
WEALD LIVING   |   Spotlight - Winter 2023 |    Page  1

Spotlight
The newsletter for Weald Living customers  |  Winter 2023

Fraud 
awareness

Some of the scams doing the 
rounds and advice on what to do 

and how to avoid them

Success  
at Abbotswood  

Residents have bagged an award 
in a local competition and raised a 

fantastic amount for charity

www.wealdliving.com

Winter  
home top tips

Our guide to staying safe and 
warm in your home this winter

http://www.wealdliving.com


WEALD LIVING   |   Spotlight - Winter 2023 |    Page  2

Spotlight

A note from our Chair

The first Customer Task and Finish Group 
recently reported to the Board about the 
quality of repairs by HomeFix. Thank you to 
the 70+ customers who expressed an interest 
in contributing to this and future projects, 
particularly to the six who worked so hard in this 
first group.

Their report contained some helpful 
recommendations, and we will be implementing:

• A focus on quality as part of our post-
completion inspection process

• A new process for customers dissatisfied 
with a repair

A new customer strategy for Saxon Weald was 
approved at our last board meeting. You can 
find this on our website: www.saxonweald.com/
news/our-new-customer-strategy.html. Our 
aim is to provide great service to all customers, 
all of the time.  There’s a lot to do but we are 
absolutely committed to moving things forward 
as quickly as we can. Alongside this, we will set 
up a board sub-committee, which will focus on 

Introducing our newest Board member,  
Kalwant Grewal
Kalwant Grewal joined our Board as a member on 1 August 2023. He is also 
Chair of the Audit and Risk Committee and was officially appointed at July’s 
Board meeting, having initially joined the Committee as a member back in 
November 2022.

The Audit and Risk Committee provides assurances to the Board on the 
systems of internal control, risk management and internal 
and external audit functions. It also provides assurance that 
legal and regulatory requirements are met in procurement, 
business continuity, safeguarding, data protection and IT 
security.

Kalwant is currently in a senior leadership role for one of 
the largest NHS Trusts in England. He has considerable 
sector-specific and cross-sector Board and Committee 
Chair experience.

your experiences. 
The committee will 
include two board 
members who 
are existing Saxon 
Weald customers, 
and Jo Boswell 
will Chair. Jo’s 
specialism is helping 
organisations to 
provide excellent 
customer service.  

Finally, I am pleased to report that extra 
investment in HomeFix has significantly reduced 
the backlog of outstanding repairs.  I very much 
hope you will experience much shorter waiting 
times for any work you may need this winter.  

Please continue to provide your feedback and let 
us know how we are doing:  
www.wealdliving.com/contact-us/

 
Simon Hardwick, 
Saxon Weald’s Chair of the Board

http://www.saxonweald.com/news/our-new-customer-strategy.html
http://www.saxonweald.com/news/our-new-customer-strategy.html
http://www.wealdliving.com/contact-us
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Staying safe and warm this winter

As the days grow shorter and temperatures drop, it’s 
important to take steps to stay safe and warm during 
the winter.

Here are a few tips to help ensure your heating and 
hot water work efficiently throughout the colder  
months.

Frozen pipes – low temperatures can cause pipes 
to freeze, leak or burst. Leaving your heating on low 
overnight will keep water circulating and prevent 
pipes from freezing when the weather takes a dive.

Stop tap – knowing where your stop tap (or 
stopcock) is located can save precious time in an 
emergency. In most homes, it is located under the 
sink, but can also be found in the airing cupboard, 
under the stairs or near the front door.

Boiler pressure – remember to check your boiler 
pressure to ensure it is working efficiently. On a 
combi boiler, the pressure should be between 1 and 
1.5 bar when the boiler is cold.

Bleeding radiators – this is key to a warm and 
energy-efficient home. When done regularly, radiators 
take less time to heat up and waste less energy. Top 
tip: if your radiator is hot at the top and cold at the 
bottom, it doesn’t need bleeding, but if it’s hot at the 
bottom and cold at the top, then it does!

Winter wellbeing – the festive season can be an 
exciting time, but for many, it brings more stress and 
anxiety. Please know that there is plenty of support 
available if you need it. See page 8 of this edition of 
Spotlight.

Help that can 
make your  
web visits a  
little easier
Would you like to see 
website text a bit bigger 
or have the content 
read to you out loud? 
Most mobile phones 
and web platforms have built-in technology to help 
with this. 

