
LISTEN AND ACT
We are really excited about our newly launched resident 
engagement strategy. Why? Because it was developed with 
our Resident Committee Group who played a vital role in its 
content. It sets out our plans to further engage residents from 
‘home to landlord’, providing choice in how residents can get 
involved. 

This strategy aims to create a resident engagement approach 
that positively impacts resident experience. We want the 

resident voice to influence how we plan and deliver all our 
services. Mount Green will build on existing opportunities 
by introducing through the year (and beyond) new ways to 
engage.

For those residents who have not caught it yet please do go 
on our website. It can be found here or simply search Resident 
Engagement Strategy on mountgreen.org.uk.

Our Neighbourhood Officers have begun a programme of 
tenancy review visits. 

We’ve introduced these visits to increase our understanding of 
our residents’ needs and their wellbeing, to increase resident 
engagement and identify any issues with the condition of the 
property.  

These visits will be booked in advance, and residents will 
receive an appointment letter or email. Most tenancy review 
visits take about an hour. If a resident lives alone the visit 
usually takes a little less time. Our Neighbourhood Officers 
will always carry ID for residents to check.  

Look out for opportunities to join in and create 
positive change, including:
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HOW CAN I GET INVOLVED?

TENANCY REVIEW VISITS

https://www.mountgreen.org.uk/wp-content/uploads/2023/04/Resident-Engagement-Strategy-V2.0.pdf
http://mountgreen.org.uk


We recognise that electric scooters and electric wheelchairs 
can significantly enhance independence and quality of life. 
We also need to ensure that all our communal areas are safe, 
secure and free from hazards. To achieve this, residents must 
follow this policy if they wish to purchase, store and charge an 
electric scooter or wheelchair.  

Read our Personal Electric Vehicles Policy here.

Person-centred fire risk assessments (PCFRA) help identify 
residents who are at higher risk from fire in their own 
accommodation due to their behaviours or because of their 
ability to respond and escape from a fire. 

We routinely complete these for residents in our Independent 
Living Schemes. If a resident would like us to visit to complete 
an PCFRA, please let us know. 

If the assessment identifies any risks, we will confirm these 
risks and raise any repairs that are required. We’ll also offer to 
refer the resident to the local fire service for a free home fire 
safety visit. They will visit the resident’s home at the arranged 
time to share their expertise. 

A PLACE TO CALL HOME 
– BE ‘SAFE’

Resident safety is our priority, but our residents 
also have a BIG part to play in ensuring theirs 
and their neighbours’ safety too.

BALCONY FIRE SAFETY COMMUNAL SPACE

As we approach the warmer months, this is a reminder that 
Barbeques must NOT be used on balconies. All balconies must 
be kept clear of combustible items including any items that 
hang over balconies. Every balcony must always be kept clutter 
free.

If a fire breaks out on a resident’s balcony it could spread much 
faster than a fire inside a resident’s home. This is because there 
are walls and doors inside a building. These walls and doors can 
contain a fire and when contained there is a limited supply of 
oxygen to keep the fire burning. Whereas outside, there is an 
unlimited supply of oxygen and a fire can be quickly blown by 
the wind, spreading it in all directions - putting other balconies 
and flats at risk from the fire.

For further information on how residents can reduce the risk 
of a fire starting and spreading from their balcony and more 
details of what residents are NOT allowed to do on a balcony, 
please check out our leaflet here or simply visit our website and 
search for Balcony and Fire Safety Leaflet.

Residents who live in a flat may have shared internal or external 
communal areas leading to their own home, such as walkways, 
stairwells, lifts, entrance halls, corridors, and landings. Items 
left in these areas present a risk, slowing down evacuation or 
becoming a trip hazard in the event of a fire or other emergency. 
Our ‘Communal Spaces Policy’ is designed to keep everyone 
safe in our communal areas and when followed by residents 
ensures everyone can escape quickly in an emergency.  

Residents must ensure they keep all communal areas free from 
their own personal belongings. These items include rubbish 
and items awaiting disposal, pictures, flowerpots, bicycles, 
pushchairs, shoes, personal electric vehicles (see below). 
Doormats are permitted outside general needs flats provided 
they are of average size and not frayed or damaged. If we find 
belongings in these areas, we’ll always try to speak to the 
owner before we remove them. 

Many of our residents have already been supporting this 
approach by keeping their areas outside their homes free from 
personal belongings, and we are thankful for their efforts. 

PERSONAL ELECTRIC VEHICLES PERSON-CENTRED FIRE RISK 
ASSESSMENTS AND HOME 
SAFETY FIRE VISIT 

https://www.mountgreen.org.uk/wp-content/uploads/2020/05/Balcony-and-Fire-Safety-Leaflet-1.pdf 

https://www.mountgreen.org.uk/wp-content/uploads/2023/05/Communal-Areas-Policy-V1.0.pdf 


ELECTRICAL SAFETY 

CANDLE CAUSES
FIRE IN RESIDENT’S 
HOME

Mount Green are responsible for maintaining and testing the 
electrics in a resident’s home. This year, Harrisons Electrical 
Services have been appointed to carry out planned electrical 
works and will be writing to residents to arrange appointments. 

When a resident receives a letter, please contact Harrisons 
Electrical Services on the number provided to book an 
appointment.

One of our residents recently suffered 
significant damage to their home 
following a fire caused by a candle. 
Thankfully, no one was hurt. They are 
happy for us to share this news and 
these photos. 

We are urging all residents to put out 
the flame on any candle when they leave 
a room to avoid a devastating fire such 
as this happening in their home.

