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Keeping our Customer Promise is important  
to each and every one of us, and we’re changing 
the way we work so that we can deliver a better 
service to all our customers. Here are just a  
few of the things we’ve been working on: 

Improving our 
services for you

Our promise to you

•   We’re introducing a new property 
management style of managing homes 
and appointing dedicated local property 
managers who will be getting to know 
customers in their areas so that they can 
better understand local issues which will  
help in finding long term solutions.

•   We’ve run a successful patchless working 
pilot for our housing teams that allows them 
to focus on the customer, rather than the 
area. It gives them clearer focus and greater 
impact by allowing them to be more flexible.

The customer promise outlines our commitment  
to you to make sure that we are delivering a service  
that will meet your expectations. It’s also a reminder  
to everyone who works at Orbit of the standards that  
we must strive to attain every day of every week.

If you feel in any way that we have not fulfilled our  
promise to you then please just get in touch; your  
feedback is vital in helping us improve our services.  
You can contact us via our website at orbit.org.uk/contact 
or by emailing info@orbit.org.uk

•   We’ve improved our website by stripping 
back some of the clutter and making 
information easier to find.

•   We’ve created a new Tenancy 
Sustainment team to further improve 
our advice and support offer to help our 
customers through the lifetime of their 
tenancies. See page five to find out more.
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Our  
customer 
promise:

To find out where we’re  
at with our 2020 targets,

please visit  
http://bit.ly/2G4N4WR



Universal Credit
MONEY MATTERS

 The following benefits come  
under Universal Credit (UC):
• Housing Benefit

• Working Tax Credit

• Income Support

• Child Tax Credit

•  Income based Employment  
and Support Allowance

• Income based Jobseekers Allowance.

The following benefits do not  
come under UC and should be 
claimed from your local council:
• Council Tax

• Discretionary Housing Payment.

Incorrect claims could result  
in non-payment until correct  
benefits are applied for.

What information you will  
need when making a claim:
Before you make your claim, be sure you  
have the following information to hand. This 
will help make sure you only have to do the 
application once. If you are claiming with your 
partner, they will also need to do the same.

  Proof of I.D.

    National Insurance Number (call this 
helpline if you can’t find it 0300 200 3500)

   Your address, phone number  
and email address

  Our address which is Orbit, Garden Court, 
Harry Weston Road, Binley Business Park, 
Binley, Coventry, CV3 2SU

  Your bank details

  How much rent you pay (proof may be 
required, such as your tenancy agreement)

  Details of any savings you have 

  Details of your salary (recent payslips)

  Details of any other income  
(pension or insurance plan)

  Details of any other benefits you get.

If you have children:

  Their details and Child  
Benefit Number

  Childcare provider’s  
address and  
registration number.

What you need to know to make a claim:

Correct at time of print

Please remember:

• Payments can take up to five weeks
• You need to make your claim online
• It is paid to you, not us
• One payment per couple
•  Bank account or something 

similar is required.

If you are having financial difficulties we provide FREE direct and immediate  
access to debt advice and support from Citizens Advice email  
CABdebt@cencab.org.uk or call 0300 323 1414. This is a service especially for  
you that regularly saves our customers £100’s.

We also offer further help and support through our Better Days website at  
betterdays.orbit.org.uk See pages four and five for more information.

Alternatively you contact us on adviceandsupport@orbit.org.uk or call 0800 678 1221.
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have a good day, everyday

Our Better Days programme is all about 
helping you to have a good day, every day.

Thousands of Orbit customers have already 
benefited from our services and special offers.

Whether it’s saving money, more time with 
the family, trying something new or having 
the confidence to go out and meet new 
people, we’re here to help.

Gemma Phoenix, above,  
attended the GOALS  
programme to help build  
her self-esteem and confidence.

GOALS is a free two day course run by 
experienced trainers to help build your 
confidence and self-esteem. Text ‘goals 
course’ with your name to 07860 018 073 
to find out when the next course is being 
offered near you.

“ I was so excited to win and get the funds I needed to 
bring my idea to life. The support I have received has 
been incredible” says Laura Claricoates, winner of the 
Brian Griffiths Award, a fund that provides customers 
with a monetary award to realise their aspirations.

KICK-START
Free time on your hands and want to try 
something new? If you are under 24, you 
can apply for a grant of up to £250 to try a 
new activity, sport, course or skill.

GO GET IT
If you have seen a course, qualification or 
training programme that will help you get 
that job you’ve always wanted, apply for up 
to £500 to help you to take that first step.

NO STOPPING
You’ve got the job you wanted; now apply for 
up to £500 to help with things like childcare, 
travel and clothing to make the transition 
back to work as worry-free as possible.

SUPER SURFERS
Would being online make a big difference 
for you? Apply for a grant to help you get 
started with equipment or training so you 
can keep in touch with family and friends, 
look for work or do your weekly shop.

