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Welcome to our
first edition of
Safer Communities! 

This newsletter is for all our 
tenants and leaseholders 
to tell you what Watford 
Community Housing Trust 
does to make where you live 
a safer place. 

It is a top priority for us to 
tackle anti social behaviour 
and make sure you feel 
safer in your home and your 
neighbourhood, so read on 
to get a flavour of some of 
the work we do. And if you 
want to help, then please get 
in touch and we can tell you 
about the different ways you 
can get involved in reducing 
crime and making your area 
even safer, from helping with 
clean up days to joining our 
working group. 

I very much hope you find 
our first Safer Communities 
newsletter to be useful and 
informative.

Tina Barnard
Chief Executive

Welcome
Anti social behaviour 
down 15% from 2010
Over the last year reported Anti Social Behaviour (ASB) has 
reduced by 15% and the Trust has formed strong partnerships 
with various organisations, including the Police, across Watford 
and Three Rivers to decrease the numbers further. 

The Trust is working hard to stamp out anti social behaviour 
in a bid to make our communities safer for all. We have held 
ASB roadshows in each area to make people aware that they 
can turn to the Trust for help and something will be done. The 
ASB Roadshows also explained what anti social behaviour 
actually includes, the things that can be reported and the 
procedure that is followed. 

There is an increased confidence in reporting ASB to the 
Trust with the knowledge that we will try to resolve the 
matter, and high satisfaction rate with the outcome. Since 
April 2011 a Notice of Seeking Possession has already 
been served on eight properties due to tenants’ anti social 
behaviour. The Safer Communities team are currently 
dealing with over 100 cases of ASB and continue to do so in 
an effective and efficient manner. 

This newsletter addresses some of the everyday issues the 
ASB team have to deal with, and highlights what the Trust 
is doing to combat the problems occurring. It also 
provides information on what you can do 
to help minimise ASB, and outlines the 
areas the Trust can help 
you with.
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Useful contacts to cut out and keep
Police non emergency: 0845 3300 222
Police emergency only: 999
Watford Borough Council: 01923 226 400
The Sunflower Centre: (domestic abuse, race and hate crime) 01923 215 180
Turning Point (drug & alcohol misuse) 01923 221 037
Citizens Advice Bureau 01923 234 949
Hertfordshire Fire Brigade 0300 123 4046
Environmental Health: (Watford Borough Council) 01923 278 503
Environmental Health: (Three Rivers District Council) 01923 776 611
Mediation Hertfordshire 01442 234 402
Social Services 01923 471 400
Refuge (homeless) 0808 2000 247
Victim Support (victims of crime) 0845 30 30 900
GALOP (gay, lesbian, bisexual and transgender safety charity) 020 7704 2040
Crimestoppers 0800 555 111

Watford Community Housing Trust contacts
Switchboard: 01923 209000
Repairs freephone: 0800 2182247
Repairs Line: 01923 209247
Gas safety: 0800 0556860
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Gateway House
59 Clarendon Road
Watford WD17 1LA
www.wcht.org.uk
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Safer Communities Officers
Bernadette Brennan
(Maternity cover for Amy Crask)
North area

Areas covered:
Boundary Way, Woodside, Sherwoods, 
Hillside, Foxhill and Brush Rise, Harebreaks, 
Leavesden Green, Courtlands and Garston

01923 209291
asb@wcht.org.uk

 
Vanessa Singleton
South area

Areas covered:
Callowland, Central, Croxley, Holywell, 
Meriden, Oxhey, Radlett Road, Rookery, 
Tudor and Vicarage

01923 209198
asb@wcht.org.uk

t: 01923 209 000
e: feedback@wcht.org.uk
w: www.wcht.org.uk

External resolutions
We will always try to resolve things for you as early as possible. If 
you remain unhappy after our attempts to do so you can refer your 
complaint to an external ‘designated person’ in an attempt to seek a 
local resolution. 

Any designated person(s) can contact us to discuss your complaint 
further on your behalf as well as offer fresh ways of looking at the 
complaint if this may help to resolve matters locally. They may also 
refer your complaint on to the Housing Ombudsman for further 
investigation if they agree with you that we have not resolved your 
complaint satisfactorily.

 A designated person could be a councillor, any MP or a  
 recognised tenant panel (please note such tenant panels must  
 have agreed a code of conduct with us and have been entered  
 by us onto the Housing Ombudsman’s register as a recognised  
 designated person).

 If you would rather not seek a local resolution you may contact  
 the Housing Ombudsman directly after our formal review;  
 however they ask that you allow 8 weeks before doing so

The Housing Ombudsman may decide not to consider your 
complaint if you have not been through our internal complaints 
procedure first, if you have not attempted to reach a local resolution 
or if you have raised a legal dispute. 