We’ve put together a handy guide on our website 
on how to access these features on different web 
platforms or on your mobile phone. Just visit  
www.wealdliving.com/accessibility to find out how. 
It will work on almost all websites whether they 
show an         symbol or not.Aa

Safe as houses!
In October, we achieved the certification ISO 
45001 from Citation. This is a global standard for 
occupational health and safety management. To 
achieve it, our teams worked behind the scenes to 
ensure our businesses and properties were as safe 
as possible.

How is ISO 45001 certification achieved?

• Being prepared and having a full 
documentation audit

• On-site audits at our offices and homes

• Correcting non-conformance issues

We will be audited 
each year going 
forward to maintain 
our certification.

https://www.wealdliving.com/accessibility/
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Q. What is the most challenging aspect of 
your role?
When we are unable to meet residents’ 
expectations due to a situation beyond our 
control, this can be challenging. It could be due 
to a longer wait time for a repair or needing 
responses from other departments. We always 
want to do our best for our customers and it’s 
challenging to have those difficult conversations. 
However, when we are able to get these 
situations resolved, it is a great feeling.

Q. How do you approach difficult 
customer situations?
We try and approach difficult situations sensitively 
and with compassion. You have to put yourself in 
the customers’ shoes and understand their point 
of view. Doing what is right for our customers is 
always at the forefront of our minds, and we will 
always try our best to find a resolution for them.

Q. What is the key to being a great 
customer support adviser?
I think the key is always doing your best for our 
residents and being kind and understanding of 
their needs. It doesn’t matter if you had a difficult 
day yesterday. We start every day with a positive 
outlook and are ready to help. I always try to 
be there for my colleagues and we help and 
support each other to do the right thing for our 
customers.

A day in the life of a customer 
support adviser
We asked one of our colleagues, Bex  
about their role:

Q. What does a typical day look like for 
you?
A typical day in customer support involves many 
different tasks. We juggle raising emergency jobs 
following out-of-hours calls from the previous day, 
alongside taking incoming calls for all areas of the 
business. We also manage all emails, repair requests 
and messages that are sent to Saxon Weald, garage 
tenancies and we greet any visitors that come to 
the office. All of the team work super hard to keep 
on top of all of these tasks, whilst trying to give the 
best service to our residents.

Q. What customer issues do you manage?
We process all repair requests, including 
emergency repairs, help process complaints, advise 
on what to do following bereavements and deal 
with rent enquiries, payments, digital contacts such 
as Facebook and MySaxonWeald, and much more. 
Some issues are seasonal or weather-related. For 
example, in the winter there are more issues with 
leaks and boilers, while in rainy weather we see 
more issues with roofs and guttering. In summer 
there are more anti-social behaviour and ground 
maintenance enquiries. We work hard to keep 
on top of all these enquiries and, at times, can be 
extremely busy.

Q.  What part of your job do you look 
forward to the most?
I always look forward to helping our residents. 
While it can be quite difficult dealing with 
problems or unhappy calls, when you are able to 
help somebody in a crisis or resolve an issue for 
someone, it makes our day! Knowing that we have 
helped in some way, big or small, makes our job 
worthwhile.

29,117 
Emails

49,997 
Calls

16,187  
Digital  

contacts

14,751  
Repairs  
logged

Last year the team 
handled 110,052 
enquiries and contacts
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SAXON WEALD’s

YOUTH 
AWARDS

Go Team Abbotswood!
Residents of Abbotswood Extra Care in Rustington 
have been a busy bunch this autumn, with an 
impressive competition win under their belts and a 
successful fundraiser wrapped up.

Earlier in the year, Rustington Heritage Association 
launched a competition to mark their 40th birthday 
and invited locals to build a scarecrow with an 
historic Rustington theme. The scarecrows were 
displayed around the village and there was a trail map for villagers to discover them. Awards were offered 
for both individual and organisation entries, and votes were cast online. 

Abbotswood residents chose Peter Pan as the theme for their scarecrows. JM Barrie based his book’s 
well-loved characters on a family from the area. Everyone at Abbotswood was delighted to hear that their 
impressive collection of scarecrows won them second place in the category for organisations. 

Just a month later, Abbotswood hosted a Macmillan Coffee 
Morning. Residents and their guests raised an incredible £281.19 
for the charity, which supports those living with cancer. As well as 
offering a variety of shop-bought cakes, the homemade selection 
consisted of a marble cake, a vanilla sponge, lemon fairy cakes 
and a classic Victoria sandwich, which was the star of the show. A 
raffle added an extra boost to the money raised, with donations 
from residents and staff.  Well done Abbotswood – what great 
teamwork!

