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It is with some sorrow that I write this welcome to 
Tenant Matters.  Since the last edition, we have lost 
two Board Members who have sadly passed away.  
Anne McCann and Charles Pilbeam were stalwarts 
of the Board, who gave many hours of their time 
freely to the Association; both made significant 
contributions to the Board which in turn improved 
the services that tenants enjoy.  Anne, as Chairman 
of the Audit Committee, could be relied upon to use 
her experience and expertise to inform and guide the 
Association - the Board was lucky to have such an 
asset to call upon in that critical role.  Charles, who 
latterly was joint Deputy Chairman, always made 
sure he challenged the Association to deliver the 
best possible service to residents and his quiet good 
humour and intelligence made sure he always gave 
such value to Board discussions.  The Association 
is richer for knowing them and they will be greatly 
missed, not only by their families, but by their Board 
colleagues and the Lincs Rural team members to 
whom they provided such great support.

However, both Anne and Charles would demand 
that Members of the Board, despite their sadness, 
ensure “business as usual”, and the work of the 
Board must continue.  We have been delighted to 
welcome David Bruce who has been co-opted onto 
the Board.  David brings knowledge, not only of the 
voluntary sector and Lincolnshire’s communities, 
but also the tenant experience as he is a Lincs 
Rural Tenant.  I am sure he will make a significant 
contribution to the Board.

We have seen the Government confirm social 
housing rents will rise by a maximum of the rate of 

Welcome from our 
Deputy Chairman   
Andrew Cotton      

Lincs Rural  
NICEIC Approved 
Contractor

inflation, plus 1%, from April 2020.  This ends the 
enforced rent decrease of 1% every year that was 
imposed from 2016.  That decrease meant the 
Association was forced to make difficult decisions 
about what works we could afford to undertake to 
your homes.  Where we spend the rent you pay, is 
one of the most important decisions that the Board 
has to take and confirmation of the rent increase 
means we can now plan for the future - we will be 
prioritizing the development of more properties, 
but balancing that against upgrades to existing 
properties, especially older heating systems.  
Looking after our properties and making sure they 
are safe is very important; you may have noticed we 
have changed our gas contractor to allow greater 
reassurance that our properties all have current 
gas certificates, for example.  We have also been 
delighted to achieve electrical safety registration, 
which allows greater assurance over the quality of 
electrical work.

I hope you enjoy reading this edition of Tenant 
Matters and find it interesting and enjoyable.

Lincs Rural Housing Association qualified to be registered 
with the National Inspection Council for Electrical Contracting 
(NICEIC) Approved Contractor Scheme from February 2019.

This was following assessment by 
a NICEIC Engineer to ensure the 
work undertaken by our electrician, 
Shane York, is of the highest 
quality and complies fully with the 
Electrical Regulations (BS 7671).

Whilst the enrolment is not 
essential to carry out most 
electrical work in our properties, 
it now allows us to carry out a 
wider variety of work such as 

fuse board replacements, new 
circuit installs and rewires.

Our new enrolment is subject 
to annual reviews to ensure we 
continue to carry out electrical 
work to the highest standards.

Well done Shane.

Lincs Rural want to make sure that we can keep in touch with you.

• Have you changed your telephone number?

• Have you changed your name since the start of your tenancy? 

• Has anyone moved in or out of your home since you last spoke to us?

• Do we have your current email address?

If you have answered yes to any of these questions, please let us know so 
that we can update your details.

Keeping in Touch
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The Virtual Dementia Tour is designed to not just 
show people what it is like to have dementia, but 
also to sense it. We were all asked to put on large 
headphones which covered the ears, blasting 
out all kinds of noises, from loud sirens to alarm 
clocks. Spiky inner-soles were placed in our shoes 
to enhance the sensation of the weight of our body 
pressing the feet down onto the hard surface). We 
wore sunglasses with the central vision distorted 
and gardening gloves. Without any other words, 
somebody flicked a switch on our headphones and 
we were shepherded in to the Dementia Tour Bus.