The Housing Ombudsman service is an independent body which 
deals with disputes between registered landlords and their 
customers. You can contact the Ombudsman in the following ways:

Address: Housing Ombudsman Service, 81 Aldwych,  
 London, WC2B 4HN

Tel: 0300 111 3000

Email: info@housing-ombudsman.org.uk

Making sure our feedback process works well
We want to make sure that all of our customers are heard when 
they want to give us feedback. We aim to treat people fairly, with 
respect and to take personal ownership whenever they have views 
on our service.

If you think that we could do things differently when we manage the 
feedback you give us, please let us know - that kind of feedback is 
really important too!
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What happens when you give us feedback?
When you let us know that you have had a problem with our service, 
we will always try to fix things for you straight away. If you are happy 
to let us have 24 hours to try and resolve matters, we will do so and 
this would be recorded as an informal concern. 
Whenever this happens we will let you know what we plan to do and 
agree a timescale with you if it could take longer than 24 hours.

Our aim is to resolve your concerns at the earliest opportunity, 
ensuring good communications, so that you are satisfied with 
the resolution. 

If we don’t feel we can solve a problem immediately we will advise 
you so that you can make a formal complaint if you would like to. 
You can be assisted by a friend or relative at any point in the formal 
process if you feel this would help you, all we need is something on 
file to confirm who you are happy for us to speak to.

If you give us a compliment or even a comment or suggestion, we 
will treat this with equal importance and ensure we learn from it 
just as we would a complaint. We will record your feedback and let 
those involved know what they have done well or where we could 
perhaps look at things in a different light.

All of your feedback is important!
We will take ownership and use the feedback you give us to 
improve. We will also let you know what we have done to improve, 
using our website, newsletters and other communications.

Giving us positive feedback, comments  
or suggestions
If you want to tell us about something we have done well, or if 
you want to make a comment or suggestion, you can do this in 
several ways:

 Online: via our website (www.wcht.org.uk)

 By email: feedback@wcht.org.uk 

 By telephone: to any member of staff (01923 209 000) 

 In person: to any member of staff

 In writing: Gateway House, 59 Clarendon Road,  
  Watford, Herts, WD17 1LA

 Surveys: complete satisfaction surveys to let us know  
  what you think

Giving us negative feedback
If you need to give us negative feedback one of our staff will:

 Contact you as soon as possible to discuss and resolve your  
 concerns within 24 hours, or within an agreed timescale

 Aim to fully resolve any formal complaints we receive within 10  
 working days and respond to you in the most appropriate way  
 (for example if you raise your concerns by email, we will  
 respond by email)

 Confirm with you that you are happy with the resolution of your  
 concern or complaint

Formal complaints
If it’s the first time you have raised a formal complaint about an 
issue, a member of the management team will carry out a formal 
investigation and look to resolve your complaint (this could be a 
team leader, manager or Head of Service, but will always be the best 
placed person to resolve your concerns at the first time of asking).

In some situations if we are unable to resolve your concerns straight 
away, you can ask for your complaint to go to a formal review. This 
could involve the complaint being reviewed by a panel of tenants, or 
by one of our Directors, it’s up to you.

 A review by a tenant panel will take place within 20 working days  
 and a resolution put in place within a further 10 working days. 

 A Director reviewing a complaint will look to fully resolve the  
 complaint within 10 working days.

During the formal review the tenant panel or director will only be 
able to consider concerns that you raised during your initial formal 
complaint. If there are new or not directly related issues you wanted 
to raise, these could be considered as a separate complaint.

To request a formal review all that you have to do is to let us know 
you remain unhappy, explaining why and what you want us to do. 
You can do this by either notifying the person who dealt with your 
complaint directly, or by contacting our Feedback Administrator. 

We will not consider a complaint to be closed unless we have heard 
from you directly that you are happy with the resolution.

Help is at Hand!
If you need any help using our feedback process, especially if you 
feel you want to make a complaint, please contact our Customer 
Service Centre on 01923 209000.

Customer Feedback Form



Name: 

Address:  
 

Tel no:  Email: 

Preferred method of contact: 
(please tick one)  Postal:  Telephone:  Email:  

Relationship to Trust: Tenant:  Leaseholder:  

  Other (please specify): 

Details of your feedback: 
 
 
 
 
 
 
 

What type of 
Feedback is this: Compliment:   Comment/Suggestion:  
   Informal Concern:   Formal Complaint: 

Have you told us about this before: Yes:  No: 

If yes, who did you tell? 

What would you like us to do? 
 
 
 
 
 
 

gum area
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 area
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