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Update @ Help and advice

Welcome

Spring is here and we're excited to bring you the the new damp and mould law and have launched our
latest updates from Raven. In this issue, we introduce  Raven in Bloom gardening competition for 2025.

our new Welfare team, share updates from our
Wardens, and provide important information about
the upcoming rent increase. We're also preparing for

We hope you enjoy this issue. If you have any
suggestions on how we can improve Raven Times, let
us know by emailing raventimes@ravenht.org.uk.

)

An update from our wardens

Signs of spring

It’'s fantastic to see little signs of spring popping up in and around our — .
communities. Back in the autumn we were pleased to help Timperley £ -

Church and their Community Outreach Worker, Claire, with finding a "

perfect spot for members of the community to plant daffodil bulbs. They’re A sp Ot’ ’ gh t On Our
bringing some fantastic spring colour to the area. If you have any planting !

projects or suggestions for our green spaces, please get in touch.

............................................................................................................................................................................... new Welfare team

What you can expect fromus .
, | | . We attend our blocks of flats once Our new Welfare team s here to make sure you have the support you need
You'll often see us in and around your community, keeping you

. . . . aweek for fire and safety checks if you or your family are facing difficult situations, such as mental health
safe and working hard with local groups supporting special events.

We each have different geographical areas that we're responsible 2?62:10;:5 E?ezl;l_rﬁ ;giﬁ\r/eee}i Zrlgaven struggles, addiction, abuse (whether physical or financial), exploitation

for, you can see which of us works in your area here: house, checks to your area won't (including the dangerous issue of cuckooing), and hoarding.
be as frequent but we're still able

tohelp with any issues or concerns Charlotte, one of our Welfare * help you need if you're impacted
that arise if you get in touch. Officers said: “We understand : by one of these situations.”
We also: these situations can often be :
complex and hard to find your own
way through. Our job is to support
- report and remove you and get you the help you

Banstead Crawley abandoned vehicles need by connecting you to local
Hurst Green Merstham

Lingfield Redhil . carry out regular safety checks services. We'll be on your side and
Oxted be the first step to getting you the
Neil - of playgrounds on our land ptog gy
Team Leader

Burgess Hil = : g\ T - check communal bin and store

East Grinstead 257> 1 > oA e - 2 areas regularly to make sure
Haywards Heath . L . [ < & . s . ,
Lewes AR % 23 o e they’re being kept clear and tidy
Lindfield 7 7 i Pt ’ .

o ¥ "y ] o * . J 1
Turner's Hil : = G : ol : - carry out litter picking where needed What S CUCkOO“‘Ig?

Conrad e . \ , . : : .
Favgate Court Lodge Bilingshurst report anylovergrown Cuckooing is where criminals take over the home of a vulnerable person, often by manipulation. Once criminals
Reigate Eirr',fevjoc’d Rachill communalareas take control, they may use the home for illegal activities like drug dealing or storing stolen goods. It’s a serious issue,
. Tadworth - organise and attend local and our Welfare team can support customers who are at risk, or already experiencing this type of exploitation.

community events

© Charlotte and the Welfare team are

here to help you access important ~ :

. public services that can make a @ If you, or someone you know,
- difference. This might include 8 could benefit from the help of

© working with other support services : [RoUAWEIFEIER=E 0 o PFor= aRelcidlal
oI gee s S etiale RO NANIL R Ie o - [= =S touch by calling 0300 123 3399.
: teams in Surrey and West Sussex.

- check communal spaces for repairs

- work with other agencies such as

3l 0300123 3399 local authorities, toimprove areas www.ravenht.org.uk RavenTimes 3
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Community &) Importantupdate

Commumty not:ceboard Rentincrease 2025 M

If there’s something that you'd like to see included This issue we’ve got a spotlight on local groups — Wh at ou need
in the community noticeboard next issue please supporting mental health, encouraging n i
email us raventimes@ravenht.org.uk. relationships and bringing people together.