The first thing that hit me was the noise; screeching, 
yelling, pounding, banging. It was enough to confuse 
all of my senses, and it became apparent that people 
who have dementia may endure this torment almost 
every day.

Next came the darkness. All of the curtains were 
shut, the sunglasses shaded the little remaining 
natural light, and every now and then I would 
experience green or red strobe lights hitting me in 
the eyes.  In that darkness, it felt as if the lights were 
being physically pressed against my optical nerves. 

While I was struggling to comprehend what I was 
actually experiencing, a faint shadow of a human 
outline stood in front of me. The Trainer was asking 
me to read a list of chores that I had to complete, 
but I was unable to complete any of these as I was 
so confused.

This was a very hard-hitting experience.

The Virtual Dementia Tour certainly changed my 
perception of how to treat people with dementia. 
If everybody could experience it, I am sure the 
nationwide attitude towards dementia would improve.

Katie Taylor Housing Officer

Become a Dementia Friend

Whether you attend a face-to-face 
session or watch the online video, 
Dementia Friends is about learning 
more about dementia and the 
small ways you can help. From 
telling friends about Dementia 
Friends to visiting someone you 
know living with dementia, every 
action counts.

Information Sessions

Dementia Friends Information 
Sessions are run by volunteer 
Dementia Friends Champions, 
who are trained and supported 
by Alzheimer’s Society. Each 
Information session lasts around 
one hour. You will learn more 
about dementia and how you 
can help to create dementia 

friendly communities. There are 
information sessions running 
across England and Wales.

For more information log on to 
Dementia Friends website  
www.dementiafriends.org.uk

Making your own cleaning products can help save 
on plastics, therefore saving our planet and reducing 
plastic pollution. It will also help reduce the number 
of chemicals used in your home and hopefully also 
reduce the amount of money you spend.

Here are some simple recipes –

Glass Cleaner
¼ cup white vinegar 

4 cups warm water

Simply combine the two together in a spray 
bottle – spray on glass or mirrors and dry with a 
cloth or newspaper.

Carpet Stain Remover
Mix equal parts of white vinegar with water in a 
spray bottle and apply to the area to be cleaned. 
After a few minutes clean with a sponge or brush 
with warm soapy water.

Natural Deodoriser
Bicarbonate of soda is an excellent natural 
deodoriser.

For fridges place a shallow bowl of bicarbonate of 
soda on a shelf. 

For soft furnishings, sprinkle onto the area and 
leave for a few hours then suction up using the 
vacuum cleaner. 

The Virtual Dementia 
Tour Experience 

Cleaning Doesn’t have 
to Cost the Earth 

As the Housing Officer 
at Lincs Rural I recently 
organised staff training in 
Spilsby with the New Life 
Centre and other local 
housing associations. Most 
of our staff attended the 
event, which has raised our 
awareness of dementia.
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Hi, I am the new Repairs Assistant at Lincs Rural. 

It is a full time job, so I’ll be 
available in the office Monday 
to Friday and I will be dealing 
with calls regarding any repairs 
or issues you may have with 
your home.

I have recently moved to Spilsby. 
In my spare time I enjoy going 
to the beach and listening to 
music. Prior to this job I finished 

my AS levels and worked in 
administration for a year in a 
solid fuel company. Although 
I enjoyed this job, I was eager 
to join the Lincs Rural team to 
better myself. I am proud to be 
working for the Association, our 
Vision is helping to sustain rural 
communities and we thrive on 
giving the best service we can to 
make a difference.

Welcome to  
Lily Rose Smith 
Repairs Assistant

Electrical Inspection 
and Testing

As part of our commitment 
to provide safe homes and 
to ensure we comply with 
The Tenants and Landlords 
Act 1985, we are required to 
carry out regular electrical 
inspection and testing on all 
of Lincs Rural properties. 

This involves our Electrician (Shane York) checking 
the consumer unit and circuits to identify any 
possible faults, and to ensure it is safe for continued 
use. The process usually takes 3-4 hours but can 
vary between properties depending on how many 
circuits there are, and if any faults are identified, etc.

