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Your Voice
At Saxon Weald, homes are at the 
heart of everything we do. This is 
why helping you feel happy and 
secure in your home is one of our 
main priorities. We also know how 
important it is to listen to the views of our customers, 
which is why we’ve launched a new section on our 
website dedicated to your voice. 

We encourage you to get involved and share your 
views with us, as it helps us learn what we can do better. 
After all, there’s no-one better placed to tell us what’s 
working well and where we need to improve than our 
customers. 

There are several ways you can get in touch to provide feedback: 

• Web message, using your My SaxonWeald account

• The Saxon Weald website

• Facebook

• Twitter

• Email

• Phone
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Staying on top of bills
This year has been incredibly challenging for everyone, putting a strain on 
individuals and households in lots of different ways, including financially. 

Many people are facing the reality of working fewer hours than they 
were previously or have already found themselves without a job. It’s 
important to ensure the income you do have is prioritised towards 
food and other essential outgoings, such as rent and bills, to avoid falling 
behind, as it can be hard to catch back up again. 

Help is available:
There’s a range of financial support services available to those who may 
be struggling during this time, including our fantastic Money Matters 
team. They don’t judge and will do their best to help you. There’s loads of 
information on our website: www.saxonweald.com or get in touch with 
them by emailing: moneymatters@saxonweald.com. 

If you need a little extra help working 
out what’s affordable, there are plenty of 
budgeting tools around, including the Money 
Advice Service budget planner which you can 
find here: www.moneyadviceservice.org.uk/
en/tools/budget-planner.

Throughout the year, there may 
be other opportunities for you 
to get involved and share your 
views, including service user 
testing, consultations, surveys 
and much more. If you’re keen 
to have your say, fill out this 
form and we’ll be in touch 
when opportunities arise to get 
involved: www.saxonweald.com/
your-voice/getting-involved

Lisa and Steve 
from the Money 
Matters team

http://www.saxonweald.com
mailto:moneymatters%40saxonweald.com?subject=
http://www.moneyadviceservice.org.uk/en/tools/budget-planner
http://www.moneyadviceservice.org.uk/en/tools/budget-planner
http://www.saxonweald.com/your-voice/getting-involved
http://www.saxonweald.com/your-voice/getting-involved


Ellen joined the Housing Team 
as our Tenancy Sustainment 
Adviser back in March - on the 
day we went into lockdown! She 
has a wealth of experience with 
customer-facing roles and has 
spent many years working in front 
line substance abuse and mental 
health services. 

Since Ellen joined, she’s been busy 
contacting customers who we 
know are shielding due to the 
pandemic, checking in with them 
and ensuring they are getting the 
support they need. She’s also 
been on hand to support around 
30 Saxon Weald customers who 
have been referred to her.

We asked Ellen…
Tell us about your role as Saxon 
Weald’s Tenancy Sustainment 
Adviser
My role is to offer support to 
Saxon Weald customers that may 
be experiencing difficulties with, 
or have concerns about, managing 
any aspect of their tenancy. This 
could be due to physical or 
mental health problems, disability, 
bereavement or any other issue 
that might impact on someone’s 
ability to cope.  

I offer flexible support, face-
to-face or over the phone, to 

help customers find tools and 
strategies to tackle the challenges 
they may be facing. I also help 
them to access specialist services 
and organisations for additional 
support. 

How can tenancy sustainment 
benefit our customers? 
Tenancy sustainment provides 
non-judgemental, flexible and 
solution-focused support to 
customers, whatever their 
circumstances. Each person or 
household’s situation is different, 
and any support provided is 
specifically tailored to, and led by 
the customer. 

How can a customer request 
support? 
Saxon Weald customers can 
contact the customer services 
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Meet Ellen

A sad farewell
We were shocked to hear that our colleague Kate Deacon passed away 
on 9 November after suffering an aneurysm. 

Kate worked at Saxon Weald for 12 years as a scheme manager, 
spending a number of years at Highdown Court in Worthing before 
transferring to Highwood Mill in Horsham. She was down-to-earth 
and caring, but also well known for her sense of fun and for organising 
celebrations and events for her residents.