Electric vehicle (EV)  
charging points

You will need to apply to us for permission before 
installing an EV charging station. 

All charge points must meet the following requirements 
before we can allow permission:

• The parking space should be off-street, privately 
allocated and clearly defined.

• You must use an installer approved by the Office for Zero 
Emission Vehicles (OZEV) and should only install OZEV approved 
chargepoint models. There are different models for residential 
properties and commercial properties.

• The charging point must be connected to your own electricity 
supply – not a landlord’s or shared supply.

Please note that extension leads must never be used to charge an 
electric vehicle through an open window.

To apply for permission, please complete the application form on our 
website: www.wealdliving.com/storage/downloads/ev_chargepoint_
application_form-1699631603.pdf

Following the success of last 
year’s event, we launched our 
2023 Youth Awards at the 
beginning of September. Thank 
you to everyone who took 
the time to nominate a young 
person. It’s great to read so 
many positive and inspiring 
stories. Good luck to all of 
the worthy nominees!

The winners will be 
announced over the coming 
months on our website and 
social media platforms,  so 
keep your eyes peeled.    

2023

http://www.wealdliving.com/storage/downloads/ev_chargepoint_application_form-1699631603.pdf
http://www.wealdliving.com/storage/downloads/ev_chargepoint_application_form-1699631603.pdf
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Fire safety checklist
Most fires in the home start accidentally, so it’s 
important to understand what you can do to 
prevent them. Follow these simple steps to keep 
you and your home safe:

• Test your smoke alarms: A working smoke 
alarm is the easiest way to protect you and 
your family. Make sure you test your alarms 
once a month and never disconnect or take 
the batteries out if they go off by mistake.

• Cook safely: Around half of home fires are 
caused by cooking accidents, so avoid leaving 
pots and pans unattended and never leave 
children alone in the kitchen whilst cooking. 

• Take care with electrics: Make sure any 
appliances you use are in good working 
order and turned off when not in use. Never 
overload electrical sockets and follow the 
manufacturer’s instructions when using 
extension cables.

• Use heaters carefully: Ensure you keep 
portable heaters well away from clothes, 
curtains and furniture and never use them if 
they’re damaged or faulty.

• Stay safe when you go to bed: You’re more at 
risk from fire at night so make sure candles and 
cigarettes are put out properly and electrical 
appliances are turned off. Close all doors to 
help prevent fire and smoke from spreading and 
avoid charging mobile phones, e-cigarettes, and 
scooters overnight.

• Plan an escape route: It’s important that you 
and everyone in your household knows how 
to get out safely. Keep door and window keys 
where everyone can find them and never leave 
flammable materials in hallways, landings or on 
balconies which could obstruct your escape.

For more helpful tips, head over to www.gov.uk/
government/collections/fire-safety-guidance

Festive Fraudsters
Scammers often use the festive season to exploit the 
vulnerable (and not so vulnerable). Whether it’s a 
delivery text you’re unsure about or a last-minute deal 
that sounds too good to be true, here are some Do’s 
and Don’ts to ensure a scam-free holiday season: 

•         hand over personal information or bank 
details on the phone, by email, on social media or 
in person 

•      be wary of online shops you’ve never heard of, 
or products advertised on social media

•         click on a link from a text or email without 
checking first – look out for spelling mistakes or an 
unusual writing style which can be signs of a scam

•      contact the company directly if you receive a 
call or text that you’re unsure about

If you think someone is trying to scam you over the 
phone, hang up and call 159 to speak directly to your 
bank. To report a scam text, forward it to 7726, and 
forward scam emails to report@phishing.gov.uk. 

Find more fraud and scam resources here:  
www.fca.org.uk/consumers/protect-yourself-scams.

DO

DON’T

DO

DON’T

http://www.gov.uk/government/collections/fire-safety-guidance.
http://www.gov.uk/government/collections/fire-safety-guidance.
mailto:report%40phishing.gov.uk?subject=
http://www.fca.org.uk/consumers/protect-yourself-scams. 
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Dealing with condensation
When the chilly weather hits, we often see an increase 
in condensation in our homes, which is to be expected. 
However, keeping your home well-ventilated will 
improve air quality and reduce condensation, resulting 
in a healthier home. 

