Welcome to your Spring 2026 RBH Neighbourhood News

What's inside this edition?
Find out about your upcoming neighbourhood walkabouts
Learn what we did with information from the RBH census
Hear from our Chief Executive and the Chair of the RBH Board



What's inside?

We want to make sure that the information in this newsletter is available

to all our customers. Large print, plain text, and audio versions can be
downloaded from our website at www.rbh.org.uk/newsletter. You can also
request these by calling us on Freephone 0800 027 7769, emailing us at
newsletter@rbh.org.uk, or making a request through the MyRBH portal.

We're looking for RBH customers to work with us to help create this
newsletter. We also want to make sure that whenever we write to you, we
are doing so in a way that is understandable and helpful. If you'd like to join
our Communications Champions group, email engagement@rbh.org.uk, or
call us on Freephone 0800 027 7769 and ask for the engagement team.

This information is available in Braille, audio and community languages.
Please phone: Freephone 0800 027 7769 or email: customer@rbh.org.uk.
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Hello from Amanda

Dear customers,

A warm welcome to the spring edition of your RBH Neighbourhood
News.

Many of you will have celebrated Easter or Eid recently. We hope that,
if you were marking these occasions, you enjoyed peaceful and joyful time
with your loved ones.

We also celebrated International Women'’s Day, which encouraged us all to
think about how we can support one another to achieve our goals. When
women thrive, whole communities thrive too, and our borough has a proud
history of strong, inspiring women who have helped shape the place we live
in today.

That spirit continues here at RBH. We're lucky to have so many dedicated
and talented women working across our organisation, helping us deliver services for you every day.

On that note, we also wanted to share some changes within our leadership team. Our Executive Director of
Customer and Community, Nadhia Khan, retired on 31 March after seven years with RBH. We'd like to thank
Nadhia for all she has contributed and wish her the very best for the future.

Taking on this role is Sandra Coleing, who many of you will already know from her position as Executive Director
of Corporate Services. Sandra is looking forward to focusing even more closely on customer services and
community work, and we're excited for what this means for the year ahead.

There are so many opportunities for you to get involved with us here at RBH and ensure that your voices guide
the work we do.

Our neighbourhood walkabouts, taking place every month across the borough, are a great opportunity to meet
our Engagement Team and Neighbourhood Housing Officers, share your views, and tell us about any issues
you're experiencing where you live. We'd love to see more of you joining us - find out more on page 16.

A big thank you as well to everyone who took part in our recent customer conversations, also known as tenancy
audits. Your time and feedback are hugely appreciated and help us better understand what you, our customers,
want and need from us. More information is available on page 10.

As you'll see from the information throughout this newsletter, we are absolutely committed to making sure
we're the very best landlord we can be.

We'll keep working hard to make a real difference in your homes and your neighbourhoods, and we're grateful
for everything you share with us along the way.

With many thanks

Amanda Newton
RBH Chief Executive
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We're proud to support
International Women’s Day

Supporting WHAG through our
volunteering programme

Members of our Neighbourhood Environment Team lent their
support to the Women's Housing Action Group (WHAG) in the
run-up to International Women'’s Day. WHAG provides specialist
services for vulnerable women and young families facing
homelessness and domestic abuse.

Our colleagues cleared out all the donation storage rooms,
organised the playroom and weeded and removed overgrown
shrubbery from a one-acre site at one of the charity’'s sites in the
area. A team from our contractors ‘No Graffiti’ then jet washed
the area making it accessible again.

We also created care packages for WHAG to distribute to

the women and families that they support. For many of these
women and families, even the most basic items can make

a huge difference. RBH colleagues donated sanitary items,
nappies, soap, shampoo, toothpaste, toothbrushes, and more
besides, which were delivered to WHAG to pass on to those in
need of support.

Our inspirational women of 2026

We asked our customers and colleagues to nominate the women who inspire them as part of our
celebration of International Women’s Day. Nominees were invited to an afternoon tea on Wednesday
11 March to let them know they are appreciated, valued, and celebrated.




