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Key dates

Welcome

Keep an eye out on our Facebook page
@saffronhousing for useful tips, information
and ways we get involved with the below dates.

October

to Saffron news

14th - 20th - National
Baking Week

November
1st - Benjamin Foundation
Ipswich Sleep out

4-5

We interview our CEO
James Francis.

14th - Benjamin Foundation
Norwich Sleep out

December
13th - Christmas
Jumper Day

We hear from our
Customer Voice group.

January

8-9

20th - 26th Big
Energy Saving week

20th - Blue Monday

February
Advice and tips to take
control of your heating
at home.
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Your chance to win some
Love2Shop vouchers by
entering our Word Search
competition.
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10th - Time to talk
Day

Welcome to our Autumn edition of Saffron News.
We have been busy over the summer speaking with as
many of you as possible as part of two surveys. One of the
surveys was about how satisfied you are with the services
that Saffron provides to you. The other one was to give us
a better understanding of how affordable our homes are.
If you were one of over 1,500 people we have spoken to –
thank you. We will be sharing with you the results of the
satisfaction survey in the next issue of Saffron News.
During my first five months at Saffron I have spent time
getting first hand experience of the services we provide
and while I am very proud of many things I have seen, we

acknowledge there are improvements that we can
make in the way we listen to you and provide our
services. As I explain within this edition of Saffron
News, this has become my focus as CEO. I welcome
you to get in touch and share your views with us as
we always looking to improve, you can email us at
feedback@saffronhousing.co.uk.
We hope you enjoy the read.

14th - Valentine’s
Day

March
3rd - 7th - National
Apprenticeship
Week

April

James Francis

New issue of Saffron
News

Chief Executive Officer
Saffron News
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James
Francis
We sit down with our CEO James Francis and
discuss how he has settled in to Saffron, what
our biggest challenges are and how customers
are going to help shape Saffron going forward.
Tell us a bit of background about yourself
The first job I ever had was at an organisation
called Waveney Apple Growers that was a factory
on the Norfolk/Suffolk border and my role
there was to make sure that apples and pears
were presented well for when they appeared in
supermarkets. I went from there into the world of
accountancy which taught me an awful lot about
being professional, being accountable, working
collaboratively and evolving as an individual. It
was those skills and those values I wanted to put
to good use, a purpose that I really believed in and
that’s what led me to join the housing sector in
2006.
What were your first impressions of Saffron?
My first impressions of Saffron were that it

was a very warm organisation and I felt very
well received by the staff here. It was also an
organisation whose Board and staff had a very
clear sense of where they were going and this
clear sense was presented to me in a document
called Positive Futures Corporate Plan.
Has that now changed?
I don’t think its changed but spending my early
months here at Saffron speaking with staff,
speaking with customers and getting some firsthand experience of the services we deliver, has
really clarified what we are trying to do. We have
a very strong focus on improving services to you
and we are taking great care about the way we
communicate with you in a very open and honest
way.

I want Saffron to stand as a beacon for respect,
for fairness and for hope. The reason I say that
is that we very aware of the impact a safe and
secure home can have on people’s ability to live
a happy, healthy and positive life. We live in an
increasingly divided world where more and more
people’s needs, housing needs and care needs are
not being met by the market and this is where we
have a huge role to play.

Is there a desire to call Saffron tenants
‘customers’?

Saffron News

also have some really big challenges in the wider
world and it’s likely two of those events that will
define this decade are the Grenfell Tower tragedy
and Brexit. Thinking first about the Grenfell Tower
tragedy, whilst a particular time will mean we have
a different focus as an organisation our first priority
will always be to continually ask ourselves are we
doing everything we possibly can to keep you and
our staff safe?

What is your vision going forward as the new
CEO?

That’s why communication with you is really
really important. We need to listen, we need
to understand the way housing and care needs
across Norfolk and Suffolk are changing and make
sure as an organisation we are in a position to
adapt and respond to that.
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“I want Saffron to stand as a
beacon for respect, for fairness
and for hope. The reason I say
that is that we are very aware
of the impact a safe and secure
home can have on peoples ability
to live a happy, healthy and
positive life.”