Previously this was required to 
be completed every 10 years but 
following recent changes this will 
now be undertaken every 5 years.

You can help us by 
ensuring that all sockets, 
switches, etc are 
accessible for inspection. 
Also, items such as electric 
heaters must be checked so 
please ensure access to these is 
available. The power will need to 
be turned off for part of the test 
so please ensure this is possible. 
It is not usually off for long, 
approximately 30-45 minutes.

1    In London, the Lord Mayor’s Show takes place 
on the second Saturday of which month? 

 

2    St Swithin’s Day falls on the 15th of which month? 

 

3    Which month of the Gregorian calendar was 
originally the first month of the Roman calendar? 

 

4    What was the first name of the wife of late 
singer/musician Marc Bolan? 

 

5    All Hallows’ Eve is celebrated on the last day 
of which month? 

 

6    Valentine’s Day falls during which month of 
the year? 

 

7    Which month is mentioned in the Four 
Seasons song ‘Oh What A Night’? 

 

8    In Scotland, Burns Night is celebrated 
during which month of the year? 

 

9    The gemstone pearl represents which month 
of the year? 

 

10    Armistice Day (or Remembrance Day) takes 
place during which month of the year? 

 

11    In Britain, which month sees the start of The 
Grouse Season? 

 

12    During which month in 1912 did RMS Titanic 
strike an iceberg and sink? 

 

13    Author H E Bates wrote the novel  
‘The Darling Buds of….’? 

 

14    During which month of 1533 was Queen 
Elizabeth I of England born? 

 

15    St David’s Day (the Patron Saint of Wales) is 
celebrated during which month of the year? 

 

16    All Fools Day falls on the 1st of which month? 
 

17    The Royal Eisteddford in Wales takes place 
during the first week of which month? 

 

18    St Nicholas Day (the Patron Saint of 
Children) is traditionally celebrated on the 
6th of which month? 

 

19    During which month is the Men’s Tennis 
Championship final held at Wimbledon? 

 

20    The official birthday of British monarch Queen 
Elizabeth II falls during which month in the UK? 
 

Summer Challenge

Answers available on the website
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As part of our 2019 Calendar Challenge we asked our tenants to send 
in their favourite recipes. We have received a diverse range of wonderful 
recipes, both sweet and savoury, together with some lovely photos.

A selection of the recipes are shown here and they will also be available 
on the website. 

Calendar 
Challenge 2019

Hannahs Layer Cake

Tomato Soup
Method
1  Heat the olive oil in a large, deep stock pot over medium 

heat. Add the onion and sauté for 8 minutes

2  Add the garlic and cook for 1 minute. Add the tomatoes, 
tomato paste, salt, sugar, mixed herbs, broth concentrate 
and water.

3  Bring the soup to a boil, lower the heat, and simmer, 
uncovered, for 20 minutes, until the tomatoes are very tender.

4  Either using a blender (in batches), food processor, or an 
immersion blender, blend until pureed. 

5  Add the cream and reheat 
the soup gently. Once it’s 
hot, serve your tomato 
soup immediately with 
a swirl of the remaining 
cream and a garnish of 
basil leaves.

Thanks to Anna Cybulska

Method
1  Preheat the oven to 180 c, 

grease five layer cake tins, all 
the same size.

2  Cut a circle 18cm in diameter 
from baking parchment and 
place in the bottom of each tin.

3  In a bowl cream margarine and 
sugar until light and fluffy.

4  Beat in eggs, one at a time, 
adding a little flour with each.

5  Gently fold in remaining flour 
and baking powder.

6  Add the vanilla essence and milk.

7  Split the cake mixture equally 
into five separate bowls and add 
colourings to suit.

8  Place in prepared tins and bake 
for 20-25 minutes.

9  Allow to stand for five minutes 
and turn out the layers onto a 
cooling rack to completely cool.

10  Whilst the layers are cooling 
prepare the butter icing.

11  When the layers are completely 
cooled, assemble the layered 
cake, adding a layer of frosting 
between each layer.

12  Once all five layers have been 
assembled take the remaining 
frosting and cover the top 
and the sides of the cake to 
complete.

