cooking time: 10 to 30 mins

Ingredients: (makes 20)

350g/12oz plain flour, plus extra for rolling out

1 tsp bicarbonate of soda

2 tsp ground ginger

1 tsp ground cinnamon

125g/4½oz butter

175g/6oz light soft brown sugar

1 free-range egg

4 tbsp golden syrup

To decorate

Writing icing, cake decorations

Method
1  Sift together the flour, bicarbonate of soda, ginger and 

cinnamon and pour into the bowl of a food processor. 

Add the butter and blend until the mix looks like 

breadcrumbs. Stir in the sugar.

2  Lightly beat the egg and golden syrup together, 

add to the food processor and pulse until the mixture 

clumps together. Tip the dough out, knead briefly until 

smooth, wrap in cling film and leave to chill in the fridge 

for 15 minutes.

3  Preheat the oven to 180C/350F/Gas 4. Line two baking 

trays with greaseproof paper.

4  Roll the dough out to a ½cm/¼in thickness on a lightly 

floured surface. Using cutters, cut out the gingerbread 

shapes and place on the baking tray, leaving a gap between 

them. For decorations, use a skewer to make a small hole in 

the top of each biscuit.

5  Bake for 12-15 minutes, or until lightly golden-brown. 

Leave on the tray for 10 minutes and then move to a wire 

rack to finish cooling. When cooled decorate with the 

writing icing and cake decorations. 

You will need:

•  cookie cutters  
(any shape you 
choose!)



Ruby Horne (left) is presented with her outstanding 
adult learner award by Rebecca O’Neil (right) 

Lesley Horne (centre) is presented with her award by 
Chorin Taviner (left) and Amée Dewitt (right) from the 
Involvement & Improvement team at Selwood Housing

8 www.selwoodhousing.com

And the winners are....!
Celebrating our neighbourhood stars at the first Make a Difference Awards

On Wednesday 12 July, we hosted our first 
Make a Difference Awards, to say a big thank 
you to people and groups who make our 
communities great places to live.

Andrew Rose, winner of the good neighbour award 
for Bradford on Avon, said, “I’m not one for words 
but thank you Selwood Housing for doing this.”

“There is a lot of good work that takes place 
in our communities and we felt it was really 
important to say thank you to some of the many 
people who do this often in a very quiet way”, said 
Chorin Taviner, awards organiser. 

After the presentations, all guests enjoyed a  
BBQ and refreshments.

Lesley Horne, winner of the 

community together award.

There were five categories of award presented – 
the young person’s award, the good neighbour 
award, The Learning Curve outstanding learner 
awards, the inspiring involvement award and 
the community together award.

Jim Kirkland, our winner of the good neighbour 
award for Trowbridge shared “It was quite 
unexpected to have been nominated, we do 
what we can.” 

“Thank you Selwood Housing for  

 this award and for supporting  

 the community. I had to ask  

 myself ‘why would anyone vote  

 for me?’ I’m just doing something  

 that I love, supporting the  

 Seymour community hub.” 
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Our full list  
of winners
Ashton Griffin 
Young person’s award

Jim and Petra Kirkland 
Good neighbour award, Trowbridge

Bob and Victoria White 
Good neighbour award, Melksham

Beryl Doherty 
Good neighbour award, Warminster

Andrew Rose 
Good neighbour award, Bradford on Avon

Peter Kent 
Good neighbour award, Westbury

Ruby Horne 
The Learning Curve, outstanding adult 
learner award

Michael Evans 
The Learning Curve, outstanding young 
learner award

Andrew Halliday 
Inspiring involvement award

Lesley Horne 
Winner, community together award

Catherine Pilling 
Runner-up, community together award

Melksham and  
district seniors forum, 
Runner-up, community together award

Ruby Horne, winner of the 

outstanding adult learner award.

You can find photos of all of our winners on 
our website at www.selwoodhousing.com/
makeadifferenceawards. 

“Thanks so much to The Learning  

 Curve. I really am proud, which  

 is something I’ve never been able to  

 feel for myself before all the groups  

 and courses. My life has changed  

 so much and it’s amazing!’’ 

Do you know someone you  

would like to nominate for the awards 

next year? If so drop us an email at 

makeadifference@selwoodhousing.com
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New working together magazine 
contract saving over £9,000 per year 

in design, print and mailing costs 

We are making improvements to our 
estate inspections and planned 

maintenance programme 
following recommendations from 

scrutiny team reviews

Using email rather than post/home visits 
to contact/consult with customers

Satisfied with opportunities  
to get involved

We’ve started running customer 
consultations online so more of you 

can give your opinion on projects that 
impact you

told us what you think of how we let 
our homes, tenancy fraud and the use of 

mobile CCTV cameras to reduce ASB 

You also shared your thoughts and ideas 
at our “Meet the chief” open mornings 
held last May in Trowbridge, Bradford-
On-Avon, Melksham and Warminster

satisfied overall with  
Selwood Housing’s services.