We actively work to prevent and 
tackle tenancy fraud. Recently, we 
worked with Mole Valley District 
Council (MVDC) after a resident 
reported that they’d seen different 
people accessing one of our homes. 
 
After unanswered visits and 
calls to resolve the issue, our 
Neighbourhood Officer submitted 
a formal referral to MVDC. The 
Council’s investigation found the 
tenant living in a different local 
authority area and invited them to 
an interview ‘under caution’.

While the tenant admitted to no 
longer living at our property, there 
was no evidence regarding a sub-
letting arrangement. The tenant 
gave notice so that another person 
in need of housing could move 
in, and, on this occasion, MVDC 
decided not to fine. 
 
If you have any concerns or need 
to update the details we have 
for your household, contact your 
Neighbourhood Officer.

HOW RESIDENTS CAN KEEP 
THEIR HOME SAFE:

KNOW WHERE THE FUSE BOX IS 
AND HOW TO TURN IT OFF

NEVER OVERLOAD SOCKETS OR PLUG 
ADAPTERS INTO OTHER ADAPTERS

CHECK LIGHT FITTINGS ARE NOT VISIBLY 
DAMAGED AND IN GOOD CONDITION

NEVER STORE COMBUSTIBLE 
MATERIALS NEAR THE FUSE BOX 

OR THE ELECTRIC METER

MAINTAIN ANY ELECTRICAL 
ITEMS THAT ARE BROUGHT 

INTO THE HOME

ENSURE PLUGS AND SOCKETS 
ARE NOT VISIBLY DAMAGED 

CHECK VISIBLE LEADS AND CABLES 
ARE IN GOOD CONDITION

Residents must inform Mount Green of any electrical issues 
as soon as they occur. Residents must never carry out any 
electrical repairs.

TACKLING TENANCY FRAUD

DID YOU KNOW 
THAT SOCIAL 

HOUSING FRAUD 
CAN RESULT IN 
FINES OF UP TO 
£5000 OR UP TO 
TWO YEARS IN 

PRISON?



www.mountgreen.org.uk www.twitter.com/mountgreenha

Let’s Get Social!
Did you know we’ve got loads more Mount Green news to share with you, and you can find it all online:

TO BE THERE WHEN NEEDED

CLEAR BRAND WITH 
SIMPLE, EFFECTIVE 
COMMUNICATIONS

We know that sunny skies of spring and summer does not 
mean the end of rising costs. Anyone can find themselves in a 
challenging situation where bills start to pile up, daily pressures 
are constant and even where the rent to Mount Green looks 
tricky to pay.

If, on reading this, any resident feels that above is describing 
their situation then please do get in contact with us. Ring 
(01372 379 555) or email (customerservices@mountgreen.
org.uk) our Customer Experience Team who will listen and put 
residents in touch with the right person to help. 

There are also lots of local agencies and networks that can 
help. A good place to start is with Citizens Advice (www.
citizensadvice.org.uk) and the local authority – who have 
support and different funds available. 

Mount Green is also stepping up what we can do to support 
residents through our two funds below.

SHARED OWNERS 
SUPPORT FUND
The fund has been set up to support 
shared owners.

Both funds are set up to support those 
residents who are struggling in the current 
cost-of-living crisis, who have exhausted 
all other options, and who without our help 
would either fall into arrears or existing 
arrears would get significantly worse.

The fund is offered as part of a suite of 
support offered by Mount Green’s Welfare 
Benefit Officer, including benefits advice 
and sign-posting, and applications to 
external sources of funding.

Find more information about each fund here:
Breathing Space Fund
Shared Owners Support Fund

Or search on our website.

OUR COMMUNICATIONS 
WITH RESIDENTS

OUR NEW FACEBOOK PAGE

We know we need do better and are keen to be better. As 
covered in our Resident Engagement Strategy, we aim for more 
resident communications using a variety of methods. That way 
residents can see, understand and feed into what we are doing. 
We won’t always get it right – so do tell us when we don’t.

One way that we are looking to simplify how we present 
information is through grouping certain communications. We 
are rolling out our SMILE communications approach (because 
that’s what we want residents to do when they think of us!) 
Residents will see more and more of our communications, such 
as letters and leaflets - using colour and key messages under 
the ‘SMILE’ theme.

In April, we launched our new Facebook page. It’s available 
to view for anyone on Facebook – residents can simply 
follow the page to get the latest news and updates from 
Mount Green. Please do check it out – www.facebook.com/
MountGreenHousingAssociation 

For those residents who were members of our old Resident 
Facebook Group – this private group has now been re-modelled 
to become our Facebook Focus Group. That’s the place where 
we’ll be consulting with residents and looking for feedback on 
a wide range of things relating to our service. If a resident is not 
a current member of that group and wants to engage with us – 
please check it out - www.facebook.com/groups/MountGreen

BREATHING SPACE FUND
The fund has been set up to support residents 
with the following tenure types: 

GENERAL NEEDS

INDEPENDENT LIVING

KEY WORKER SUPPORTED LIVING

TRANSITIONAL

TEMPORARY

www.facebook.com/MountGreenHousingAssociation

https://www.mountgreen.org.uk/news/residents/breathing-space-fund/
https://www.mountgreen.org.uk/news/residents/shared-owners-support-fund/
http://www.facebook.com/MountGreenHousingAssociation 
http://www.facebook.com/MountGreenHousingAssociation 
http://www.facebook.com/groups/MountGreen
http://www.facebook.com/MountGreenHousingAssociation