13 To make the frosting place the 
butter in a clean bowl and beat 
gently until softened.

14  Add the sifted icing sugar a little 
at a time, until it has all been 
added to the mix.

15  Add the milk and beat for a 
further two minutes until light 
and fluffy.

Thanks to Hannah Palmer

3 cloves garlic
80g brown onion
30g olive oil

700g cherry tomatoes
70g tomato paste
1 level tsp salt
1 level tsp sugar
1 level tsp mixed herbs
300g water (up to 500g according to your preferences)
1 chicken or vegetable stock pot or broth concentrate
100g double cream
Basil leaves, to serve

Cake ingredients

450g(16oz) margarine

450g (16oz) caster sugar

8 medium eggs

450g (16oz) self-raising flour

2tsp vanilla essence

3 tsp baking powder

3 tbsp milk

food colouring for each layer

Frosting ingredients

285g (10oz) butter, softened

575g (20oz) icing sugar

4 tbsp milk

Oat Bars - No Bake- No Sugar
Method
1  Squash the bananas with a fork

2  Cut the dates into small pieces

3  Add all the ingredients together in a large 
bowl and mix well

4  Place on a tray covered with greaseproof 
paper. Squash down.

5  Put in the fridge to chill, cut into slices.

Thanks to Julie Minns

2 large mugs of oats

2 bananas

½ mug dates

½ mug raisins

½ mug sultanas

½ mug chopped mixed nuts

1 tbsp. desiccated coconut

2 tbsp. peanut butter  

(no added oil, sugar or salt)

2 tbsp. canderal
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Japanese 
Knotweed

There have been three Lincs 
Rural properties identified as 
having Japanese Knotweed 
growth. If you see it, don’t 
panic! Call out Dave!

It may look pretty but it’s very aggressive and can 
damage the foundations of a house, drains, paths 
and driveways. It is an invasive weed that spreads 
rapidly. In winter the plant dies back to ground level 
but by early summer the bamboo-like stems emerge 
from rhizomes deep underground (up to 3 metres) 
to grow to over 2.1 metres tall.

It is very hard to eradicate by hand or with chemicals, in some cases where growth has been left 
unchecked, digging out the growth involves removing soil to a depth of 3 metres and a control area of 7 
metres. If you see this plant growing in your garden or in a neighbours, please give us a ring and speak to 
Emma Bousfield (Repairs Officer).

Universal Credit  
Top 5 Tips for Getting Ready!

1 BUILD UP A SAFETY NET.

With a minimum of five weeks to wait 
for your first payment it is important to 
put money aside now in preparation. 
Any advance on your rent account will 
come in very handy while you wait.

2 BEING ONLINE.

UC claims must be made and 
managed online.  If you’re not online 
it would be helpful to start thinking in 
advance about how you will access 
the internet.

3 MAKE A BUDGET. 

You will directly receive your UC 
payment monthly. Draw up a monthly 
budget and remember your priority 
outgoings.

5 APPLY FOR COUNCIL TAX 
SUPPORT.

You must apply for Council Tax 
support separately by contacting your 
local council. Make sure that you do 
this at the same time as applying for 
UC to avoid missing out.

4 MAKE SURE YOU HAVE A BANK  
OR CREDIT UNION ACCOUNT. 

To receive your UC payments, you 
will need to have a bank account or 
something similar that can receive 
automated payments. 
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In the December version of Tenant Matters we shared ‘Our 
Promises to Tenants 2019’ with you and the first commitment 
was to introduce some new Customer Service Standards, 
following consultation with the Tenant Representatives.

We are pleased to report that the Lincs Rural team 
have produced a revised set of Customer Service 
Standards and over the last few weeks the Tenant 
Representatives have been involved with reviewing the 
document and providing their opinion on the content.

