WINTER 2020

HELLO, FROM
YOUR NEW CHAIR
I was appointed as Chair of the Mount Green Board in
September 2020 alongside our new Vice Chair, Peter Gardiner,
new Board member Kel Swinnerton and, our most recent
recruit, Agnieszka Stobinska, who I am delighted to welcome
as our new resident Board member.
The Board of Mount Green is employed to ensure the
executive management team is keeping the organisation on
track to deliver its commitment to you. We also ensure the
finances are in place to continue to deliver the core landlord
services you expect from us whilst also looking to invest in new
homes for the future. We are all independent of Mount Green,
and work for other organisations as part of our day job, so we
bring experiences from a range of sectors and we are here to
help ensure the management of Mount Green is making the
best decisions for you as our customers, as well as the future of
the organisation.

David Hunter
Chair

Peter Gardiner
Vice Chair

A really important priority for us is ensuring you have a
greater say on the decisions we make, and we find ways to be
transparent with you about why those decisions are made.
Bill (Chief Executive) and I are keen to ensure we deliver an
improved customer experience and create more ways for you
to be involved, including having an active Residents’ Committee
and its supporting groups, where matters that impact you the
most are discussed and agreed upon. We will advertise more
about this in the upcoming months and would love for you to
become involved in this if you can. If you cannot commit time
to this please do contact us via our website with your ideas for
improvement on the services that impact you the most.
The history of Mount Green is something we cherish and strive
to build upon and I’m looking forward to helping drive the
organisation forwards to be one which values our past whilst
equipping us for a strong and prosperous future.

David Hunter
Chair

Kel Swinnerton
Non-Executive Director

Agnieszka Stobinska
Resident Board Member

RESIDENT
AGNIESZKA
STOBINSKA
JOINS THE
BOARD
We are delighted to announce the appointment of
Mount Green resident Agnieszka Stobinska to the
Board. After a successful application and interview
process, Agnieszka has been appointed as resident
Board member.
Mount Green now has two resident board members.
Both board members posses skill sets which are needed
on the Board. Agnieszka works in architectural practice
and brings with her a wealth of experience in this area.
Not only do resident Board members bring great skill
sets to our Board, they are also able to shine a light on
how decisions we make at Board level might affect you
as residents and ensure we are always looking at our
business through the lens of our customers.

STOP HATE CRIME
The term ‘hate crime’ can be used to describe a range of criminal
behaviour where the perpetrator demonstrates hostility
towards the victim’s disability, race, religion, sexual orientation
or transgender identity.
Mount Green takes hate crime very seriously because of the
devastating impact it has on individuals and communities. All
Mount Green residents have the right to go about their daily lives
without fear or intimidation. No resident or staff member should
feel they are picked on, singled out, excluded or mistreated because
of who they are, or because they belong to a particular group.
Our new Hate Crime policy has just been launched and reinforces
the fact that Mount Green will not tolerate ANY form of hate
crime between residents. You’ll find the policy in the Document
Hub at www.mountgreen.org.uk. If you are experiencing any
kind of hate crime, you can contact your Neighbourhood Officer
via our website or by calling us on 01372 379555.

A very warm welcome to you, Agnieszka.

IMPROVEMENTS TO OUR
COMPLAINTS PROCESS
We are making some improvements to our complaints process. This is
to ensure we deal with your complaints more effectively and make the
process easier and clearer for you. We know we must be accountable
when we get it wrong and without your feedback we cannot learn lessons
to improve the services we provide to you.
We have made sure that the improvements we have made are in line
with the Housing Ombudsman’s updated complaints handling code and
include a written response to your initial expression of dissatisfaction and
more quality control checks on complaints responses by senior staff.

Our complaints process works as follows:

EXPRESSION OF DISSATISFACTION

STAGE 1 INVESTIGATION AND RESPONSE

STAGE 2PANEL REVIEW

If you would like further information please contact us
feedback@mountgreen.org.uk

RESIDENT COMMITTEE – APPLY NOW!
Thank you to everyone who joined us on the Q&A sessions
over Zoom to find out more about our NEW Residents’
Committee. The Committee will monitor and work with Mount
Green’s Board to provide effective challenge and steering on
Mount Green’s performance. You will monitor the things that
matter the most to you – the safety of your homes, the quality
of your homes, and the services you receive. This is a whole
new way of doing things at Mount Green; all of our residents
matter to us and we can make things better for everyone by
working together.

to residents for the homes and services we provide. At Mount
Green, we are committed to taking on this challenge and the
all-new Residents’ Committee is the start of this. We have
listened to your feedback and reviewed your comments from
the resident Facebook group, as well as from satisfaction
surveys you have completed.

The publication of the recent Social Housing White Paper*
pushes housing associations that we must be more accountable

Please contact us getinvolved@mountgreen.org.uk if you
would like to find out more and apply.

We are offering a fee to each member of the Residents’
Committee in recognition of the work they will be doing with
Mount Green.