Our new telephone surveys are run 
independently by the Customer Service 
Network so you can tell us in confidence 

what you really think 

of you say Selwood Housing is  
good at keeping you informed

89%

86%

saved over 

£7,500 66%
2015-16

79%
2016-17

Over  

1,000
customers

10 www.selwoodhousing.com



Taking place in Potterne Scout HQ for two 
weeks in June, year 6 pupils from 50 schools  
in Wiltshire learnt how to avoid dangerous 
situations and how they can help make their 
communities safer by being ‘good citizens’. 

Staying safe
Our role at JGC, along with Aster Housing, 
was to run Hazard Alley, a specially built 
structure that represents a true to life 
alleyway on an estate. “The aim of the alley 
is to help pupils learn to be aware of their 
surroundings,” Amée Dewitt, Community 
engagement facilitator for our involvement 
& improvement team explains: “We teach 
them how to stay safe in an unfamiliar and 
potentially unsafe place, but also to be 
respectful of the people that live there.”

Selwood Housing joined forces with organisations including Wiltshire 

Police, Wiltshire Council, Dorset and Wiltshire Fire and Rescue Service 

and British Transport Police to run interactive sessions for this year’s 

Junior Good Citizen (JGC) programme. 

Following the right path! 
As well as Hazard Alley, the pupils learned 
about scenarios such as staying safe online, 
fire safety, road safety and railway safety. The 
children also had a visit to the Prison No-
Way van, which features a replica prison cell, 
to show the consequences of committing 
crime. “JGC helps pupils pick up valuable life 
skills and helps teach them to be responsible 
citizens,” Amée says. 

Learning how to be  
a good citizen 

11

PCSO Elizabeth Harmsworth 
shows pupils the inside of a cell 

Amée Dewitt from the involvement and 
improvement team with the children in Hazard Alley

“We teach them how to stay  

 safe in an unfamiliar and  

 potentially unsafe place,… 
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32 
days

2016-17

We spent £5,950 on estate agent fees, 
offered £250 rewards to help tenants move, 
and now have a special lettings coordinator 

for difficult to let properties

Average days to let an 
empty property 

50 
days

2015-16

Average cost to get an empty 
home ready for new tenants 

£1,890

£1,400

2015-16

2016-17

Current tenant arrears 

£482,000£634,000
April 2017April 2016

We’ve kept to our standards and use all 
our own operatives. Average time to get 

an empty property ready to let

fell from £60,000  
to £44,000 

satisfied with our 
allocations and lettings 

process 
99%

88%

319 
homes let 
last year

dropped 
from 16 to 
10 days

Starter tenancy arrears also 

As part of our zero tolerance to arrears we 
improved our collection procedure, so we 

can get to the root causes earlier
think your rent charge is 
good value for money

12 www.selwoodhousing.com

saving us

£59,000
2016-17
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Fit and Fed!

Getting active!

Run as part of a national sports charity 

called Street Games, Fit and Fed is a 

progamme which aims to encourage 

families to be more active and eat healthily 

during school holidays. The sessions were 

held at Studley Green primary school over 

two days in August and run for free by 

qualified sports coaches and trainers. We 

saw over 40 local people getting involved 

and trying the new sessions out and the 

great news was that over 50% attending 

were Selwood Housing customers! The 

sessions involved lots of sports activities 

for families to take part in together, advice 

on healthy eating and meal planning on a 

budget and ended with everyone working 

together to create a meal for the whole 

group to share. 

Striking the right balance 

Dan Bethell, para badminton British number 

one, world number two and European 

champion, went along to one of the Studley 

Green events to offer inspirational advice 

and mentoring to the children attending. 

Dan said: “I’m delighted that I was able to 

take part in this programme. I know the 

importance good nutrition and activity 

plays in my life on my pathway to the Tokyo 

Paralympics in 2020. The Fit and Fed project 

helped to support families to learn new skills 

and balance both aspects.” 

Our involvement and improvement team helped keep the 

kids busy over the summer. Two action packed days were 

run alongside Wiltshire Council with help from a number of 

organisations, including, Studley Green Primary school, The 

Learning Curve, Tesco Farm to Fork and Active Trowbridge. 

Children learned how to  
cook a healthy meal

Dan Bethell demonstrates how to keep active 



A positive start to 2018 
We’ve been thinking a lot about our wellbeing recently, and we 

wanted to share some of our tips for a great start to 2018. 

Taking a step forward
Keeping fit and active is really important 
to having a healthy mind and body. By 
regularly getting out into the fresh air and 
exercising, you can significantly improve 
your wellbeing. Things like cutting down on 
smoking and drinking can also have a really 
positive impact on your health.