From this feedback the final amendments have been 
made and we are using Tenant Matters to introduce all 
Tenants to the new Customer Service Standards 2019.

There are eight standards highlighted in the new 
document, which following Tenant feedback, we have 

made clear, concise and colourful. As a team we are 
committed to the delivery of an excellent customer 
service, but if we fall short, please let us know so that 
we can improve our performance.

The new Customer Service Standards are also 
available on our website. If you have any questions, 
then please contact our Housing Officer Katie Taylor 
on katie@lrha.co.uk

Customer Service   
Standards 2019
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Customer Service Standards  

 
Our Staff 

 
 Staff will always be 

available to listen, always 
acting in a polite and 
professional manner. 

 

 

 
Answering Calls 

 
All telephone calls will be 
answered promptly, by 

friendly and helpful staff. 
 

 

 

 
Returning Calls 

 
 Calls will be returned within 
one day or at a time agreed 

with the caller. 
 

 

 
Correspondence 

 
All correspondence will be 
clear, accurate and easy to 

read. 
 

 

 
Our Standards 

 
If we fall short of any of the 

standards, please let us 
know so we can put it right. 

 

 
 

 
Responding to Written 

Enquiries 
 

Enquiries made by email / 
post will be acknowledged  

within 24 hours. 
 

 
 

Resolving Enquiries 
 

When enquiries cannot be 
resolved immediately, we 
will keep you informed of 

progress until it is 
completed. 

 

 

 
Complaints 

 
Complaints will be 

sensitively handled and we 
aim, where possible, to 

have a resolution within 10 
working days. 

 

 

 
Emergency Repairs 

 
We will offer an out-of-

hours emergency telephone 
service 7 days  

a week. 
 
 

 
 

Customer Service Standards
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We did

Appointed a Repairs 
Assistant to support the 
PMS team and improve 
communication with 
our Tenants.

15

You said

You would like more 
information available 
on the website.

We did

Set up a dedicated 
Residents Notice 
Board area.

We did

New Customer Service 
Standards have been 
introduced in consultation with 
the Tenant Representatives 
and staff have completed 
refresher training.

You said

When you log a 
repair, nobody 
keeps you updated 
about progress.

You said

Our customer service 
needed to be improved.

We did

Provided a Universal 
Credit Information Pack 
that includes lots of 
help and support.

We did

Improved performance by 
having regular meetings 
with the contractor and 
reviewing the standards 
with them.

We did

Improved the service by 
tailoring the Welcome Pack 
to each new tenant and 
providing a recycled bag of 
goodies and flowers when 
the tenant moves in.

You said

You were not happy 
with the standard 
of the communal 
gardening service.

You said

How friendly and 
informative the 
Welcome Pack was.

The Lincoln Longwool is a native rare breed, and is 
categorised as ‘at risk’ on the Rare Breed Survival Trusts 
watchlist. There are less than 1000 breeding ewes spread 
across the country, with most of these flocks concentrated 
in their home county of Lincolnshire.

Lincolnshire was famous for its sheep in the Middle 
Ages when the wool trade was crucial to Britain’s 
economy and Lincoln was one of the seven official 
exporting towns of England. 

At the turn of the century they were in great demand at 
home and abroad and a large number were exported 
all over the world, particularly to South America, 
Australia and New Zealand. This was a time when 
many a great Lincolnshire fortune was made!

Changing demands in fashions and farming put the 
breed in jeopardy after World War II, when only a 
handful of flocks remained.

During the summer months you may be lucky 
enough to spot some of these sheep when you’re 
out and about.

At Lincs Rural we take our commitment to all rural 
activities very seriously – our Chief Executive checking 
out a Suffolk Cross lamb!!

We ask for Tenant feedback through a variety of formats; surveys, Tenant Representative meetings, complaints / 
compliments and social media. But it is important that we listen to your views and take the appropriate action.

Here are some of the comments that you have contacted us about and what we have done in response.