Even though  
it’s only day two,  

I already feel that  
I know what I  

need to do now

GRANTS
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MONEY MATTERS
Fancy having a bit more money left over at 
the end of the month to spend on things that 
matter to you? If so, we can offer you support 
through our Earn It Don’t Burn It programme 
with tips and tricks, including negotiating your 
bills down to help you earn and save money. 
Email money@we-are-digital.co.uk, text the 
word MONEY to 07537 416944 or call  
0800 802 1056 (FREE from mobiles  
and landlines). 

We also offer FREE direct and immediate 
access to debt advice and support from 
Citizens Advice email  
CABdebt@cencab.org.uk or  
call 0300 323 1414. This is a service 
especially for you that regularly saves our 
customers £100’s.

EMPLOYMENT MATTERS
Looking to start your career, get back 
into work, change jobs or start your own 
business? Then we can help with FREE 
support from our employment coaches 
offering confidence building, CV writing, 
interview techniques, jobs applications and 
much, much more. 

Email EmploymentTeam.referral@orbit.org.uk 
or call 0800 678 1221. See page six for how 
we helped out our customer, Lynn. 

TENANCY SUSTAINMENT
If you are facing any difficulties or worries  
with your tenancy, we have specialist support 
coaches who are here to help you. To find out 
more contact us today on  
adviceandsupport@orbit.org.uk  
or call 0800 678 1221.

WELLBEING MATTERS
Feeling low, stressed or anxious? Is this 
stopping you from doing what you want? 
Then Breathing Space, a free 24/7 mental 
wellbeing support service, could be for you. 
We work with a range of partners to provide 
you with FREE access to help and advice, 
24/7, online, face-to-face or by phone from 
qualified support workers. 

Email breathingspace@mhm.org.uk  
or call 0800 464 0882.

DIGITAL MATTERS
If you want to get online but can’t leave your 
home to attend a course, then the At Home 
Digital Support Programme could be for you. 
Our experienced team will visit you at home 
and help you get started. We’ll help you to set 
things up, and teach you how to use email 
and social media or video call your family in a 
different city. We can even help with internet 
access and a computer or tablet if you need it. 
To find out more contact us today on  
adviceandsupport@orbit.org.uk  
or call 0800 678 1221.

“ I’ve managed to start saving money and 
have become much more careful with what 
I spend. I have managed to save enough 
to buy myself a small car which will be a 
life changer for me” says an anonymous 
customer who was given support by our 
Tenancy Sustainment team to help save 
money by our Tenancy Sustainment team.

Note: Terms and conditions apply to all our 
offers, please visit betterdays.orbit.org.uk  
for full details to check if you qualify.

Special offers just for you
We have a range of special  

offers exclusively for Orbit customers 
including discounts on phone, 
broadband, furniture, kitchen 

appliances and home  
contents insurance. 

Just visit betterdays.orbit.org.uk  
and type special offers  
into the search bar to  

find out more.

HELP AND  
SUPPORT
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Due to a severe kidney 
infection which affected 

her balance and the 
diagnosis of an 

underactive 
thyroid, Lynn 

was left 
jobless 
and didn’t 
want to 
leave the 
house.

“It was my 
children that 

kept me going, 

I care for my youngest as she 
is disabled and I thought I 
can’t do this to them, enough 
is enough” says Lynn. “It was 
through the job centre that I 
found out about the services 
Orbit offers – I didn’t realise 
they had all that help and 
support.”

By working with Cheryl 
Hinkson, her Employment 
Skills Coach, it wasn’t long 
before she was offered an 
interview. It was a success, 
she’s now working full time 

for BUPA as a care assistant. 
Her message to anyone 
that is worried about going 
back into employment after 
dealing with poor health is; 

“ Definitely go for it, it will 
change your life and how 
you feel about yourself.”

Get FREE support getting 
into work just like Lynn by 
contacting our employment 
support coaches today on 
betterdays@orbit.org.uk or 
by calling 0800 678 1221.

Cheryl Hinkson is an 
Employment Skills Coach 
in the Stratford-upon-
Avon District. Her job 
is to offer employment 
advice and guidance 
ranging from CV writing, 
interview skills and help 
with applying for jobs to 
self-employment support.

09.00: Cheryl’s first 
appointment of the day. She 
is meeting with a customer 
who has been referred to her 
through the job centre. After 
a series of health problems 
the customer has been left 
unemployed with low self-
esteem and confidence. 
Cheryl books her on to the 
GOALS programme to help 
her build her confidence and 
face new challenges.

10.30: Cheryl meets with a 
customer who has recently 
secured a job. He doesn’t 
currently have the funds to 
purchase the uniform he 
requires so Cheryl is going 
to help him to apply for a ‘No 
Stopping’ grant to get him the 
support he needs. 

12.00: Back at the office, 
she writes up her notes 
and checks on her other 
customers.

14.00: After lunch, Cheryl 
phones round potential 
employers to check whether 
they are hiring and if they are 
whether any of her customers 
have the correct set of skills to 
apply for a role.