There are lots of free ways to keep fit. You 
could try walking or cycling a route you 
usually drive, or try an outdoor gym at  
your local park. You could combine 
exercising with meeting new people –  
for example, joining a walking group in  
your area. To find a walking group near  
you, visit www.ramblers.org.uk.

Eat well 
The New Year is a great time to make some 
small changes to improve your health. Eating 
more healthily and including more fresh 
foods in your diet can boost your immune 
system and help your health and wellbeing. 
For tips on how to eat healthily, visit www.
nhs.uk/Livewell/Goodfood. You can also 
download the Easy Meals app for meal ideas 
and healthier versions of the food you love. 

Limit your screen time
Spending too much time in front of the 
TV, tablets and mobile phones can have 
an impact on your physical health and also 
your sleep pattern. Try and keep an eye on 
how much time you spend in front of a 

14 www.selwoodhousing.com



screen and take regular breaks whenever  
you can. Sitting down for too long can 
also be bad for your health, so make sure 
you move around as much as possible 
throughout the day. 

Get a health MOT check 
The NHS writes to adults between 40-75 
for a free health check every five years. An 
NHS Health Check is for people who don’t 
have a pre-existing condition, and can help 
spot early signs of conditions such as kidney 
disease, heart disease and type 2 diabetes. 
You can also take a look at the Health Test 
website to help you make some healthy 
changes. www.healthcheck.nhs.uk/

Blood pressure (BP) – you can use a home 
monitor (available in most pharmacies), 
ask a Health Trainer to take it at one of our 
library drop-ins or get it checked at your  
GP practice.

Get some support 
If you aren’t sure where to get started, 
Wiltshire Council Health Trainers are here to 
offer a helping hand. Their service is open to 
anyone over 18, and works with people in 
the community to build up confidence and 
help them achieve their goals. Visit www.
wiltshire.gov.uk/public-health-trainers for 
more information.

Deborah Griffin, Wiltshire Council  

Health Trainer.
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Take time for yourself 
Life sometimes passes by so quickly we don’t 
get a chance to look after ourselves properly. 
Take time to step back from daily pressures 
and do something you enjoy. 

Give some time 
Being involved in your community can  
really make a difference to your wellbeing 
and self esteem. Volunteering for a local 
community organisation or charity can  
help you meet people, make a difference  
to your area and help you build on your skills. 
A good place to start looking for volunteering 
opportunities is www.do-it.org and  
www.volunteeringmatters.org.uk/want-
to-volunteer, or search ‘get involved’ on our 
website www.selwoodhousing.com.

Look out for the people around you 
Sometimes life is so busy we forget to 
stop and notice if someone close to us is 
struggling. If you can, take time to check that 
a family member, friend or neighbour is doing 
OK and if you can offer a helpful ear. Just a 
simple act of kindness can go a long way. 

 “As dedicated health trainers, we  

 can help assist you every step of the  

 way to achieving and maintaining  

 your goals. However big or small  

 these may be, we can help support  

 you to increase your self confidence  

 and motivation and make positive  

 lifestyle changes.”  
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Daisie-Mae, a former Silcoa apprentice, tells us about 

how the role made a positive difference to her life. 

New beginnings

Nathan, award winner, Debbie, Daisy-Mae, 
Karen, from the Missing People charity, 
Trudi (Daisie-Mae’s boyfriend’s Mum)

was asked to move out. After spending a night 
sleeping on the street, a friend’s mum agreed she 
could stay with them. 

Soon after, charity Missing People visited Daisie-
Mae at school, where she was able to talk about 
everything that was going on. She was able to 
give her side of the story. “They were the first 
people who supported my decision not to 
return home and didn’t make me feel judged.”

Landing a dream role
Daisie-Mae left school at 16, and went to college 
to get her A levels. She had a social worker who 
regularly sent her job ads – one of which was for 
an Admin Apprenticeship with Silcoa.

“Many 16 year old girls may not have taken an 
interest in a repairs and maintenance company, 
but I had a different perspective. Having lived in 
a hostel for a year and then lodgings, I knew the 
importance of a trusted repairs service and of 
looking after social housing. We don’t all have a 
choice over exactly where we live.” 

After a two-stage interview, Daisie-Mae received 
the exciting news that she’d got the job! 

Reported missing
When Daisie-Mae was eight, her Mum passed 
away unexpectedly, leaving her in her Dad’s 
care. When her Dad’s new girlfriend moved 
in, tensions started to build and this resulted 
in Daisie-Mae making the difficult decision at 
aged 14 to leave home. 

“Dad didn’t approve of my new boyfriend who 
was older than me, and we had a big show 
down. I packed my bags and ran away. I was 
petrified but I wanted to take control of my 
own life.”