Kate will be very much missed by her residents and colleagues. Our 
thoughts are with her family and friends at this sad time.

team in the usual way or via 
their Housing Manager or 
Scheme Manager. Once I receive 
the referral, I will contact the 
customer directly to have a chat 
about their circumstances and 
how tenancy sustainment support 
can help. 

What interested you most 
about joining Saxon Weald in the 
Tenancy Sustainment role?  
It was also an exciting opportunity 
to take on a brand new role and 
be part of shaping what tenancy 
sustainment support can do for 
Saxon Weald customers.

What is the most rewarding part 
of your role?  
I really enjoy working with people 
and I get great job satisfaction 
from being able to support people 
to make positive and empowering 
changes in their lives. 

It is really rewarding to see the 
impact that seemingly small 
changes can make for people. It’s 
little things that can sometimes 
make the biggest difference and it 
is a privilege to be a part of that.

 
If you’d like to find out more 
about tenancy sustainment 
support, call 01403 226000 or 
email hello@saxonweald.com.

mailto:hello%40saxonweald.com?subject=Tenancy%20sustainment%20enquiry
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Saxon Weald turns 20!
It’s been 20 years since Saxon Weald was formed, taking on the majority of 
Horsham District Council’s housing stock. Starting with 4,609 properties and 
just 100 staff, we have grown to over 6,700 homes and more than double the 
number of staff.

Over the forthcoming year we will be celebrating this milestone birthday with 
you and will be letting you know our plans as they develop. For now, here’s a 
recap of some of the key moments of our journey.

2000
4,609  

Homes

Saxon Weald celebrated 
moving to our new Horsham 

town centre office

2001
 

Over 1,000 modernisations 
and improvements had been 
completed by 2005 and £28 

million invested in homes

2005
Our first extra care scheme, 
Osmund Court opened and 
we welcomed 310 homes in 

Southampton from Rosebrook 
Housing Association

2006

We received an ‘excellent 
prospects’ rating from the 

Audit Commission

2008

2007
5,168  

Homes

Our first new build homes! 
Delighted residents moved into 
our 40 modern new homes in 

Arun Road, Billingshurst 

2003

Our in-house repairs service, 
HomeFix was launched in 

February 2009

2009

In the beginning we had 
to decommission a lot of 
older, outdated homes, 
before rebuilding better 

modern ones

Do you remember 
these logos?

2001

2002
2003

2004

2005

2006

2008

2009
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Standings Court in Horsham 
opened providing 38 new 

homes, 12 of which were to 
Passivhaus standard, the most 
eco efficient in the country

2012

 
1,000 new homes built! 

We celebrated our 1,000th 
new build home at Harvest 

Meadows, Southwater

2014
We bought 81 market 

rent properties at Pelham 
and Waverley Courts in 

Horsham and established our 
Weald Living brand for our 
leaseholders, shared owners 

and market rent tenants

2016

We received two design 
awards for Standings Court 
from LABC (Local Authority 

Building Control) and Horsham 
Society’s Design Award

2013 We received our second 
Investors in People Gold 

award and residents moved 
into our 64 new homes at 

Winterton Square, Horsham

2019

2014
6,086  

Homes

Residents moved into four 
new completed extra care 
schemes: Highdown Court, 

Leggyfield Court, Downlands 
Court and Margaret House

2010

Our original Chief Executive, 
David Standfast retired after 
18 years and Steven Dennis 

stepped up in his place

2018

Saxon Weald turns 20 in 
December 2020. Thank you 
to all our residents for your 

support along the way

20 Ye�r�

2020

We now 
have 11 

extra care 
schemes!

Our 1,500th 
new build 

home was in 
Alley Groves, 
Cowfold in 

2017

2010

2012

2013 2015

2011

2016

2018

2019

2017

2020
6,761  

Homes
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Welcoming complaints
If something has gone wrong with our service, we 
are always happy to hear from you. It gives us the 
chance to put things right for you, but also the 
chance to improve our services for others too.