I am open-minded about that and it is something
we would really welcome your views on. One
of my inspirations growing up in social housing
was a lady who was adamant that she was a
tenant. She said that because she didn’t believe
she had choice in where she lived. The reason
the organisation is increasingly using the word
customer in its communications with you is that
we believe it sets the tone about the type of
service and improvements we want to make. It’s
true to say we also provide care to thousands
of people for whom we are not their landlord

and that has moved us to customers as a broader
phrase.
What’s your understanding and expectations of
the Customer Voice group?
Given our focus on improving services and the way
we communicate with you, Customer Voice has
an integral part to play. We do have to recognise
it’s early days with Customer Voice and we are
incredibly grateful for the energy and enthusiasm
of the people who have stepped forward to
become part of the group.
Over time I would love Customer Voice to
be reflecting the views of our customers, to
scrutinise our policies and our performance as an
organisation and provide insight to our Board.
What are the biggest challenges for Saffron?
Our challenges are both internal challenges in
terms of the way we deliver services and challenges
that are external to the organisation. Internally, we
have been really focused over the last few months
on increasing the pace in which we are letting
homes, repairing properties and acknowledging
and resolving complaints and we have made some
really good improvements in those areas. We

While we don’t know right now what the eventual
impact of Brexit is going to be, we do have plans in
place, so we are as prepared as we possibly can be
to make sure we continue to provide great services
to you.
Most CEOs want to be remembered or leave a
legacy, what would yours be?
My proudest moment during my first few months
in the organisation was receiving a note from an
individual whose parents were incredibly proud
of their independence but had an increasing care
need. Moving into one of our housing with care
schemes, the wellbeing of this individual’s parents
increased significantly as did his peace of mind.
Creating stories like this is what I want my legacy to
be in the organisation.
If you were lost on a desert Island what two items
would you want and why?
You are asking me to choose between my wife and
my two daughters! What I am going to take is a
photo of all three of them, that will keep me smiling
and the other item would be my running shoes as
that will keep me healthy.
The video of this interview is now available on our
website, if you would like to give it a watch then
please go to www.saffronhousing.co.uk/category/
news/
Saffron News
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A day in the life of....

Joanne Young
Neighbourhood Officer

We took a day out of the office to spend time with Joanne to see what a typical
day is like for her and we asked a few questions along the way.

4. How many Neighbourhood Officers does
Saffron have?
We have 8 Neighbourhood Officers including
me and they are Dean Harris, Belinda Wicks,
Debs Johnson, Darren long, Paul Quick, Liz
Ross and Judy Pike. We all have our own
patches that we cover across Norfolk and
Suffolk.

“I would like to say we help
customers live the best life
they can in a property that
is in the best condition for
them.”

5. What does a typical day look like for you?
Every day and week is different for me.
Most of the week I spend in the areas I
cover attending appointments or meeting
customers. I do spend around one and a half
days in the office booking in appointments
and catching up on the necessary paper work,
but the rest of the week could be anything
and that’s what I like about the job.

2. Do you enjoy your role?

1. How long have you worked for Saffron?
I have worked for Saffron for four and
a half years. I started as a support coordinator for the sheltered schemes which
I did for three and half years. Then just
over a year ago I took the job to become a
Neighbourhood Officer.
Being responsible for a different area
means my work has changed and I have
different challenges and I love the fact that
no day is the same.
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I don’t think I would ever leave Saffron,
I have such a varied job that changes
from day to day. You are trusted to do
your job, manage your work load and
go out and do the work that is needed.
I love everyone I work with and in our
team we have a buddy system, so Judy
Pike is mine if we are away on holiday
or need some advice they are who you
turn to first.
3. Do you have any top tips for
customers?
Always talk to us! Don’t be worried
to speak to us about anything or be
worried about what we might say, we
are here to help. And if we can’t help
we will always point you in the right
direction to someone that can.

6. How do you provide good customer
service in your job?
I think we assess every customer individually
and work out how much of my time they
need. I would like to say we help them live
the best life they can in a property that is
in the best condition for them. It is also
making sure we, as Neighbourhood Officers,
are as approachable as possible so that our
customers feel like they can come and talk
to us.
7. What are the most memorable positive
experiences with customers that you have
had?
Recently I had a case where we had
mediation with two neighbours to try and
resolve some issues they were having.
Sometimes it’s taking the time to sit and
listen to our customers, as it’s the simple
things that can help resolve the biggest
issues. Since doing that there have been no
complaints from either neighbour and both
seem happy and are getting along.

Look out for the next issue of Saffron News
where we will be following another one of
our staff members for the day.

Saffron News
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Due to the expansion of the role of Customer Voice, we are
looking for a volunteer to join the team to work with us to
achieve our objectives and improve services.
We’ve been forming our annual consultation
plan which will begin in 2020. Some of the things
which are included in the plan will be: reviewing
Saffron’s Local Standards; looking at Customer
Facing Policies and Strategies; Saffron’s website;
and the Together with Tenant’s Scheme.