Reported as missing, she was quickly picked up 
by the police and returned home. However, as 
soon as the police left, Daisie-Mae was back 
out of the door. She moved in with her sister 
for a few weeks, but following an argument she 

 …Having lived in a hostel for a  

 year and then lodgings, I knew  

 the importance of a trusted  

 repairs service… 
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Giving something back 
In her spare time, Daisie-Mae is passionate about 
helping Missing People raise their profile and has 
participated in radio and magazine interviews, as 
well as a Comic Relief campaign.

The need for the charity continues to grow - 
Daisie-Mae wants to make people feel better in 
what is a difficult time for everyone involved.  
“I want to give others hope and help them see 
no matter what’s happened you can move 
forward – nothing is the end of the world.”

Missing People
Missing People is a national charity that offers 
a lifeline to 250,000 people who run away and 
go missing each year in the UK. 

They listen in confidence and support  
missing people and their families to explore 
their options and, where possible, to 
reconnect.

For those left behind they provide specialised 
support and help search for their missing 
loved ones.

If you know of someone who is missing, or 
who wants to talk, call or text the Missing 
People helpline on 116 000.

Find out more at www.missingpeople.org.uk 
or follow them on Twitter and Facebook. 

“I was so happy, it was the job that I really 
wanted but I didn’t want to get my hopes up 
too much, so it was really exciting!”

The role was different to how she had expected. 
“I thought I would be doing all of the jobs 
that nobody else wanted to do. However that 
wasn’t the case - I was given lots of responsibility 
planning operative’s work and diaries. I don’t 
think I’ll ever get bored here! There are so many 
opportunities.”

Daisie-Mae’s advice for anyone considering an 
apprenticeship is to “go for it! Start by applying 
for roles that you think you will enjoy. You also 
have to big yourself up - no point in being shy 
(although I do find this hard!)”

Missing People recently acknowledged Daisie-
Mae’s charity work by awarding her a young 
hero award at their Find Every Child Awards.

Moving forward 
Reflecting back on everything that’s happened, 
undertaking the administrator Apprenticeship 
has given Daisie-Mae much more confidence. 
What she has achieved is all from her own hard 
work. “When I left home some people thought 
that I wouldn’t amount to much, however I’ve 
just turned 18 and I’ve got a good job, my own 
home, friends and a sense of pride. Life is pretty 
good right now.”

Following her apprenticeship with Silcoa,  
Daisie-Mae now has a new role with the  
Value Works team.
Good luck Daisie-Mae! 

Trudi and Daisy-Mae

 …I was given lots of responsibility  

 planning operative’s work and  

 diaries.  



Staying safe over  
the festive period 
Christmas can be such a busy time, 
with decorations, present buying 
and relatives visiting. So it’s really 
important to make sure your home  
is safe. 

We’ve put together a few tips with Dorset & 
Wiltshire Fire and Rescue Service (DWFRS) 
to help you and your family to stay safe over 
the festive period. 

• Check the battery on your smoke alarm 
every week and make sure it is working 
properly. 

• Vacuum out your alarm every three 
months using the soft brush to keep it free 
of dust and cobwebs. 

• Be careful where you place your  
Christmas tree – don’t put it too close  
to a fire or heater.

• Check your Christmas tree lights conform 
to the British Standard. If they don’t, they 
could cause a fire risk.

• Switch off Christmas tree lights overnight 
and when you are not at home. Christmas 
tree lights can start fires if they are left on for 
long periods of time.

• Christmas decorations are very flammable 
– don’t put them too close to lights, heaters, 
fireplaces or candles.

• Make sure you switch off electrical 
appliances when you’re not using them, 
unless they are designed to stay on.

• Be careful not to leave cooking 
unattended. Most fires start in the kitchen.

• Keep candles, lighters and matches out of 
reach of children at all times.

• Take the time to check on elderly or 
vulnerable relatives and neighbours this 
Christmas, and make sure their homes are 
fire safe. 

Paul Pieri, DWFRS Fire Safe & Well Advisor

“We work alongside neighbourhood  

 managers to carry out joint visits  

 and help to protect your home from  

 fire. If you are worried about fire  

 safety, or to see if you are eligible  

 for a free Safe & Well visit, you can  

 contact the DWFRS Safe & Well  

 team on 0800 038 2323 or visit  

 www.dwfire.org.uk/safety-at-home.”  