I'm really pleased to have this opportunity to write for our first customer newsletter of 2026.
So much has happened already in the first few months of the year.

2026 started with some great news - we secured £55 million of new bank funding. We can't
deliver the homes and services that you rightly expect to receive if RBH is not financially
sustainable. This is a huge priority for us as your Board. Last year we installed 792 new kitchens,
331 new bathrooms and 531 new boilers, and we completed 53,500 repairs. This money will
enable us to continue to make this investment in your homes and start to develop plans to build
new affordable homes.

This funding also shows that we have made huge progress in restoring confidence in how RBH

is run. Our new funding partner, Principality Building Society, is investing in the English social
housing sector for the first time - and they have chosen to make this investment here in Rochdale
and with RBH.

Of course, being financially sustainable will not matter if we do not use our resources well. | am
so pleased to see that the feedback you have given us through our Tenant Satisfaction Measures
continues to improve. | want to encourage you to continue to provide that feedback in whatever
way is most convenient to you.

We use this information to make sure that we are getting our services right and learning from
where we could do better. | can assure you that your views are a vital part of our decision-making
at every level - including in our discussions in Board meetings. We can’t improve without you.

We do our best work when we do it together, and we have some great opportunities to get more
involved if you are interested in doing so. We're a mutual society which involves us making sure
that our customers and our employees have a voice in how we are managed. Later this year

we'll be looking for new members of our elected Representative Body and you can find out more
about getting involved as a Member of RBH on pages 8 and 9 of this newsletter. You can also use
our feedback form on page 14 to let us know that you'd like to get involved.

We've got a lot to look forward to over the rest of 2026 and | am looking forward to working with
you as we continue to improve the services we provide.

Kindest regards,

Kevin Brady
Chair of the RBH Board
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Community News

Great turnout at our Customer Voice Forums

A huge thank you to everyone who came along
to see us at our recent Customer Voice Forums.
We held five events all across the Borough as
well as an online session.

It was great to hear what you thought about our values
and behaviours, and how we can put your feedback into
practice in your homes and in our communities. We hope
you've already started to notice improvements in how our
colleagues work with you.

Our next sessions will be in the early summer and we'd
love to see you there - keep an eye out for more details.
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£1m renovation of Tonge Court
is complete

We've completed our £1m+ refurbishment
of Tonge Court Independent Living Scheme
- and our customers love it.

The large-scale improvement scheme has seen the
interior and exterior of the building transformed.

Customers living at the Middleton scheme told us what
they wanted and we've delivered. TADW Architects took
their feedback on board with the designs, and our delivery
partner Emanuel Whittaker carried out all the works.

At the new look scheme we've:

« Created a new, larger communal kitchen

* Improved the lounge, dining area, patio and car park
- Created a new scooter store on site

« Provided rooms for quiet wellbeing and hairdressing
« Installed a new energy efficient boiler

« Improved the lighting and access

- Installed new fire doors throughout

» Added new furniture and flooring and decorated
throughout

It looks modern and we are delighted.
You gave us everything we asked you for.

"



Community News

Keeping our communities safe

We're proud to work closely with Greater
Manchester Police and other partners to
keep our neighbourhoods safe. We have

a zero-tolerance approach to crime and
Anti-Social Behaviour in our communities.

We want to build on the work we've done together
in Freehold as part of Operation Affect. We

know that visible responsive policing makes a

big difference and as a result, we've provided
funding support for Greater Manchester Police to
purchase e-bikes for community officers to use to
increase visibility and respond quickly.

Recently we had the opportunity to meet with
police colleagues to see the bikes in action, and
we're looking forward to seeing them out and
about in our communities very soon.

A purr-fect way to volunteer

We're proud to have worked with the Council
and Your Trust to support our friends at Rochdale
RSPCA into their home at Hollingworth Lake

- and they need the community’s help to continue
their great work.