ARSI e A il B T R Ak N St L I B S e i B VM £, tfo k n OW

Men’s pitstop . Women’s Support WAVES (Wellbeing,

at Merstham Groups by The Lucy Awareness and Voice
Football Club Raynor Foundation for East Surrey) : You should now have received your individual
A welcoming group for men . These supportive sessions Designed for young people aged £ rent letter, detailing your new rent and

to connect and support each 2 take place every Wednesday, 13-19, WAVES offers relaxed h f April 2025 and what st

other through life’s challenges. & bothonlineandinperson. They & drop-in sessions where teenagers charges irom Apri and what stepsyou
They meet every Wednesday provide a safe, non-judgemental % can talk about some of the i need to take.

from 6:30-7:30pm, offering environment where women 2 challenges they’re facing, such '
achance to talk openlyina % can share their thoughts and ¥ as school stress, friendships, and _
friendly community. i experiences. The in person family life. These free sessions run What you need to do next . Ifyoureceive Housing Benefit: : g ay

8| group also includes some in term time in Reigate, Oxted, If you pay by Direct Debit: You - Letyourlocal authority know What |f I 11]
physical exercise to help mental Tadworth, Horley and Redhill. For & don't need to do anything. Your © your new rentamount as soon as :

g . . ' ) ' ' u
¢ wellbeing. To book your place, more information email waves@ payment amount will be automatically possible. If youre with Reigateand - (S g g ¥ Iln to
call 01737 910 907. ymcaeastsurrey.org.uk. ’ updated from April 2025. . Banstead Borough Councilandyour ggling

: Housing Benefit is paid directly to 2
If youreceive Universal Credit: You : us,we will let them know for you. pay my rent -
must update your online journal with If you pay in another way: Talk to your Income

\(;our new rent and chargeLsJ from tk|1e . Please update the amount d Officer
ate your rent increases. Universa . you pay accordingly. :

Credit won't accept any updates
inadvance, so don’t update your ; .
online journal before these dates: g Getintouch

- If you're charged monthly, update 3 If you have any questions

your online journal from 1st April. about your rent increase,
3l please contact us:

If you’re struggling to keep
up with rent payments, let us
know. We understand that
circumstances can be difficult
and we're here to help.

fel . - If you're charged weekly, update g
3 MR AT e 2 A LR i S your online journal from 7th April. . Call: 0300123 3399

Welcare - Encouragmg Engl:sh group s, [

) . - Message through your
out on money you're entitled to. MyRaven online account

Moneywise team

Get free and confidential help
and advice with budgeting,
benefits, appeals, or bill reduction
from our Moneywise team.

We’re really pleased to be - skills and social interaction through § The group meets on Wednesdays
supporting the Welcare centre’s : play. They especially enjoy singing  : from12:30-2pm at Welcare, 24
Encouraging English weekly songs at circle time and playing Warwick Road, Redhill. To find out
group in Redhill, through our - with bubbles, which encourages : more and book your space email

Brighter C ity Fund. Th - themtol dslike ‘pop,  : redhill | . I 1 .t t. t ’ [ U ] ’c d.t
el ot P e i Your invitation to claim Universal Credi

aged 1-5 years and their The parents enjoy the opportunity

carers who speak English as - tochat with other parents in their If you currently receive Housing Benefit, you may soon : If you've received your invitation and are unsure how to
an additional language. community and maklln.g“frllends. receive a letter from the Department for Work and : make your claim, don't worry as our Moneywise teamis
Fach week there’s a selection of : Qnebcl)f the rr:cums Sa'((jj' thIShQ_;ZIDUD Pensions inviting you to claim Universal Credit. This letter  :  here to help. Get in touch for support to make your move
indoor and outdoor activitiesand ~ : '° @ PessIng forus andourchiiaren, willinclude a deadline for your application — missing it  toUniversal Creditasmooth transition.

- as wefind it very home like and could stop your existing benefits.

toys to play with, to help the children :

develop their English language children love playing here.

3l 0300123 3399 www.ravenht.org.uk RavenTimes 5
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@ Money advice

Mone

Send your questions to our Moneywise
team for expert advice answered here

in this newregular feature.

If you have a money question for the next issue,
email it to raventimes@ravenht.org.uk.