18 www.selwoodhousing.com
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Emergency repairs 
completed on time

You think our operatives are

After the Christmas holidays we had a 

rush of jobs and operative resources were 

stretched. We’re making plans to stop this 
happening again next year 

Average repair time 

12.5 
days

17.3 
days

2015-16 2016-17 

88% of you are 
satisfied with your 

last repair

93% satisfied 
with quality of 
material/parts

96% satisfied 
with workmanship

 to homes (2016-17) 

to maintain your 
neighbourhoods

Average  
3.1 repairs  
(per home)

19,473 repairs

1,136  
other repairs

The number of jobs completed per 
operative also increased from  

3.7 to 4.1 a day. We got faster and 
cheaper by using a better system to 
schedule appointments, and making 

sure operatives have the right materials 
to do the job on the first visit.

of you thought we did it 
right first time

Better waste control  
means only 1.2% of Silcoa’s raw 

materials go to landfill

£144 
2015-16

£135 
2016-17

Average repairs cost

2015-16 2016-17

98%93%

Saving 
£50,000 

2016-17

98% 
Pleasant and 

polite

97% 
Clean and  

tidy

87%
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Silcoa is part of the Selwood Housing Group. When you call us 

about a repair in your home, it will be an operative from Silcoa 

who will come out to see you. working together met  

gas engineer Jonny Bolton.

20 www.selwoodhousing.com

Jonny Bolton talks  
boilers and ballet lessons

A new role 
After spending 12 years in the army, Jonny came 
to Silcoa as a gas engineer six months ago.  “My 
role at Silcoa is a big change from being in the 
Army, although the days are very structured so 
feel similar.” he says. 

Telling us about his average day, Jonny explains: 
“My day starts quite early, with my first 
appointment at 8am. We cover 6-8 jobs a day, 
finishing up around 5pm. I carry out regular 
service maintenance and gas repairs, including 
working on boilers and oil systems.” 

Jonny Bolton in his role as  
a gas engineer for Silcoa

Jonny back in his army days 
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Solving problems
Our teams at Silcoa deal with a whole range of 
maintenance in your homes, so they are always 
prepared for a varied, busy day.  “I really like that 
my job is so versatile – each day is different. I never 
know until that morning what I’m going to be 
working on.” 

Teamwork 
Customer service is a top priority for Silcoa, and 
teamwork is all part of making this happen. “You 
get a support network at Silcoa you wouldn’t get 
if you worked for yourself,” Jonny explains. “All the 
engineers support each other and we talk over 
particular problems, and the support at the office 
is really good too. Customer satisfaction is really 
important, so we all work together to achieve this.”

Dad duty 
When he’s not out fixing our customer’s homes, 
Jonny spends his time looking after his daughter. 
“My wife works at weekends, so I am pretty 
much on dad duty - travelling to soft play, ballet 
or some other activity!”

We are always on the look out for talented  
gas engineers, if you fit the bill or know  
someone who does please keep an eye on  
our new website here for the latest vacancies: 
www.selwoodhousing.com 

Join Jonny working at Silcoa

 “I enjoy fault finding and finding  

 a solution when something isn’t  

 working. It’s really satisfying to  

 be able to fix the problem for  

 the customer.”  Use your skills 
to make a 
difference!
Are you a skilled tradesperson 
looking for your next opportunity, 
or do you know someone who 
might be? We’re especially looking 

for gas engineers.

Join us at Silcoa! 
We offer you a competitive salary, a vehicle 
for business use, a pension and many more 
employee benefits. We also provide on the 
job training, helping you to stay at the top of 
your trade.
To find out how you can join us,  
give us a call on 01225 715666 or  
visit www.selwoodhousing.com/jobs. 

If you need to report a repair or 

maintenance issue at your home,  

call us on 01225 715715 option 1, visit the  

www.selwoodhousing.com website or  

email repairs@selwoodhousing.com
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Contents insurance 
Question: how many of the following 
items are you legally responsible for 
as a tenant?

• Damage to fixed glass in windows and doors

• Lost or stolen keys

• Damage to sinks and toilets

• Water damage caused by a neighbour’s  

burst pipe

Answer: All of the above.

This is why having some form of contents 
insurance is just as important for our customers, 
as people who may privately rent or own their 
own home. 

The good news is that Selwood Housing 
customers can use the My Home, contents 
insurance scheme, which is specially designed  
for tenants. 

This My Home contents insurance policy brings 
peace of mind knowing that furniture, belongings 
and decorations are insured against a range of 
potential incidents.

Unlike other contents insurance options,  
My Home offers:

• Flexible, regular pay-as-you-go payment options

• No excess (you do not pay the first part of  
the claim)
• You do not need to have a bank account
• You do not need to have special door or 
window locks
Optional extras are available for an additional cost 
such as cover for personal possessions away from 
the home, wheelchairs and mobility scooters, 
hearing aids and to cover garden sheds, garages 
and greenhouses.

Basic cover can be quickly arranged, with flexible 
and affordable payment terms via cash, card or 
direct debit. You just need a clear rent account. 
Payments are then made with your rent. 