Our Chief Executive, Amanda Newton, has recently
spent some time with David Canavan, the Chair of the
Rochdale branch of the charity, and seen first hand

the desperate state that some of the animals that are
abandoned or worse are in when they are taken into the
care of the RSCPA. Ten of our colleagues also recently
spent time helping out at the Animal Centre.

We can always rely on them to help where we have
issues with animals needed help in our homes and we
do our best to pay that kindness back.

You can help too, by
visiting their shops in
Littleborough, Heywood,
Middleton, Whitworth
and Rochdale, or by
visiting the gift shop

at the animal centre

at Hollingworth Lake.
You can also become

a friend of the animal
centre - find out more
by emailing
rec.rspcarochdale@btconnect.com
or calling 01706 861897.

Winter Warmth roadshows provide over £40,000 of support

Thank you to the 69 customers who attended our Winter Warmth
roadshows. Attendees received support from both our Money
Matters Team and our partners. As a result of these roadshows,

our team have:

- Secured an additional £43,263 for customers through energy vouchers,

benefits support, and other financial help

- Helped 11 customers access more affordable tariffs for their water

charges

- Donated energy-saving slow cookers supplied by Back o’ th’ Moss

Community Centre

 Provided winter warmth bundles including a thermal snood, gloves, hat, blankets, and non-electric

cooker bags

- Made 39 referrals to partners such as Citizens Advice and Stepping Stones for wider support
- Signposted customers to other RBH teams, including repairs and damp and mould services

One notable success was how we were able to help a customer who had health issues. She'd originally called
into discuss a complaint but over a brew, it became clear that the team could help with her health issues.

A home visit was booked in, and an application was completed for Attendance Allowance. After regularly
checking in with the customer, and once AA was awarded, a pension credit application was then submitted.



become a Member

RBH is a mutual housing society, owned and shaped

by the people who live in our homes and who work for

us. Becoming a Member means you have a real say in P
: : icedoesn't

what we do, and how we do it. If you're ready to be part Your voice

of something bigger, join today and help us to shape the - et heard. (

justg 1
RBH you want to see.

- Visit www.rbh.org.uk/join
- email membership@rbh.org.uk
- call us on Freephone 0800 027 7769

Who can join?

+ Anyone named on a tenancy or aged

What Your M hip Hel Achi
18+ and living in an RBH home at Your Membership Helps Us Achieve

Every new Member strengthens RBH's mutual

- All RBH employees, including apprentices model. Together, Members help us:

and trainees
- Improve services based on real customer

Why join? and colleague insight

- Be part of the discussions about the - Understand what matters most in our homes
services we provide and workplaces and turn that

, ) ) into action
- Share your views, take part in scrutiny - .
exercises (detailed looks at specific topics - Shape priorities through feedback, service
to help us get better), influence priorities, reviews, and consultation
and help steer improvements that matter - Build a stronger, more connected community
- Vote in Representative Body elections - Ensure decisions reflect real lived experience

or even stand for a seat yourself : o
- Be part of shaping a positive future

« Get updates on what we're working on, for housing in the Borough of Rochdale
and how your views are driving change

+ Whether you prefer a quick text survey

or deeper involvement, you choose how
much to get involved



Hear from your Representatives

Your Representatives are customers and colleagues elected by Members.

They champion your views, hold themselves and the rest of the organisation to account’, and help
shape our future direction. Don’t take our word for it - hear directly from your Representatives in
their own words!

This summer we'll be holding our next set of elections for our Representative Body and we'd love to
hear from you.

If you'd like to find out more about our Representatives, visit www.rbh.org.uk/representatives, email
rep.body@rbh.org.uk or call us on 0800 027 7769 and ask for the Governance Team.

-

"Serving on the Representative Body presents a unique opportunity to
represent the voices of RBH customers, while working alongside other

. . . g 1 /4
members who share a strong commitment to improving our communities.

Jose Castanheira,
customer Representative

"Being a part of our membership empowers each one of us, ensuring tenants and
colleagues alike are at the forefront of everything we do. Join us and do your bit in
leading RBH forward to a more improved, inclusive, and mutual organisation."