Individually, you are one drop.
Together, we are an ocean!
Our journey over the last year has been a rollercoaster ride! We have revamped and reshaped
ourselves so that we can now help Saffron to
engage with its customers. This is part of their
new Customer Engagement Strategy and we
will be working in partnership with them at a
strategic level.
Who are we?
We are a group of Saffron customers, all
working on a volunteer basis with one goal in
mind: to make Saffron the best it can be. We
oversee how you, as a Saffron customer, are
involved with decisions that affect the services
you use. To do this, we will review Saffron’s
performance and agree an annual consultation
plan.
Our priorities
As part of our planning, this year we have
chosen three priority areas which will influence
each piece of work we undertake:
Inclusion – we aim to ensure that every
customer will be able to access Saffron’s
services without prejudice or inequality.
Communication – we aim to help Saffron
ensure that their website and any other official
communication is simple and customer friendly.
Saffron Experience – we aim to help Saffron
create a positive relationship with their
customers.
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Saffron are fully committed to involving and engaging our
customers in all that we do. We are an ‘Overarching Group’ of
volunteer Members and we need you!
Our role is to
•
•

So, what comes next?
In the autumn, we will be meeting with the CEO,
the Executive Team, the Board and managers,
and will be forging ahead with our consultation
plan. You can expect to receive regular updates
from us via the Saffron Housing Trust Ltd
Facebook page @saffronhousing, their website,
and newsletters. But we do need your help…

•
•
•

Experience of this type of role is not necessary. What we need
is your knowledge, feedback and understanding of the issues
affecting you, your home and your community.
Saffron offer full training and support, and all reasonable
expenses are covered.

Individually, you are one drop. Together, we are
an ocean!
Following the Customer Involvement Survey that
some of you took part in, we would like now to
give you an opportunity to take part in the up
and coming projects we have planned for early
next year. As we start to look at these, we will be
inviting you to take part in various ways to give
us your views and we would really value your
input.

For an informal chat in the first instance, and to obtain an
application form, you can contact the Customer Voice Team by
emailing info@saffroncustomervoice.co.uk

You can be the one to make a difference!
We strive to develop good relationships with our
customers to get you involved in helping us to shape the
services that we provide. By listening we gain a better
understanding of your needs and views. The National
Housing Federation have created an initiative called
‘Together with Tenants’ for delivering change across the
housing sector. We have joined 122 organisations and put
ourselves forward to be an early adopter.

For further information, please contact us by
email: getinvolved@saffronhousing.co.uk or by
calling: 01508 532032.
So, as you can see, the Customer Voice team
is now up and running. We have thrown away
the rule book and are here to really shape
Saffron’s future, to make them the best housing
association there is—something you, as a
customer, can be proud to be a part of.

Oversee the involvement of Saffron customers in
decisions that affect the services they provide
Review Saffron’s performance and work with us to
make improvements
Agree the annual customer consultation plan
Review customer facing policies and have input into
service strategies
Nominate three Non-Executive Directors for the Board.

Our commitments are:
•
•
•
•

A new requirement in the NHF’s code of governance for boards to be accountable to their customers
A new Together with Tenants charter setting out what customers can expect from their housing
association landlord
Tenant and residents oversight and reporting of progress against the Charter
Giving tenants and residents a stronger collective voice with the regulator.

They have now appointed a group of external researchers who will work with us and the other early
adopters to ensure we capture the feedback and insight throughout the process of trialling the initiative.
We will also be working closely with our Customer Voice Group while we continue to plan and implement
our Customer Engagement Strategy.
For more information please visit our website https://www.saffronhousing.co.uk/residents/get-involved/
together-with-tenants/
Saffron News
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Boiler controls and servicing
The boiler thermostat controls the temperature of the water
going around the radiators and should be set according to the
manufacturer’s instructions contained on the boiler itself. There
are two types of boiler:

Take control of your
heating at home

A Standard boiler - with a separate hot water
cylinder, your boiler thermostat should always
be set to a higher temperature that the
cylinder thermostat.

•

A Combination boiler - you will 		
probably have two dials (one
for heating and one for hot
				
water – the one with the
radiator symbol controls the output to
the heating, and you can set
this without affecting the hot water
temperature.

Here are a few tips on how to use heating controls effectively

We will service your boiler every 12
months, as well as carry out the annual
Landlords Safety Report. It is important that
access is provided to carry out these checks,
for your safety, and to ensure the efficiency
of your boiler.
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•

The ‘output’ will control how much heat is given out (if there is
sufficient stored heat available).

		

need tomorrow. If a heater runs out of heat in
the evening while you still need it, or if
the weather gets colder, you may need to
turn the input dial up. If the weather
gets warmer, or the heater never runs out of
heat in the evening, you can probably save
money, without getting cold, by turning the
input dial down.