To find out more:
W: www.selwoodhousing.com  
and search for ‘My Home’ 
T: 01225 715 715 
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This will be gifted back 
to the Selwood Housing 
Group to improve your 

homes and communities

By reducing overheads and doing more  
work in-house Silcoa made a

Tenancy sustainment team 
helped our tenants claim 
back over £63,000 in 
lost benefits and other 

entitlements and reduced 
the rent debt owed to us 

by nearly £10,000 

Procurement process 
Helps save money on our contracts,  

for example:

saved on lease costs with new  
Silcoa vehicle contract

Over the next 2 years 
the new mobile phone 

contract

Last year for every £1 we spent 

36p 
New homes

9p 
Repairs

14p 
Other costs  
(including  
depreciation)

12p 
Office staff  
and overheads

7p 
Managing  

 your home 
and services

7p  
Interest

15p 
Planned 
maintenance  
and major work

We use credit reference agencies to trace 
debtors and took 44 former tenants to 

court last year

£44,000
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£54,000  
2015-16

£138,000   
2016-17

New sheltered alarm/
Lifeline monitoring 

contract 

profit 
2016-17

a year

saving

£30,000 

Arrears collected  
from former tenants

Nearly

£30,000

saving 
£25,000
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Don’t get caught out! 
If you are claiming Universal Credit, it is 
really important to make sure that the 
names on your tenancy agreement are 
up to date. 

If your tenancy has two people listed on it, 
but one person has moved out, this might 
affect your claim. 

If the DWP think that the other person  
still lives at your address they might not  
pay you all of the money that you are 

entitled to. It is really important to do this as 
quickly as possible after someone moves out 
of your address. 

Did you know  

it is now free to call the 

Universal Credit helpline? 

Contact them on  

0345 600 0723. 

Debt busting!
Five tips to avoid debt 

1. Check if you’re claiming all the  

benefits you’re entitled to.  

You might even be able to get some 

assistance towards energy bills

2. Create a budget and stick to it.  

Include everything you spend in either 

a week or a month so you can see 

where all of your money is going

3. Prioritise your debts.  

It’s really important to pay your 

rent, council tax, water bill and TV 

licence first, as there could be serious 

consequences if you don’t

4. Try to use debit cards instead  

of credit cards.  

Then you won’t be tempted to spend 

money that isn’t there

5. Learn how to do it yourself.  

There are lots of free training courses at 

community centres, online and on apps 

that can teach you how to cook on a 

budget, basic DIY skills and even making 

your own clothes. 

Need help with your tenancy or 

budgeting? Call our income and money 

advice team on 01225 715 715 option 2 

or email info@selwoodhousing.com
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85% 88%

New cases of ASB

Satisfied with the way  
ASB was dealt with

We now have mobile CCTV cameras 
(funded by Wiltshire Antisocial Behaviour 

Group), and a free smartphone noise 
recording app which can be used to 

gather evidence. All our neighbourhood 
managers complete a BTEC in ASB case 

management 

Number of evictions

50%

2016-17 

2016-17 

87

2016-17 2015-16

44%

2015-16

2015-16

We evict people as soon as is legally 
possible during their starter tenancy if they 

do not pay their rent

Our tenancy sustainment team offers help 
and advice to tenants who are at risk of 

losing their home
Money owed by evicted tenants

£18,500

211 177 Home improvements  
£5.44 million spent on planned  

maintenance including: 

Kitchens  
148 homes

Windows  
177 homes

Bathrooms 
42 homes

Roofs 
104 homes

Boilers and  
fuel switches  

109 homes

External 
decoration  
906 homes

satisfied with your 
neighbourhood as a 

place to live

satisfied with the 
quality of your 

new home 

We’ve profiled our 34 neighbourhoods 
and are using this neighbourhood index 

to target resources and funding into 
communities that need it most



think our staff are 
knowledgeable 

92%97%

think our staff  
are helpful 

When you call about a repair

77,334 calls  
to customer support in 2016-17

94% answered within 15 seconds  
We might tell you about other services 

that may be of interest, or ask you a 
question at the end of your call to help 
us understand what we are doing well 

and where we could do better

Number of complaints

Compliments received

dealt with at the first 
stage of the formal 

process

Staff have been trained to record ALL 
expressions of dissatisfaction in the 

complaints system. 

So complaints have increased since  
2015-16 but this is good news because 
we want to hear your feedback (good 

and bad) to help us improve our homes 
and services

127 about service  
received from staff

36 about service received 
from contractors

106 other

48 about our repair 
timescales

31 about policy 

101 about the quality  
of our repairs

35 about failure to attend/
make an appointment

284 
2015-16

484 
2016-17

87% 
265 
2016-17172 

2015-16
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Dear Selwood
Just a snap of our back garden to let 
you know we appreciate all you do for 
us, so we are doing the best we can 
to make our home as clean and tidy 
and up together as possible in respect 

to you for letting us live in such a fine 
bungalow.

Mr. and Mrs Griffiths

We’re glad to see how much you are 
enjoying your garden and home. 

Happy days!