Number of complaints received

From April to September we received 184 
complaints. Of these, only nine people were not 
happy with our first response and went to the 
second stage of our complaints process. This 
compares to 250 complaints received in the same 
time frame last year. The drop is largely due to 
the spring lockdown when we received very few 
customer complaints.

The biggest cause of complaints was people 
unhappy with the timescales given for repairs. This 
is perhaps unsurprising in a year where we have 
had to cope with physical restrictions, staff welfare 
issues and supply problems brought about by 
Coronavirus.

Learning from complaints

• A customer complained about the length of 
time it had taken to fix a drainage issue in a 
communal area. Our investigation showed we 
had carried out numerous repairs but had 
never resolved the cause of the problem. To 
prevent this happening again, we will always 
carry out a CCTV survey for communal 
drainage issues, before we try to fix the 
problem. This should ensure we deal with the 
problem correctly first-time round.

• We have had several complaints about our 
grounds maintenance service. To improve 
reporting and monitoring of these problems, 
our contractor has set up an online system 
which will enable us to keep track of their 
progress. 

How to complain

It’s easy! Just get in touch in 
whatever way suits you best. 
Tell us what the problem 
is and what we can do to 
resolve it. We will get back 
to you within three days with 
our response wherever possible. Most complaints 
are resolved at this stage. If you are still unhappy 
however, your complaint will be reviewed by our 
customer experience team. If we are still unable 
to agree a solution, you have the right to complain 
to the Independent Housing Ombudsman. Check 
out their website for details  
www.housing-ombudsman.org.uk  
or call them on 0300 111 3000.

Changes to our complaints policy

The Housing Ombudsman has recently introduced 
a complaints handling code for members. We 
have made a few minor changes to our policy as a 
result, including adopting the Ombudsman’s official 
definition of a complaint. This is ‘a complaint shall 
be defined as an expression of dissatisfaction, 
however made, about the standard of service, 
actions or lack of action by the organisation, its 
own staff, or those acting on its behalf, affecting an 
individual resident or group of residents.’ 

The main requirement of the new code was 
for organisations to adopt a two-stage process, 
which we already had in place. The code also sets 
timescales for responding to complaints, but our 
own timescales are already faster.

You didn’t 
do a good 

job

I have a 
problem

It’s not 
good 

enough

http://www.housing-ombudsman.org.uk
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Providing great homes for 
more people

In October, we were excited to launch our latest collection of 
two and three-bedroom shared ownership properties at The 
Meadows in Shermanbury. Built in partnership with Riverdale 
Developments, The Meadows will also offer four new homes for 
affordable rent, with handover anticipated in Spring 2022.

Earlier in the year, we also exchanged contracts with CALA 
Homes for the affordable housing element of their upcoming 
New Monks Farm development in Lancing. The site will feature 
a mixture of tenures, with Saxon Weald delivering 75 affordable 
homes in phases one and two, including 45 for affordable rent 
and 30 for shared ownership purchase.

Homes at New Monks Farm will be delivered over the next 
four years, and once completed, will benefit from a brand-new 
IKEA store and 28-hectare country park on site. 

Properties at Shermanbury, near Henfield

The beach at Lancing

To find out more about shared 
ownership, including the 
eligibility criteria and option 
to staircase, head over to our 
website: www.wealdliving.com/
home-owner-services/shared-
ownership. 

Want to view our available properties? 
A list of our available homes, including resale shared ownership properties, can be 
found on our website: www.wealdliving.com. You’ll also find answers to all your 
questions from how to apply to what costs to expect.

Dream of getting on the property 
ladder?
Owning your own home could be more affordable than you 
think with the help of shared ownership. The scheme allows 
you to purchase a share in a property and pay rent on the 
remainder, meaning you’ll need a much smaller deposit! 

What are the other benefits?