Jamie Kelly,
colleague Representative
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To make sure that we're making the right decisions for you, we need to better understand the needs,
wants, and aspirations of all our customers.

That's why last year we undertook our customer census. This was the big survey that we sent to all our
customers in 2025. Many people filled it in online, and for others we held conversations over the phone or in
person. We want to say thank you to all of the 2,094 customers who took the time to answer our questions.

We want to continue to keep our information up-to-date, and we're doing this through our ongoing customer
conversations. These involve our teams visiting you at your home to talk about anything we can do to help
support you. You might also hear these calls referred to as “tenancy audits”.

We're speaking to as many customers as we can - all we ask is that you let us in and have some form of

ID available to make sure we are talking to the person whose name is on the tenancy agreement. All our
colleagues carry identification so you can check it's us. If you are unsure, please give us a call on 0800 027
7769 or email CustomerExperience@rbh.org.uk.

How we're using these conversations

to help our customers Making the most of our digital
. . donation scheme

While carrying
out one of these One of our
conversations one Neighbourhood
of Neighbourhood Housing Officers,
Housing Officers Rebecca, called at
came across the home of Miss
a customer Cardoso Balde to
that needed a complete one of
complete kitchen the audits. After
refurbishment, as talking to her she
well as repairs to mentioned that her
his bathroom and : eldest daughter
other parts of the property. Matilda didn't have

a phone anymore

Following a family bereavement the customer had .
found things difficult to manage and didn't think they and that she was trying to save for one.

could get any help or support, so struggled. Rebecca remembered that through our Digital
Donation scheme we can look at donating unused
equipment to customers. We were more than
happy to give Matilda a phone and also a laptop,
which Rebecca dropped off to the grateful family.

Our colleague immediately contacted our Assets team
and a temporary kitchen was fitted in days with a full
kitchen on order.

A full remodel of bathroom will be carried out and he
has also been referred to partner agencies for extra
support.

A delighted Matilda was happy with her phone and
said she would share the laptop with her younger

sisters.
Thanks to that one conversation, which started on the

doorstep, we have transformed a customer’s life and he
couldn't thank our colleague enough on a follow up visit.

So please, if we do knock on your door over the coming
weeks, please answer it — we are here to help.

10
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In the census, we asked you questions about you and anyone else living in your
home, so that we could better understand your needs.

We also asked you about what you think about the services we provide and the
things that you'd like to see us do in your neighbourhood.

We want to share some of the things we've done as a result of your feedback.

Did you know that each neighbourhood has a dedicated Neighbourhood
Housing Officer working in the area?

We're using some of the information you shared with us to help us to make sure that we're doing the right
thing for your area. Visit www.rbh.org.uk/neighbourhoods to find out more - or turn to page 16 for details of

upcoming neighbourhood walkabouts.

You told us that

it was important

that we were

able to resolve

queries at first

time of asking

and first point of

contact more effectively.

You told us that you wanted us to
make it easier to get in touch with
us, and that we needed to make
sure that we continue to learn from
any complaints and feedback. We
are working hard to improve our
contact centre and complaints
services; putting new processes
in place so we can respond more
rapidly and effectively.

You told us it

was usually

straightforward

to raise a repair

with us, but that

we could do

better on how we

communicate with you about our

repairs and planned maintenance.

Our Representative Body is
currently looking at this as one of
their ongoing scrutiny projects.
We're committed to continuing to
invest in our homes to ensure they
are safe and warm. Last year we
invested £27 million in our existing
homes. This included 792 new
kitchens, 531 new boilers, and 331
new bathrooms.

You told us

that tackling

anti-social

behaviour was

a priority for

you. We have a

zero-tolerance

approach to crime and anti-social
behaviour, and we're working hard
with our partners and communities,
as well as with Greater Manchester
Police, to make things better. Our
award-winning partnership on
Freehold, Operation Affect, has made
a real difference for our customers.
You also told us how important it was
for us to improve the look and feel
of your local areas - whether that is
through reducing litter or improving
facilities. We're using our colleague
volunteering scheme to help make
our neighbourhood spaces greener
and brighter.