Remember, all customers - whether you're
arented tenant or homeowner - can receive
FREE personalised Moneywise support.
Raise an enquiry on MyRaven or call
0300123 3399 for an initial chat.

ywise —

We’re a few months into

the year and I haven’t
made a start on my new
year’s resolution, which
was to make the most of my
money. Where do | start?

Spring is a good time to look

at your finances, as the new
financial year starts in April and
can bring changes that could
boost your monthly income. For
example, there will be a change
to some benefit rates as well as
changes to the national minimum
wage and national living wage
rates. Some employers may offer
pay rises around this time too.

Not sure you're getting all the
benefits you're entitled to? Get
in touch as we can check this for
you quickly and easily. This can
make a significant difference

to your monthly income.

I 03001233399

- Many service providers raise

their prices in April, so it’s worth

: shopping around for better

. deals on your mobile phone,

: broadband, TV package, or utilities
. — but remember to check any

. exit fees if you'rein a contract.

. If you receive Universal Credit, you
: may qualify for the Help to Save
scheme, which gives you a bonus
- of 50p for every £1saved. If you're
: on means tested benefits, having
: savings above £6,000 if you're of

- working age, or £10,000 if you're

© over pension age can affect the

. amount of benefit you'll get.

: Find out more - www.gov.uk/

. get-help-savings-low-income.

My gas supplier has sent
me a bill covering the period

from 1March 2022 to the end
- of last month. | can’t afford the
- bill, is there anything I can do?

OFGEM rules say that
utility companies, in most

: cases, shouldn’t bill customers

- for energy used more than a
year ago — this is called back

- billing. However, if you prevented
: meter readings, tampered with

: the supply, or ignored previous

- bills, this rule won't apply.

- If you haven't acted unreasonably,
: you should only be charged for

. the last 12 months of usage.

- If the bill is still unaffordable,
speak to your supplier about

. apayment plan to spread the

. cost. Some suppliers also offer
grants to help with energy debt.

- As a Raven customer, you can

: access debt support from Reigate

: and Banstead Citizens Advice, even
- if you don't live in the borough.

@ Help and advice

Stricter
rules for
landlords
around
damp and
mould

You may have seeninthe news
- ensure your home provides you with

- asafe and healthy environment.

recently that the Government
is introducing Awaab’s Law
this October, setting stricter
rules for social housing
landlords, like Raven, on
tackling damp and mould.

While the details of this law are still
being finalised, we fully support
these changes and we've been busy
working on how we handle damp
and mould issues in your home.

It’s incredibly important to us to

- Some of the improvements
. that you'll see include:

- working together as tenant
and landlord to look at options
and agree an action plan

- produce aclear schedule of
works for remedial action

- provide real-time updates through
your MyRaven online account
(this feature will be launching
inthe coming months)

- ensure long-term results by
carrying out follow up checks at
six weeks and 12 months after any
remedial work has taken place

We'll be letting you know about further
updates to our processes once
- Awaab’s Law is finalised later this year.

If you notice damp, mould, or

: condensation problems in your home,
- please report it through your MyRaven
- online account or by calling us.

Enhanced security coming

ol

1

soon to MyRaven

In the coming weeks, we’'ll be
making some changes to how you
access your online account. To help
keep your personal information safe

This means that each time you

log into MyRaven, you'll receive a
one-time access code to the same
email address you use to log in to
your account. You'll need to enter
that code into the login screen.

: Inaddition to this, you'll be asked to
update your password the first time
: you log in after we make this change.
s . : These changes are coming to help
and secure, we’re introducing two- :

P : keep your personal information safer.
factor authentication to MyRaven. : pyour o ' '

: Welll send you an email when the
update goes live, so keep an eye out
: onyour inbox for further details.

If you need support for this or
: any aspect of MyRaven, please
: calluson 0300123 3399.

w W

www.ravenht.org.uk RavenTimes 7
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Community

Providing the service you -
need - adjusting for you

We want to make sure
all our customers can
access our services
fairly and without
barriers. Thank you to
those of you who’ve
already updated your
first language as well

as any impairments,
physical health, mental
health or neurodiversity
information. By letting
us know about the
personal challenges you

face, it allows us to make
reasonable adjustments

to better support you.