If you’d like to take part in our surveys or want 
to join one of our customer groups or scrutiny 
team* call 01225 715 709 or send your email 
address to makeadifference@selwoodhousing.
com *The scrutiny team is an independent 
group that makes sure we are doing what we 
should be and checks our quality standards. 
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I am really worried about getting 
condensation in my home now 

the weather is colder. What can I do to 
prevent it?

Condensation starts off as moisture in 
the air, caused by things such as drying 

clothes inside and steam from cooking and 
showering. It’s the most common cause of 
damp, and can often be more of a problem in 
the colder weather. 

You can do a few things to keep 
condensation at bay:

•  Open your windows when you cook, 
shower or use the bath

•  Dry washing outside whenever possible 

•  Heat your home at a low and constant 
temperature during cold weather

•  Make sure any airbricks in your home are not 
sealed and open any window vents for a short 
amount of time each day to get air circulating.

If you feel your home is being badly affected  
by condensation, you can report it to us on 
01225 715 715. 

 Star letter and winner of this     

 issue’s £20 shopping voucher    

Selwood Lifeline helps a range of people - from 
older people to those living with a disability



Drug dealers will target those who are vulnerable, 
potentially due to substance abuse, mental 
health issues or loneliness, and befriend them or 
promise them drugs in exchange for being able 
to use their property. They are often only in the 
premises for a short time before moving on to 
their next victim.
As the victims of cuckooing are vulnerable, they 
are often fearful of going to the police and worry 
that they will be blamed.
We are urging the public to watch out for 
neighbours that may be at risk, to ensure they 
don’t fall victim to this trend.

There are signs of cuckooing that you can look 
out for:

• It usually takes place in a multi-occupancy or 
social housing property

• There may be an increase in the number of 
comings and goings, including people you 
haven’t seen before

• There might be new vehicles outside the 
property

• A possible increase in anti-social behaviour in 
and around the property

If you think that drug dealers are operating 
from a property near you, it’s really important 
that you report it so that we can protect 
those who are vulnerable and ensure those 
responsible are brought to justice. Please call 
the police to report it, but let us know as we 
may be able to offer support. 

Cuckoos in the nest 
‘Cuckooing’ is the term used when 

drug dealers take over the property 

of a vulnerable person and use it to 

sell drugs from.

28 www.selwoodhousing.com

Who’s calling?
It’s really important to stay safe 
in your own home. While most 
people that come to your front 
door are genuine, it is important  
to be on the safe side. 

Remember, if anyone visits your home claiming 
to be from us or any other organisation, always 
ask them to show you their ID card so that 
you can make sure they are who they say  
they are. 

Don’t let anyone into your home if you aren’t 
sure of their identity. If you are unsure, take the 
person’s name, close the door, look up their 
company name (either in the directory or call 
directory enquiries) and ring them to check. 
They will be able to confirm if the person 
calling is genuine. 

If you are still unsure if the caller is genuine, 
don’t open the door – call the police on 999. If 
you have been a victim of a bogus caller, don’t 
be embarrassed – make sure you report it. 

Always check ID
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Internal staff training (including 
access to free e-learning courses 
through The Learning Curve) 

SAVED 
£24,000 

8 new apprenticeships  
at Selwood Housing and Silcoa

former apprentice  
offered a permanent job  

in our group

customer service 
apprentice of the year 

in Wiltshire College 
awards 2017

8  
new apprentices  

(from administrators to  
electricians) due to join our  

group in 2017-18 

from IT skills to 
cookery classes, 
many of which 

were free

Been rated good  
by Ofsted

57 were Selwood 
Housing tenants and 
we’d like more of you 

to join our courses 

said the teaching 
was good or 
very good

said the course 
increased their 

confidence 

said the course allowed 
them to make positive 

changes to their lives 

In the last academic year,  
The Learning Curve has:

Run over  
200 training 

courses

1

1

1,634 
learners

75% 

96% 

IT system improvements in 2016-17 

saving about 
£14,000/year 

in staff time

88% 



 Coffee break
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The main event! 
Break open those crackers and don your party hats, the main event of the festive 

season is upon us. This festive recipe from Aldi is sure to delight on the big day.    

Method
1  Pre-heat oven to 180ºC/160ºC Fan/Gas Mark 4.

2   Mix the lemon and clementine zest into the softened 
butter. Add a few twists of pepper.

3   Using your hands, prepare the turkey by gradually 
releasing the skin from the meat, starting at the neck 
end and carefully pushing your fingers under the flap. 
Gradually loosen the skin over the entire breast, taking 
care not to break it. Next, take small nuggets of citrus 
butter and work them over the breast meat under the 
loosened skin. Finally, take individual fresh sage leaves 
and arrange under the skin, smoothing back the skin. 