We also asked you what you thought about our membership and mutuality. We know we have more to do to
share with you how our mutual society makes a real difference. Through their action plan, you'll be hearing
more from our Representative Body members over the coming months about the difference they are making for
our colleagues and customers. Find out more on pages 8 and 9.
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Making sure our homes are
for those who need them

Tenancy fraud cheats other people of the chance of being offered a home they genuinely
need. Recently, our checks helped us uncover a case of tenancy fraud that allowed us to
return a home to someone who truly needed it.

It began with a routine Right to Buy application. As part of our process, we ask for additional
information and carry out home visits to make sure everything is in order. In this case, those

checks raised concerns and we discovered that the tenant wasn't living at the property and

was subletting the home to someone else.

We carried out a full investigation and were able to prove that the tenant was actually living
elsewhere. As a result, the Right to Buy application was withdrawn, and the home has since
been offered to someone on the waiting list.

Signs to watch out for include properties that appear empty for long periods, neighbours
who have moved out but the home is still in use, or lots of different people coming and going.

If you suspect tenancy fraud, don’t stay silent. Speak up in confidence by calling us on
Freephone 0800 027 7769 or by emailing speakup@rbh.org.uk.



We've been made aware of scam callers operating across the area.

These callers have called on our customers asking for a cash deposit for gardening

or other work, claiming to work on behalf of RBH or on behalf of the Council. Sadly ‘\,}f
some customers have handed over money - up to £100 in some cases - and been

left empty handed.

Our team members will never ask you for cash on the doorstep under any
circumstances, and they always carry ID. If you're not sure about a caller, you can
call us on Freephone 0800 027 7769 to confirm their identity.

Please take care when answering your door. Our team members will always be
understanding if you wish to take extra steps to verify their identity. If you become
aware of a scam, please let us know, and also report it to the police.

We are aware of housing disrepair claims companies targeting our customers, promising
compensation for repairs issues. You may have heard them referred to as “claims farmers”.

These companies may contact you by phone, text, social media, or even by knocking on your door. They
often describe themselves as offering “no win, no fee"” claims. Be careful - if something sounds too good
to be true, it probably is. Customers can be charged thousands of pounds if they leave the agreement, and
even if successful, the compensation payment can be quite small compared to the costs charged.

Often the paperwork may not be what it seems, and charges can be hidden in long and complicated contracts.

In some cases, solicitors acting for RBH customers whose claims have been unsuccessful have had the
option to pursue their clients for legal costs running into thousands of pounds. We've also seen cases
where customers have been charged thousands of pounds after they have left agreements. Instead:

- Report repairs to us as soon as possible.

* Give us the opportunity to inspect and fix the issue.

- If you're unhappy with how a repair has been handled, contact us directly — we will work with you to put
things right and then put you in contact with our internal complaints department. We have a two stage
complaints process, and customers are also able to escalate to the Housing Ombudsman. Call us on
Freephone 0800 027 7769, email customer.complaints@rbh.org.uk, or visit www.rbh.org.uk/myrbh.

13



Tell us what you think

We want to know what you think about how we communicate with you. We'd like to thank everyone

who has already shared their views with us.

Please complete the form below and email to customer@rbh.org.uk. You can also send it by post to RBH, Unique
Enterprise Centre, Belfield Road, Rochdale, OL16 2UP. You can also complete an online version of this form at

www.rbh.org.uk/newsletter.

Name:

Address:

Email address or contact number:

1. How satisfied are you with the overall quality
of communications you receive from RBH?

O Very satisfied
QO Satisfied

O Neutral

QO Dissatisfied

QO Very Dissatisfied

2. How do you currently receive information from
RBH? Select all that apply.

O Printed Materials (e.g., newsletters, letters)
O Email

O Social Media (e.g., Facebook, Instagram, X)
O Website

QO Text Messages

O Whatsapp

QO Traditional media (eg newspaper, radio)

O Face-to-face / word of mouth

QO Other (please specify)

3. Which communication channel do you prefer
to use when receiving information from RBH?

QO Printed Materials (e.g., newsletters, letters)
QO Email

O Social Media (e.g., Facebook, Instagram, X)
O Website

QO Text Messages

O Whatsapp

O Traditional media (eg newspaper, radio)

O Face-to-face / word of mouth

QO Other (please specify)

4. What improvements, if any, would you suggest for
how RBH communicates with you? Are there any
topics you'd like us to feature in a future edition of
this newsletter?