Thermostatic Radiator Valves

Room Thermostat

Many people set their thermostat
between 18°C and 21°C and then adjust
it to suit them, depending on how warm
or cool they feel.

A standard electric storage heater will have two controls:

• The ‘input’ control determines how much electricity will be
Heating controls are there to make sure you stay in control of your heating and what you pay.		
taken from the supply during the coming night, and 		
It’s very tempting to turn up the dial to a high temperature when you start to use your heating system,
		
hence how much stored heat will be available the 		
but this will also trigger a massive energy bill. Correctly using a programmer, room thermostat
and
			
following day. You will need to set the output dial 		
thermostatic radiator valve, could potentially save you up to £75 a year (based on a typical 3 bed,
semi			
to how much heat you want now, and the input dial
detached gas heated home in the UK). Ref: National Energy Foundation
			
according to how much heat you think you will 		

•

The room thermostat is used to set the
temperature of your home. It does this
by sensing the temperature around it
and is usually found in the hall, lounge
or dining room. When the air around the
thermostat reaches the set temperature,
it sends a signal to the central heating
pump and boiler to stop sending hot
water around the system. Your radiators
will then cool down. When the air cools,
the thermostat sends another signal to
the system to start pumping hot water
to your radiators again. At different
times throughout the day your radiators
will feel cooler and warmer to keep the
temperature constant.

Storage heaters

15

20
30

These valves are fitted to individual radiators
and control the temperature of the room they
are in. They shut off the flow of the water to
the radiator when the desired temperature is
reached. Valves are often fitted to radiators
in every room, apart from the bathroom and
hall or the room where the room thermostat
is fitted. They can be found at the side of the
radiator, are usually white and have a dial
with numbers *12345 running around them.
People often set the valve to the middle
setting (3), which is about 20°C and see if the
room is warm enough.

Oil Heating
Oil boilers will have similar
controls as described above,
the only difference is the fuel
used. Savings can sometimes
be made by forming a local
oil heating group to bulk buy
your heating oil.

Boiler thermostat

Programmer

Cylinder thermostat

The programmer is a control panel which allows you to set the time you want your
heating and hot water to come on and go off. Depending on the type of programmer,
you may be able to choose whether you want heating only, hot water only or both
heating and hot water. Note: If you have a combi boiler, the panel sets the heating only.
You can set it to turn the heating on once or twice a day, on continuously or completely
off. Most people set it to come on twice a day – once in the morning and once in the
evening. Set your system to come on about 30 minutes before you want the house to
be warm and 30 minutes before you want it to cool off.
Saffron News

This controls the temperature of the water going around the
radiators and should be set according to the manufacturer’s
instructions contained on the boiler itself. Combination
boilers have two: one for heating and one for hot water.
If you have a hot water cylinder, it will be fitted with a
cylinder thermostat to control the temperature of the hot
water. This should be set to a temperature of around 55-60°C.
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We want to hear from you
As mentioned in the interview with James
(Pages 4-5) we have spoken about changing
from tenants to customers and this is something
we would welcome your
views on. You may think
we should continue using
tenant or you’re happy for
us to change to customer.
Whatever your view,
we want to hear from
you. Please email us at
feedback@saffronhousing.
co.uk with your thoughts.

You might remember we have
perviously mentioned about the
possiblity of going digital with
Saffron News. This is something
we would like to look at again.
We will soon be contacting you
to see if you would like to receive
this newsletter as a digital version rather than a
paper copy and check we have the correct email
address for you to do so. If you would like to
contact us beforehand then please email us at
feedback@saffronhousing.co.uk with your name,
address and a correct email address and we will
add you onto the list. We will of course keep you
updated in the April issue of Saffron News.

How staff have used their volunteering day
Every employee at Saffron is
given a volunteering day in
addition to their annual leave
entitlement. We value the
incredible work that volunteers
undertake in our communities
and we are proud to be able
to provide opportunities for
everyone to get involved to make
a difference.
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The charitable activities we
support, include:
•
•
•
•

Community care work
Environmental work
conservation projects
Fundraising for community
projects or charities
The administration of public
events.