N 03001233399

How we can support you

: By letting us know more about

- you, and your family, we can

- adjust our services to better

: meet your needs. Here are a few
. examples of things we can do:

.« If you have mobility issues:

our teams will wait longer at your
door, to give you time to answer,
and we can also call ahead so
you know when to expect us.

« If youdon’t speak English as
your first language: we offer
aphone translation service
called Language Line, so you
can communicate with us more
easily. Plus, our website has a
translation feature, helping you
to access important information
in your preferred language. Just
click the person in the orange
circle icon on any page.

- If you’re hard of hearing:

we can call or message you to
let you know we've arrived.

Tell us what you need

. If you have any physical (for example
: mobility issues, hard of hearing or
visually impaired) or mental health
. and neurodiversity vulnerabilities

: or language requirements,

- please let us know so we can
 tailor our services to you.

You can update your information
: through your MyRaven

- online account, or by calling

- uson 0300123 3399.

We’re here to help. We want
to make sure you receive

the best possible service
that fits your needs.

: You can read our Reasonable

- Adjustments Policy on our website
. here — www.ravenht.org.uk/

. our-policies/customer-polices

Community

—our gardenmg e =

@5&

competitionis back! _

With spring in the air and summer on the horizon, it’s the

perfect time to bring your outdoor spaces to life! We're
excited to announce the return of the Raven in Bloom
gardening competition for 2025, celebrating the hard

Whether you have acommunal
orindividual garden, or you've
transformed a patio or balcony
with container plants, wed love to
see how you've made your outdoor
space beautiful.

If you're proud of your garden,
why not enter for achance towin
agardening gift voucher worth up
to £75?

This year, there are four
categories to choose from:

- Bestindividual garden
- Bestcommunal garden

- Best container garden
(perfect for patios or balconies)

- Best junior gardener
(12 years old or younger)

work and creativity of our green fingered customers.

How to enter

Simply email three photographs
of your entry to raveninbloom@
ravenht.org.uk by Monday

1st September 2025.

The competitionis opentoall
Raven customers, including rented
tenants and homeowners. For full
details and rules of entry visit
www.ravenht.org.uk/
raven-in-bloom.

Good luck!

: Here are some of our previous
. entries for inspiration:

s NEWS

Homeowner

If you’re ahomeowner,

" we’ve recently sent
| you our Homeowners’

Improvement Plan by
post — we hope you’ve
found this interesting

~ and useful. It details our

aims to improve your
experience as a Raven
homeowner, as we know
from our satisfaction
surveys that there are
changes needed. We'd
really appreciate your
feedback on this.

For shared owners, you will now
have received your individual rent
and service charges review letter.
And if you're a leaseholder, we
have sent your service charge
estimate for the next financial
year. Please take time to read
these letters to check what you
need to do next. We've made
improvements to these letters

to make things clearer — let us
know if they’ve been helpful or if
there are further improvements
we can make for next year.

We're also planning a
homeownership webinar this
summer. We'll be covering all

the basics about being a Raven
homeowner and what you can
expect from our Homeownership
team. If there are specific
questions, or topics you would like
us to cover, please let us know.
Keep an eye out for your invite.

Your feedback is welcome
on any of the above to
homeownership@
ravenht.org.uk.

www.ravenht.org.uk
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Performance

Tenant Satisfaction Measures

— this year’s results to date

The Regulator of Social Housing requires all social housing landlords like us to
collect Tenant Satisfaction Measures (TSMs) and report them annually. These
show how well we’re doing at providing good quality homes and services.

As well as reporting TSMs annually,
as we're required to do, we choose
to share our year-to-date results
with you, so you can see how
we're doing throughout the year.
We publish these every three
months on our website, but from

now on we’re also going to include @

81.7% Satisfaction that the
home is well maintained

51.7% Satisfaction
with the approach to
handling complaints

them here, in Raven Times.