*www.gov.uk/government/publications/the-charter-for-social-housing-residents-social-housing-white-paper

NEW REPAIRS CONTRACTOR
CHIGWELL IN FULL SWING
Chigwell Construction has taken the interim repairs and
maintenance contract by storm, first stepping in to help
during October. Although their official start date was not
until Monday 2nd November, the team stepped in early to get
their teeth stuck in to improving the repairs service and we’re
pleased to hear you have been reaping the rewards of their
early commitment to Mount Green residents.

“I’ve had two repairs and
Chigwell is good! It’s all
about communication
between both parties –
I hope it continues”
Resident at Beech Drive

“An engineer from Chigwell
attended our property to resolve
an electrical problem and was so
obliging and resolved the problem
quickly, thank you.”
Residents at St Johns Close

Russell , Contracts Manager at Chigwell, said, “When Chigwell
Construction took over the repairs service for Mount Green
in early November we were acutely aware that one of our
first jobs was to gain the trust of the residents and enhance the
Mount Green/resident relationship by providing a first class
service. We are delighted that even after such a short period
of time it has been noted that there has already been some
dramatic improvements and we look forward to continuing
to provide a service that Mount Green residents can rely

“Had a brilliant man from
Chigwell attend today!
Keep it up”.
Resident at Fir Tree Walk,
Reigate

on and trust.” Gary Dynan was appointed as Property Services
Manager at Mount Green earlier this year. Gary manages
Mount Green’s Assets Team and commented, “We have seen
a significant difference in the delivery of the repairs service
since Chigwell started. This has been further evidenced by the
feedback we’ve had from residents and we are grateful to you
for giving us the chance to improve the service and work on
getting it right.”

Meet the Chigwell Repair Team:

Russel
Contracts Manager

Kristina
Assistant Contracts Manager

Richard
Multi Trader

Dean
Supervisor

HOW TO
REPORT
A REPAIR
EMAIL
mountgreen@chigwellgroup.co.uk

PHONE
0208 500 4100

ONLINE
www.mountgreen.org.uk

WELFARE AND
BENEFIT SUPPORT –
WE’RE HERE TO
HELP YOU
We understand that 2020 has been a very challenging year for
many of us. Did you know that we have a dedicated Welfare
Benefits Team which can help you in a variety of ways?
Benefit and Universal Credit (UC) advice
Benefit application support
Rent and council tax arrears advice
Employment and CV advice

LATEST BENEFIT UPDATES
Minimum Income Floor suspension extended until
end of April 21 – If you are self-employed, you could
receive Universal Credit (UC) based on your actual
earnings rather than on last year’s income and expected
earnings. This should stop any underpayments of UC
if earnings are lower than last year’s income due to
Covid19.

Access to furniture via local charities
Charity applications
Debt support and advice
Welfare support in conjunction with other agencies
Domestic abuse signposting
Foodbank voucher support
How does it work?
If you need help or support with any of the issues above,
you can simply call or email us and be referred to one of
our Welfare Benefits Officers for support. We will listen to
your worries and either offer you advice or signpost you to
other agencies offering more specialised support. Our aim is
to assist you in your time of need and then empower you to
enable you to manage your situations going forwards.

FOODBANK VOUCHERS AVAILABLE
SIMPLY CONTACT US

Contact our Welfare and Benefits Service at
www.mountgreen.org.uk or call us on 01372 379555

Double earnings loophole closed - Some workers
are occasionally paid twice in the same month, usually
because of a bank holiday altering their wage payments
to a date before or after that. From November 16th
2020, claimants who get paid twice in a month by
their employer will not be penalised in their following
payment.
Transitional element payment up to £405 added to
UC – If your household’s income was reduced when
you switched to Universal Credit from Income Support,
Jobseeker’s Allowance (JSA), Employment and Support
Allowance (ESA), Housing Benefit or Pension Credit,
and if you were receiving a top-up allowance called
Severe Disability Premium (SDP) at the time, you can
either contact UC or expect to be contacted by UC as
you are entitled to the transitional element payment.
Cold Weather Payment Scheme Running 1st
November to 31st March - If you are in receipt of
Income Support, Pension Credit, Income-based JSA,
Income-related ESA, UC or Support with Mortgage
Interest, you will receive a £25 payment if the average
temperature in your area is recorded as (or forecast
to be) zero degrees Celsius or below over seven
consecutive days.
New chance to get Personal Independence Payment
(PIP) and a backdated payment – A landmark case
means thousands more people now qualify for PIP
or will receive it at a higher rate, because they were
wrongly assessed. Contact us for more information.

www.mountgreen.org.uk
www.facebook.com/groups/MountGreen
www.twitter.com/mountgreenha
www.linkedin.com/company/mount-green-housing-association
01372 379 555 (Phone lines are open Monday to Friday between 9am and 5pm)
customerservices@mountgreen.org.uk
Mount Green Housing Associati on, 26 Bridge Street, Leatherhead, Surrey KT22 8BZ