Here are some tips to help reduce condensation 
which can sometimes increase the risk of mould 
growth in your home

1. Open your windows for 10 minutes every morning 
and wipe condensation away with a dry cloth. 
Opening trickle vents at the top of windows can 
also help.

2. Shut kitchen and bathroom doors when cooking, 
bathing and showering, and use the extractor fans if  
you have them.

3. Keep furniture away from walls, and air vents clear 
and open.

4. When drying clothes inside, use an airer in a room 
with a window slightly open and the door shut. 
Avoid drying clothes on radiators.

5. Maintain a temperature of at least 15°c if possible.

‘Tis the season to 
get baking!

© www.bbcgoodfood.com/
author/valeriebarrett

Grab your apron and roll up 
your sleeves! These chocolate 
Rice Krispie cakes look just 
like Christmas puddings and 
are the perfect festive treat to 
make with your little ones.

You will need:

• 100g Rice Krispies 
• 200g milk chocolate, 

broken into pieces
• 50g butter
• 180g mini marshmallows
• 80g white chocolate
• Icing holly leaves to 

decorate 

Melt the chocolate and butter 
slowly in a saucepan on a low 
heat. Stir regularly so that it 
doesn’t burn. Add in the mini 
marshmallows and stir until 
fully melted. 

In a large bowl, add the 
Rice Krispies and stir in your 
mixture. Allow to cool for a 
few minutes, then form into 
balls. Set in the fridge for 30 
minutes.

Melt the white chocolate 
in the microwave or in a 
saucepan on a low heat. Spoon 
a little chocolate over the top 
of each pudding, top with icing 
holly leaves and enjoy!

Cost of living help and advice
The cost of living is still really impacting a lot of people. To try and make 
things a little easier we’ve updated our Helping Hand Guide, which is full 
of useful tips and tricks to make your money go further. We’ve included 
the latest information about what government support is available and a 
guide to energy usage and the associated costs of running your heating 
and appliances.

There are also details of how you can get help from foodbanks, apps that 
offer discounted food and products, and loads 
more helpful tips. It is well worth a read.

How you can get a copy:

• Go online to www.wealdliving.com/
storage/downloads/helping_hand_
guide-1700127019.pdf 
to download a copy

• Contact us: info@wealdliving.com or call 
01403 226060 and ask us to post you a 
copy. Remember to leave your name and address.

https://www.bbcgoodfood.com/author/valeriebarrett
https://www.bbcgoodfood.com/author/valeriebarrett
http://www.wealdliving.com/storage/downloads/helping_hand_guide-1700127019.pdf
http://www.wealdliving.com/storage/downloads/helping_hand_guide-1700127019.pdf
http://www.wealdliving.com/storage/downloads/helping_hand_guide-1700127019.pdf
http://www.wealdliving.com/storage/downloads/helping_hand_guide-1699878873.pdf 
mailto:hello%40saxonweald.com?subject=


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, RH12 1DT | 

 Tel: 01403 226060  |  Email: info@wealdliving.com  |  www.wealdliving.com

We will be closed for Christmas  
from 1pm on Friday 22 December,  
until 8.30 am on Tuesday 2 January. 

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

Remember, you can access your account 
anytime at mywealdliving.com. Please be 
aware that any payments made or repairs 

booked during our Christmas shutdown will 
not be processed until the new year. 

We would like to wish all our customers a 
very merry Christmas and a happy, healthy, 

and safe new year. 

Support available  
over the festive period

For many of us, Christmas 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 Trussell Trust – local foodbanks:  
www.trusselltrust.org  T: 0808 208 2138 

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 

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

Domestic abuse support services: -  
www.saxonweald.com/da-support-services 
https://refuge.org.uk/  T: 0808 2000 247

Christmas opening hours

Managing your home has never been easier. My WealdLiving is our secure and 
easy-to-use self-service platform that aims to take the stress out of managing 
your home. It provides secure access to your information and is available 24 
hours a day, 7 days a week from a desktop, laptop, tablet or mobile.

Online, anytime, anywhere

Register for your account today: www.wealdliving.com/getonline

Join the thousands of other residents enjoying the benefits of online access

Book repairs, 
manage appointments

Pay your rent, 
check your balance

View and update 
your details

mailto:info%40wealdliving.com?subject=
http://www.wealdliving.com
http://www.mysaxonweald.com
http://www.samaritans.org
http://www.crisis.org.uk
https://england.shelter.org.uk
http://www.saxonweald.com/da-support-services
https://refuge.org.uk/ 
https://www.wealdliving.com/getonline