4   Remove the wishbone (makes carving easier) by sliding a 
small knife along either side of the bone (you should be 
able to feel an upside down V shape) and then twist out. 

5   Halve the zested lemon and clementine and place in the 
large cavity along with the onion wedges.

6   To prepare the stuffing, heat the butter and oil and cook 
the chopped onion until softened but not coloured. 

Remove from the heat and stir in the breadcrumbs and 
chopped sage. Stuff the neck end of the turkey and 
then tuck the flap of skin under the turkey. Any leftover 
stuffing can be rolled into balls and cooked separately.

7   Weigh the turkey and calculate the cooking time  
- you will need 40 minutes per kg. .

8   Place the turkey in a roasting tin, rub all over with olive 
oil and sprinkle with salt. Cover with a tent of foil. Roast 
according to the calculated cooking time.

9   30 minutes before the end of cooking, remove the foil 
tent and increase the oven temperature to 200ºC/180ºC 
Fan/Gas Mark 6. Continue to cook the turkey for  
30 more minutes until golden. To test, insert a skewer 
into the thickest part of the thigh and the juices should 
run clear, not pink. If still a little pink, return to the oven 
and check every 10 minutes until clear.

For how to make a delicious sherry stock or for a 
vegetarian alternative, visit www.aldi.co.uk 

Turkey Cooked with Citrus Butter 
and Sage & Onion Stuffing

Ingredients
1 Large Fresh British Whole Turkey
Zest of 1 Lemon, finely grated
Zest of 1 Clementine, finely grated
140g Greenvale Salted Butter, 

softened

8-10 Fresh Sage Leaves
1 Onion, peeled and cut into quarters

For the Stuffing
50g Greenvale Salted Butter
1 tbsp Specially Selected Rapeseed Oil

1 large Onion, finely chopped
100g Specially Selected Multigrain 

Bread, made into crumbs
1 tbsp Sage Leaves, freshly chopped
A little Olive Oil
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We’ve been working hard on a new website for 
the Selwood Housing Group and want to know 
what you think.  

We’ve listened to what you told us through 
the scrutiny team, and through customer focus 
groups, but now we want you to help us test 
our new site.  

You told us that you found it hard to find your 
way around our old site and that the search 
button didn’t always work.  So we’ve redesigned 
the website to make it easier for you to find the 
things that you use the most and to make it 
work faster and more clearly on mobile phones 
and tablets.  

Our new website is easier for us to update too 
so we can act more quickly in response to your 
feedback and we can add new features in the 
future.  Our plan is to have more information 
on our website so that you can find what you 
need at the touch of a button, 24-7. As a result 
we’ll be printing less leaflets as they go out of 
date very quickly.  Tell us what you’d like to see 
information about on our new website. 

We’re unwrapping our new 

website in time for Christmas 
- it will be live from 20 December – check it out at  

www.selwoodhousing.com  

Here’s a sneak preview of how 
the new website will look

Don’t forget that we’re  

on social media too, so follow us on 

Facebook or Twitter for regular updates. 

 facebook.com/selwoodhousing

 @selwoodhousing

Don’t have internet 
access at home?
You’re always welcome to use the 
computers in our reception or why not 
pop to your local library?  Your library 
may also have lots of information on 
courses to help make you an IT-whizz.  

Tell us what you think of our new site 
and what you’d like to see and we’ll 
enter you into a £20 voucher prize 
draw.  Just email us at workingtogether@
selwoodhousing.com or send us your 
comments on the new website (our 
address is on page 2). Please remember 
to include your name, address, phone 
number and email address.  



Name

Address

Postcode 

Telephone

This leaflet is printed  
on 100% recycled paper32 www.selwoodhousing.com

WIN a £20  

shopping voucher!

Competition champs!
Congratulations to Mrs Kelly Williams of 
Melksham who won the Garden Crossword 
and Mr Steven Park of Melksham who won 
the Beach Word search in our last issue! They 
each receive a £20 shopping voucher to use in 
a variety of shops of their choice.
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Can you find the festive words hidden in the 
grid? They may read across, down or diagonally 
in any direction.

Bells
Candycane
Candles
Season
Tree
Celebrate

Chimney
Elves
Christmas
Frosty
Gift
Giving

Greetings
Holiday
Jolly
Joy
Merry
Noel

TWO £20 shopping vouchers to WIN!
Return your completed entry and reply slip  
by 31 January 2018 to the address on page 2. 
Two lucky entrants (one for each competition) 
will be pulled out of a hat to WIN a £20 
shopping voucher.

 Seasonal word search 

Rearrange the letters below to find the eight 
festive words.
1.   ohrpldu

2.   rhnto lpoe

3.   denrerie

4.   taasn uscla

5.   gnierg aerbd

6.   oradceonsit

7.   ghtils

8.   eljnig ellbs

 Festive anagrams 

 Coffee break