These TSMs are year-to-date
results (April — December) for the
current financial year 2024-25.

o [l.2.%e
=
78.9% Satisfaction that we

keep communal areas clean,
safe and well maintained

86.6% Satisfaction that
the homeis safe

o
83.9% Overall satisfaction 75.8% Satisfaction that we listen
to views and act upon them

78.6% Satisfaction that we
make a positive contribution
to neighbourhoods

v

O

81.4% Satisfaction that we keep
customers informed about
things that matter to them

84.8% Satisfaction with repairs

e

82.3% Satisfaction with
time taken to complete
most recent repair

69.9% Satisfaction with the
approach to handling ASB
(anti-social behaviour)

84.7% Agreement treated
fairly and with respect

Delivering What Matters — How we’re performing

You can find the latest information about our three year plan, Delivering What Matters, including performance figures
for October — December 2024 on our website — www.ravenht.org.uk/delivering-what-matters-performance.

('l 0300123 3399

Performance

We Hear You - making
Improvements to our services

When you give us feedback — both the positives and
the areas where we can improve - it allows us to make
our services better for you. What you tell us through
complaints and other feedback routes influences our
decision making, helping to make sure we keep you, and
what matters to you, at the heart of everything we do.

Here are some recent examples:

- Yousaid: You wanted to make

: sure that when you call the call

: centre, you have an appointment
- confirmed on that call.

You said: Homeowners wanted
to have greater transparency of
service charges, particularly where
there had been anincrease.

: We did: If there’s not an appointment
- available when you call, rather than

. having to wait for a call back, we'll

: transfer you to our scheduling team

© toarrange an appointment for you.

We did: \We've updated the
homeowner service charge
estimate letters to provide clearer
information about expected cost
changes, upcoming contract
consultations, and support available.

How to provide feedback:

MyRaven: use your online
account to make a complaint

or raise an enquiry.
Call us: 0300123 3399

Email: raven@ravenht.org.uk

- You said: You wanted improved
- information and better co-ordination
- of damp and mould works.

. We did: We've developed and

- implemented new features in our
- internal system to improve scheduling
. and coordination of appointments

. for damp and mould issues. This

: update also enables our staff to

© consider any recorded vulnerabilities
or impairments you've told us about,
: sowecan better support you.

If you’re not happy with an aspect of our service
— we encourage you to make a complaint

Complaints give us the opportunity to correct issues and learn. Whilst our teams do their best to get things right
for you first time, we know that sometimes things go wrong. When this happens, it’s important to let us know.

You can make a complaint by reporting it through your MyRaven online account or by calling us on
0300 123 3399. Please provide as much information as possible to help us investigate the issue thoroughly.

Find out more about our complaints process — www.ravenht.org.uk/making-a-complaint.

www.ravenht.org.uk
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dVEN Housing Trust

Provide feedback

We welcome your feedback about our services. We want to know what we're doing well
and where you think we can improve.

Reportit!: General
if you have a repair that needs feed back: O

fixing or need to report anti- , , ,
social behaviour then get in if you have anidea or suggestion
about our services then please

touch through your MyRaven
online account, by caling contactuson 0300123 3399 or

0300 123 3399 or emailing email raven@ravenht.org.uk.
raven@ravenht.org.uk.

lhavea Compliments:
conm plalnt . if you have a compliment about a

member of our team or our service
call uson 0300123 3399, then wed love to hear from you.

emai raven@ravenht.org.uk You can callus on 0300123 3399
orraise it through MyRaven. or email raven@ravenht.org.uk.

What do you want to see in Raven Times? Follow us:
This is your quarterly magazine to show you what’s going on at Raven and in our R HousingT
communities. We'd love to know what you'd like to see more and less of to make 0 avenHousingTrust

this something you find informative and useful. @ raven-housing-trust
Drop us an email raventimes@ravenht.org.uk with any feedback — thank you!

Call: 0300123 3399 Facebook messenger: RavenHousingTrust
Email: raven@ravenht.org.uk Address: Raven House, 29 Linkfield Lane, Redhill, Surrey, RH11SS
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