• You’ll own part of your own home with the potential to 
benefit from growing equity if your home increases in value

• Your monthly payments can often work out cheaper than 
private renting

• You only buy what you can afford so you don’t overstretch 
yourself financially

In most cases, you’ll also have the option to buy additional 
shares – up to and including 100% of the property’s value – 
when you can afford to. This is known as staircasing.

https://www.wealdliving.com/home-owner-services/shared-ownership
https://www.wealdliving.com/home-owner-services/shared-ownership
https://www.wealdliving.com/home-owner-services/shared-ownership
http://www.wealdliving.com
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Condensation is possibly the most common type of damp problem, 
and most of us will likely experience it in our homes at one point or 
another. The most important thing is learning how to manage it, or 
better yet, how to prevent it. Here’s a few simple steps you can take 
to reduce excess condensation and minimise the impact it has on 
your home.

DO
• Keep your heating on low all the time (not less than 15ºC).

• Dry your laundry outside if possible.

• Open your windows for ten minutes each morning to let in some 
fresh, dry, clean air.

• Wipe around your windows each morning to remove the worst of 
the moisture and prevent mould forming.

• Use a squeegee to wipe away most of the water after you bathe 
or shower. Close the bathroom door and open the window once 
you’ve finished to let the warm, moist air escape.

• Use your kitchen and bathroom extractor fans whenever you are 
washing or cooking, especially where you don’t have a window.

DON’T 
• Blast the heating on a high setting once or twice a day as it will make 

more condensation and dampness as the hot air hits cold surfaces.

• Push furniture right up to the walls, stuff cupboards to the brim or 
block radiators with furniture or curtains as this prevents fresh air 
from circulating.

• Ignore condensation. Tackle it at the first signs to avoid mould 
forming and use a mould and mildew remover to clean any black 
spots and mould spores.

For more information on managing and preventing condensation in 
your home, check out the handy condensation leaflet on our website. 

Making changes to 
your home
Many of us have spent a lot 
more time at home over the 
last nine months, giving us an 
opportunity to notice the 
bits and bobs around our 
properties that we’d like to 
improve or change. However, 
it’s important to remember 
that any changes you’d like to 
make must be approved by 
us in writing first. This includes 
alterations to doors, walls, 
flooring, bathrooms, kitchens, 
fireplaces and internal room 
layouts. It also includes putting 
up sheds, walls or fences 
outdoors, and the removal of 
hedges, grass or bushes. 

Please be aware that if 
changes are carried out 
without our consent, you may 
be asked to undo the work 
and return the property to 
its original condition at your 
expense.

For more information about 
alterations and permissions 
or if you’d like to apply for 
permission to make a change 
to your property, please visit 
www.saxonweald.com/ 
permissions/ 

or email  
asset.management@
saxonweald.com. 



















Take control of 
condensation

https://www.saxonweald.com/storage/downloads/condensation_help_and_advice-1595606890.pdf
http://www.saxonweald.com/permissions/
http://www.saxonweald.com/permissions/
mailto:asset.management%40saxonweald.com?subject=Permissions%20query
mailto:asset.management%40saxonweald.com?subject=Permissions%20query
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Winter grounds maintenance 
Since October, our grounds maintenance contractor, idverde, 
has been moving away from cutting the grass at our schemes 
and properties. This is because the grass is simply too wet to 
cut and grows very slowly this time of year. 

As a result, you’ll likely see operatives from idverde, including 
their grass teams, spending more time on the winter pruning 
of shrubs and hedges. This will include reducing them all 
significantly in height. 

Please don’t be alarmed if it looks as though the greenery has 
had a good hair cut! This will put them all on the front foot 
come Spring, when everything begins to blossom once again.

Keeping communal areas clear
In the event of a fire, it’s essential that residents can 
evacuate a building safely and without obstruction. 
It’s therefore crucial that communal areas are kept 
clear at all times. 

Items that we typically receive reports about or 
find left in communal areas include pushchairs, bikes 
and scooters. Please can we remind residents that 
absolutely no items should be stored in communal 
areas under any circumstance. This includes in the 
hallways, under the stairs, outside your front door 
and any other communal area. 