You said…   We did…

You said

You didn’t know 
enough about the 
changes caused by 
the introduction of 
Universal Credit.

We did

Appointed our 
own Electrician.

You said

Electrical issues are 
not being dealt with 
quickly enough.

Rural Lincolnshire Facts



If you are a Lincs Rural tenant and have an emergency repair 
when the office is closed, please contact our out of hours 
repairs service on 07483 916770.

Markime House • Pooles Lane • SPILSBY • Lincolnshire • PE23 5EY
customerservices@lrha.co.uk • 01790 754219 • www.lrha.co.uk
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Lincs Rural Crossword 

How much do you know about Lincs Rural? Try our Crossword to find out – answers on the website. 
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ACROSS  
2 The activities to gather information from Stakeholders to inform and improve the effectiveness of future actions. 
6 Tenancy ?????? is the legal contract that describes your ‘rights and responsibilities’ (as the tenant) and Lincs Rural’s ‘rights and 
responsibilities’ (as the landlord). 
9 The act of taking part or sharing in an activity or event. 
12 Is a measurable value that demonstrates how effectively a company is achieving key business objectives (short for key performance 
indicator.) 
13 ?????? repairs (response time within 24 hours) - are repairs, which could affect your health, safety or security or cause serious 
structural damage to your home if not rectified. 
14 To provide homes for rural people in need is our  ?????? 
 
DOWN 
1 Our out of ?????? telephone number is: 07483 916770 
3 An individual or organisation involved in or affected by the activities of an organisation. 
4 A person who occupies land or property rented from a landlord. 
5 A?????? Exchange is the process where you are able to exchange your home with another Lincs Rural Housing Association tenant or a 
tenant from another council or Housing Association. 
7 The name of the Housing Officer at Lincs Rural. 
8 Local ?????? is an agreement between the tenants and Lincs Rural on the standards and services that will be provided. 
10 One of Lincs Rural values. 
11 Helping sustain rural communities is our?????? 
------------------------------------------------------------------------------------------------------------------------------------------------------ 

Customer Service Contact Details 

Our staff are available Monday to Friday from 8.30am to 5.00pm. 

Telephone 01790 754219 

customerservices@lrha.co.uk 

www.lrha.co.uk 

If you are a Lincs Rural tenant and have an emergency repair when the office is closed, please contact our out of hours repairs service on 
07483 916770. 

Lincs Rural Crossword

Customer Service  
Contact Details
Our staff are available  
Monday to Friday from 8.30am to 5.00pm

Telephone 01790 754219

customerservices@lrha.co.uk

www.lrha.co.uk

How much do you know about Lincs Rural?  
Try our Crossword to find out – answers on the website.

ACROSS 

2  The activities to gather information from 
Stakeholders to inform and improve the 
effectiveness of future actions.

6  Tenancy ?????? is the legal contract that 
describes your ‘rights and responsibilities’ 
(as the tenant) and Lincs Rural’s ‘rights and 
responsibilities’ (as the landlord).

9  The act of taking part or sharing in an 
activity or event.

12  Is a measurable value that demonstrates 
how effectively a company is achieving 
key business objectives (short for key 
performance indicator.)

13  ?????? repairs (response time within 24 
hours) - are repairs, which could affect your 
health, safety or security or cause serious 
structural damage to your home if not 
rectified.

14  To provide homes for rural people in need 
is our ??????

DOWN

1  Our out of ?????? telephone number is: 
07483 916770

3  An individual or organisation involved in or 
affected by the activities of an organisation.

4  A person who occupies land or property 
rented from a landlord.

5  A ?????? Exchange is the process where 
you are able to exchange your home with 
another Lincs Rural Housing Association 
tenant or a tenant from another council or 
Housing Association.

7  The name of the Housing Officer at Lincs 
Rural.

8  Local ?????? is an agreement between the 
tenants and Lincs Rural on the standards 
and services that will be provided.

10  One of Lincs Rural values.

11  Helping sustain rural communities is our 
??????

Answers available on the website