If you'd like to get involved with one of the activities below, tick the box and
our Engagement Team will get in touch with more information!

(O Customer Services Committee
(O Community Drop-In Sessions
O Representative Body

(O Community Champions

(O Complaints Panel

QO Local Community Groups
QO Policy and strategy reviews
QO Diversity Advocates

(O Customer Voice Forums

(O Communication Champions



Get In Touch

We want to make it as easy as possible to get in
touch with us.

Call us on Freephone 0800 027  Access services online =
7769 - you can call this24/7to  at MyRBH - www.rbh.

report an emergency repair org.uk/myrbh
Visit our website at Submit your complaints and Email us at Access cost-of-living
www.rbh.org.uk compliments online at: customer@rbh.org.uk and advice at www.rbh.org.
www. rbh.org.uk/feedback report a repair by email at uk/costofliving
or call 0800 027 7769 rbh.repairs@rbh.org.uk

/rbhousing @ @rbhousing Rochdale Boroughwide
Housing

Need help going

digital?

Do you need help to get digital or know
somneone that does?

You may be able to borrow a laptop,
chromebook, or tablet from the Digitech
library - a partnership between Rochdale

Want to keep up-to-date with the

Council and local organisations. latest RBH news? You can follow
Call them on 01706 926653 to find out our Whatsapp channel!

more. You can also email them on DTL@ Search for “Rochdale Boroughwide Housing” on
rochdale.gov.uk. WhatsApp, visit www.rbh.org.uk/whatsapp or

L. scan the QR code to find out more.
We have a limited number of laptops

available through our digital donation 0 -qa
scheme. Call us on Freephone 0800 027 aj- b 8
7769 or email engagement@rbh.org.uk M f{.‘:!:.. .gim
if you'd like to find out more. These will be XS

allocated on a first-come, first-served basis,
with a waiting list created if required.
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Your Neighbourhood Housing
Officers are out and about in your
community, and they’re on hand to
support you with your tenancy as
well as to offer guidance on housing
management matters.

This could include the allocation of homes
(in line with the allocations policies set by
the Council and RBH), mutual exchanges,
assignments, and successions. You can
also speak to them if you want to report
tenancy fraud - for example if you feel
someone is not living in their home, or a
home is being occupied by someone who
should not be living there.

You can also speak to them if you are
worried about anti-social behaviour or
want to report a safeguarding issue.

Details of your neighbourhood housing
officers are available on our website - visit
www.rbh.org.uk/neighbourhoods to find
out more. Get in touch with them by:

- coming along to our drop-ins or
neighbourhood walkabouts

- sending a message on the MyRBH
portal at www.rbh.org.uk/myrbh

- emailing us on customer@rbh.org.uk
- calling us on Freephone 0800 027 7769

Your RBH Neighbourhood Drop-Ins

» Heywood: First Thursday of the month
(10am until 12 noon) at Sandon House Community Centre,
Taylor Street, Heywood, OL10 1EF

- Middleton: Second Wednesday of the month
(10am until 12 noon) at the Lighthouse Project,
Middleton Shopping Centre, M24 4EL

 Pennines: Third Friday of the month (10am until 12 noon)
at 9 Stevenson Square, Smallbridge, OL12 9SA

» Rochdale: Fourth Thursday of the month
(10am until 12 noon) at Rochdale Housing Solutions,
2 Smith Street, Rochdale, OL16 1TU

* Freehold: Last Friday of the month (10am until 12 noon)
at the Freehold Annex, Olney, OL114LQ
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