Any items that are found incorrectly stored in 
communal areas will be removed by Saxon Weald, 

and the associated removal costs will be charged back 
to the residents they belong to.   

As a resident, you are also responsible for taking care 
of the communal areas of your building.

Please remember:

• To dispose of waste appropriately – do not leave 
rubbish outside your flat

• To keep communal areas tidy and clear of possible 
obstructions 

• Fire doors must not be wedged open 
• Smoking is prohibited in any indoor communal 

area
• During the festive period - a wreath on the door 

is fine but no lights or Christmas trees please

2

3

1

!
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Be scam aware
Thousands of scams get  
circulated every year, and  
they’re not always easy to  
recognise. There are  
however some things you  
can do to prevent yourself  
from becoming a victim of one. 

Some of the most common types of scams include:

• Investment 
• Pension
• Phone, post and email

Doorstep scammers can be very convincing but there are often signs 
they’re not who they say they are. Remember, if it sounds too good to be 
true, it probably is! Other things to watch out for are:

• Requests to share your bank account details or verify a password 
or PIN

• Out of the blue or time-limited offers that ask you to act quickly
• Email addresses filled with random numbers or misspelt words
• Prizes for competitions you haven’t entered
• Unsolicited or unexpected contact

There are also several things you can do to help protect yourself from 
scams. Remember you should:

• Never give out personal information
• Make sure your devices have up to date anti-virus software
• Ensure all your accounts have strong passwords
• Ask for ID if anyone comes to your door 
• Make sure websites are secure and start with “HTTPS”, not just 

“HTTP”
• Never respond to scammer emails, otherwise they’ll know the 

account is active

If you are unsure whether the person on your doorstep or the other 
end of the phone is a legitimate member of Saxon Weald or one of 
our contractors, call us on 01403 226000. 

For more information on being scam aware and protecting yourself 
from scammers visit: www.saxonweald.com/advice-and-support/scams.

• Web message, using your My SaxonWeald account
• The Saxon Weald website
• Facebook
• Twitter
• Email
• Phone

• Relationship
• Fraud recovery
• Doorstep

Sharing of your 
information – 
National Fraud 
Initiative
Saxon Weald is required by 
law to protect the public funds 
we administer. We may share 
information provided to us with 
other bodies responsible for 
auditing or administering public 
funds, in order to prevent and 
detect fraud.

The Cabinet Office currently 
requires us to participate in its 
anti-fraud initiative. For this, we 
are providing tenancy details so 
that they can be compared to 
information provided by other 
public bodies. This will ensure, 
for example, that no housing 
benefit is being paid to persons 
no longer entitled.

Sometimes wrong payments 
are made because of a genuine 
error. Previous exercises have 
uncovered instances of tenants 
receiving too little housing 
benefit. These exercises help 
promote the best use of 
public funds. The information 
is currently collected every 
two years and we have just 
submitted our data for the latest 
exercise.

To find out more about the 
initiative, visit: www.gov.uk/
government/collections/
national-fraud-initiative. 

http://www.saxonweald.com/advice-and-support/scams
http://www.mysaxonweald.com
http://www.saxonweald.com 
http://www.facebook.com/saxonweald
http://www.twitter.com/saxonweald
mailto:hello%40saxonweald.com?subject=
http://www.gov.uk/government/collections/national-fraud-initiative.  
http://www.gov.uk/government/collections/national-fraud-initiative.  
http://www.gov.uk/government/collections/national-fraud-initiative.  


Service with respect
Many people have shown amazing acts of kindness during the pandemic, 
going above and beyond to help friends and neighbours. Sadly, while the 
crisis has brought out the best in many, it has also seen a rise in abuse 
aimed at customer-facing staff. This has been in all sectors from retail and 
restaurants to public services.

This has also been the case at Saxon Weald. Our staff have experienced 
some extremely abusive language and threatening behaviour. We hope 
you agree that this is simply not on. No one should be abused because 
they are trying to do their job. To protect our staff, we have adopted an 
‘unreasonable behaviour’ policy. This sets out the action we will take against 
those few who behave in an unacceptable way. This could mean limiting that person’s contact with us, reporting 
them to the Police or even taking legal action against them. We have also signed up to the national Service 
with Respect campaign, which is calling for Government to do more to protect front-line workers.