15.00: Cheryl meets a 
customer for his third 
appointment to go over 
interview skills and techniques 
to prepare him for his job 
interview the next day.

17.00: A final look through her 
emails and any enquiries that 
she will need to follow up on 
for the next day.

A DAY IN THE LIFE OF…AND REAL LIFE STORY

 A day in the life of… 

Cheryl Hinkson
Employment Skills Coach

Find out how  
Lynn (pictured  

above), who was left 
unemployed after 

health complications, 
got back on her feet 
and into a job again 

with Cheryl’s help  
and support.

I feel more 
confident in 

myself and I don’t 
worry about 

other people’s 
perceptions of me 

anymore.

Real life story: There is no such word as can’t 



PROPERTY MATTERS

Orbit signs new 
partnership with 
West Midlands 
Fire Service
To make sure we are at the cutting edge 
regarding the latest fire safety regulations and 
guidance, we have entered into a principle authority 
partnership with the West Midlands Fire Service. 

We have a fully trained and dedicated in-house Property 
Compliance team, and this partnership will allow us to take fire safety  
to the next level by ensuring we are following best practice in the industry. 
We hope it will also help assure you that every aspect of our fire safety 
management will be approved by the Fire Service and together, we will 
work to further communicate fire safety awareness in the community.

For more information on how to keep you and your home safe, please visit:
orbit.org.uk/homesafety/

From 1 April 2018, the gas servicing, 
installation and repairs 

contract for Orbit in the 
Midlands is being 

delivered by a new 
contractor, Robert 
Heath Heating. 

They have taken over 
from Swale Heating, 
from whom we have 

mutually agreed to 
part company.

Robert Heath Heating 
has already been working in 

the East of England since November 2017 
and their performance to date has been 
impressive, they have exceeded customer 
satisfaction targets for servicing each month. 

Meet our new  
gas contractors,  
Robert Heath Heating

Weed ‘em and reap 
28 employees from teams across Orbit  
helped re-plant 67 borders across  
29 schemes in the Midlands.

Orbit employees alongside our landscaping 
partners, idverde and Smith Grayson, worked 
their socks off removing and replanting old 
shrubs which has immensely improved the 
appearance of our estates across the Midlands. 
Everyone enjoyed the day and were pleased 
to see their hard work had made a significant 
difference to these outside areas.

One Orbit customer said;  
“ It looks better than it 
has done in years”.

Well done to all who took 
part and special thanks 
to those who organised 
everything especially  
John Temple.

Fire safety 
in the home
Information for 
homeowners

WMFS’s Jonathan Herrick and  
Orbit’s Laura Dixon
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Contact details 

Orbit Group Ltd, Orbit South Housing Association Ltd and Heart of England Housing Association Ltd are 
all registered societies under the Co-operative and Community Benefit Societies Act 2014. Are all exempt 
charities and registered with the Homes and Communities Agency.

Textphone  
18001 0800 678 1221

info@orbit.org.uk

0800 678 1221

orbit.org.uk
This magazine  
has been
approved by
our customers

If you need information in a 
different format please contact 
our customer service centre.

Orbit, PO Box 
6406, Coventry, 
CV3 9NB

/OrbitHelp

@OrbitHelp 

* Price does not account for increases in 
Insurance Premium Tax.  
 
The policy is underwritten by Aviva Insurance 
Limited and administered by Wessex 
Administration Services Limited who are 
authorised and regulated by the  
Financial Conduct Authority.

Home contents insurance 
exclusively for you

We want to reassure you that we respect 
your privacy and manage your personal 
information carefully. Ahead of new laws taking 
effect this month it’s important that you read 
our new privacy policy on our website. More 
information about the new laws can be found 
on the ICO website ico.org.uk or you can 
contact our Data Protection Officer by emailing 
InformationGovernance@orbit.org.uk or 
calling 0800 678 1221.

There are many benefits of paying your 
charges by Direct Debit:
•   We amend your Direct Debit should there be 

any changes in charges to your account so 
that’s one less thing you have to think about

•   It’s automatically taken from your bank on the 
set up payment date

•   You are covered by the Direct Debit guarantee, 
which protects your money and you

•   You can choose a payment date suitable 
to you from the dates available

•   It is easy to set up and can be done online at  
orbit.org.uk

Protecting your details

Why pay by Direct Debit?
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If you would like more information please just get in touch.

We want you to be safe and secure at home and 
as your landlord, we insure the structure of your 
home against things like fire, storms and floods. 

But what if your personal belongings and furniture  
were damaged? Could you afford to replace the 
contents of your home? We offer a Contents  
Insurance Scheme exclusively for our customers.  
There is no excess, prices for standard cover start  
from £2.28* per month for over 60’s and £3.42* per 
month for under 60’s. New customers get the first 
month free. Terms and conditions apply.

For more information and to apply online please  
visit: betterdays.orbit.org.uk/contentsinsurance  
or call 0800 678 1221 for an application form.

NEW  
customers  

get the first 
month free