LITTER PICKED IN
THE COMMUNITY

9
14

HAD TRAINING
SO THEY COULD
BECOME TENANCY
MENTORS

TOOK PART IN A
FIREWALK AND RAISED
£520 FOR BREAK

3

HELPED ONE OF OUR
SCHEMES DURING
GARDENING WEEK

7

PARTICIPATED IN THE
SLEEP OUT RAISING
£716 FOR THE
BENJAMIN 		
FOUNDATION

9
Annual STAR Survey
We had a great response from those who took part in our
Annual STAR Survey, the winners have been selected at random
and will be receiving a £25 Amazon Voucher. We will be
publishing the results in the next addition of Saffron News.
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7

VOLUNTEERED IN A
RANGE OF ACTIVITIES
SUCH AS ASSISTING IN
CHARITY SHOPS AND
AT CHARITY EVENTS

HELPED CLEAR
VEGETATION ON
THE FOOTPATHS AT
WHITLINGHAM BROAD
Saffron News
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Crocus Homes dig their way to the
Bronze age
Crocus Homes organised for two
classes from Bawdsey Primary School
to join their heritage consultants
to take part in an achaeological dig
at their new development site in
Bawdsey. A collection of Neolithic
and Bronze Age pottery and two
fragments of Roman pottery,
retrieved from the ditches, indicate
settlement activity associated with
those periods in the wider vicinity
of the site. Teachers and pupils from
the adjacent Bawdsey Primary School
came to visit the excavations and
the children enjoyed learning about

what had been found and how to
use a metal detector to find buried
archaeological artefacts. This was
followed up by a visit to the school by
the Pre-Construct Archaeology finds
manager who gave a talk providing
an insight into what archaeologists
do and brought along finds from the
Bronze Age and Roman period that
the children were able to pass around
and handle.

There will be 13 new homes on
a site adjacent to School Lane
in Bawdsey. This is a smaller
site for Crocus Homes offering
a more contemporary design
home in landscaped and spacious
surroundings. There will be 13
plots in total consisting of 9
private plots, 1 shared equity and
3 for affordable rent.

Crocus Homes is a subsidiary
of Saffron Housing Trust who
build homes for private market
along with affordable homes. If
you are interested in finding out
more, please visit their website
www.crocushomes.co.uk

Christmas Office Hours

Saffron’s offices will be closed from 12:30pm on Tuesday 24th
December 2019 and re-open at 8:45am on Thursday 2nd January 2020.
If you need emergency repairs during this period
please call 01508 532000.

Have a lovely Christmas!
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Wordsearch

Find all 10 words from the list below, then return it along with the completed
entry form for a chance to win £20 Love2Shop voucher.
A
S
L
D
F
G
H
J
K
H
L
M
Z
N
X
A • October
Q
P
W
E
I
E
U
R
Y
A
T
A
L
S
U
K • Autumn
Z
A
Q
X
A
S
W C
D
L
E
V
F
T
R
T • Trees
G
B
N
H
Y
V
U
J
M
L
K
U
U
I
P
O • Leaves
L
R
K
J
H
G
E
F
D
O
A M Q W R
I • Orange
J
E
D
R
M N
X
S
G W N
A
S
S
H
E • Red
E
D W H
J
L
C
B
N
E
W
S
S
R
J
G • Pumpkins
R
E
A
H
S
X
M
E
D
E
A
C
M
E
G
N • Halloween
• Bonfire
P
I
B
U
Y
T
R
E
S
N
V
N M
L
S
A
• Sparklers
B
S
O
C
T
O
B
E
R
R
T
Y
H
K
K
R
K
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D
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M

I

L
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S
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C

R
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E

J
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D

Z

X

C

V

M

N

L

K

J

H

Name: .....................................................................................................
Address: .................................................................................................
.................................................................................................................
Telephone:..............................................................................................
Send your completed entry form to: Communications & Marketing Team, Saffron
Housing Trust, Saffron Barn, Swan Lane, Long Stratton, NR15 2XP
Closing date: Tuesday 31st December 2019

A big thank you to everyone who entered our
wordsearch competition in the April issue of
Saffron News. Congratulations to Mrs Dann
who was our winner.
“I was very surprised as I never win anything, so
I’m very happy with my vouchers” - Mrs Dann
You never know the next winner could be you!
Saffron News
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Contact Care

Lifeline Alarms

A Contact Care lifeline provides you with help
and reassurance at the touch of a button, 24 hour
monitoring 365 days a year.
Just £3.70 a week with an installation fee of £30
Installed throughout East Anglia

Freephone: 0800 917 4680

Contact us

Saffron Housing Trust, Saffron Barn, Swan
Lane, Long Stratton, NR15 2XP
www.saffronhousing.co.uk

(01508) 532000

info@saffronhousing.co.uk

16

Saffron News

Saffron Housing Trust
@saffronhousing

Saffron Housing Trust is a Registered Society and an exempt charity, registered in England by the
Financial Conduct Authority
Register Number 32427R. Regd Office: Saffron Barn, Swan Lane, Long Stratton, Norfolk, NR15 2XP