Thankfully, this policy only applies to a small number of customers. We’re very grateful to everyone who has 
shown our staff their support and appreciation during this difficult year.
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Blooming 
marvellous!
We had so many 
fantastic submissions 
for our summer 
garden competition 
this year. This really 
highlighted the time 
and effort so many 
of our residents put 
into making their gardens such 
wonderful places to enjoy. 

We’re delighted to announce that 
Saxon Weald resident Kath was 
the winner of the best individual 
garden, impressing us with the 
amount of colour she managed to 
fit in! 

We’d also like to congratulate the 
residents of Charles Wyatt House 
in Southampton, who won the 
best communal garden category 
for the upkeep of their stunning 
scheme garden.

A huge thank you to all our 
residents and schemes who took 
part in the competition and shared 
their beautiful gardens with us. 

The garden at Charles Wyatt House

Stay in the loop
We’ve been sending out 
important updates about 
our services throughout the 
coronavirus pandemic by 
email and we don’t want you 
to get left behind. You can 
make sure you don’t miss out 
on these updates by providing 
us with an email address. 
The best way to do this is by 
creating a My SaxonWeald 
account or you can email your 
details to  
hello@saxonweald.com. 

Not only does this help make 
sure you’re kept in the loop, 
but it’ll also help reduce our 
use of paper which is good 
for the environment. That’s 
what we call a win-win.  

Winner Kath, in her imaginative and colourful garden

Monica from Charles Wyatt House

http://www.mysaxonweald.com
mailto:hello%40saxonweald.com?subject=
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Saxon Weald is a charitable Community Benefit Society (reg no. 7971) 

Registered with the Regulator of Social Housing L4299  •  VAT reg 742 3736 34

Saxon Weald House, 38-42 Worthing Road, Horsham, West Sussex RH12 1DT 
Tel: 01403 226000   Email: info@saxonweald.com   www.saxonweald.com

Sign up today at mysaxonweald.com

My SaxonWeald is our easy to use online service built for you and it’s available 24 hours a 
day, 7 days a week from a desktop, laptop, tablet or mobile phone. 

What can you do once you’ve registered? 

• Make a payment

• Report repairs and book an appointment

• View your rent account and payment history

• Send secure web messages

• View and update your details

• View and print account statements

• Add people to the household

• Request a payment card 

Christmas Closure
We will be shutting down for the Christmas holidays from 4pm 
on Wednesday 23 December until Monday 4 January at 8.30am.

If you need emergency assistance during that time, please  
call 01403 226000 and you will be redirected to our out-of-
hours service.

Remember, you can access your account anytime at 
mysaxonweald.com. To ensure you can access your account as 
a new user, please ensure that you register before we finish on 
Wednesday 23 December, as we’ll need to  
send new users a verification code. Please also  
be aware that any payments made or repairs  
booked during our Christmas shutdown will  
not be processed until we return on  
Monday 4 January.

 We’d like to wish all our customers a very  
merry Christmas and a happy, healthy and safe new year. 

Christmas Support
For many of us, the festive season 
is a happy and exciting time. For 
others it can be a difficult period. 
For those in need of support, there 
are services available to you during 
this time. 

The Samaritans – a safe place to 
talk: www.samaritans.org   
T: 116 123

Crisis – if you’re homeless or at 
risk of becoming homeless
www.crisis.org.uk  T: 0300 636 1967

The Trussell Trust – local 
foodbanks: www.trusselltrust.org 
T: 01722 580180

Shelter – housing advice services
www.england.shelter.org.uk  
T: 0808 800 4444

http://www.mysaxonweald.com
http://www.samaritans.org
http://www.crisis.org.uk
http://www.trusselltrust.org
http://www.england.shelter.org.uk
http://www.mysaxonweald.com

