Coronavirus (COVID-19) Update

Message from Gary Hall,
Head of Homes First
The recent Government announcement that the
lockdown period would be extended for another
three weeks will have been met with a range of
conficting emotions. It means we must continue to
practice social distancing, and only leave our homes
when absolutely necessary, to exercise, do our
grocery shopping, or travel to work if we cannot
work from home.
I would like to reassure you that we have plans in
place so we can continue to deliver vital services
and I want to thank-you all for your continued efforts
and contribution to the ongoing battle against
Covid-19. I’d particularly like to thank all tenants and

Homes First Update
Housing Needs & Standards
Our teams continue to work hard through the pandemic
to support those who are homeless or threatened with
homelessness. During the week of 1st – 9th April, 45
households approached the councils for help, which is
broadly in line with a usual working week.
To continue to provide the support needed, we have:
• Brought in staff from the councils’ tourism teams to
help us engage with local hoteliers and B&B owners
to increase accommodation available for those who
are at risk,
• Worked with outreach staff from across a range of
partners to engage with rough sleepers and support
them off the streets and into accommodation,
• Worked with volunteer agencies to ensure the right
support gets to the right people, at the right time,
including supporting clients to move into properties
with starter packs and white goods supplied

Neighbourhood Housing
The teams have been working hard to address some
challenging anti-social behaviour issues and have
increased the number of calls they are making to
reassure those tenants who have been impacted.
We are regularly touching base with Sussex Police
who are still able to respond and take action. We are
also responding to reports where tenants are failing
to adhere to the lockdown and providing advice and
guidance to encourage our tenants to maintain the social
distancing measures.
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leaseholders who are fnding ways to help
members of their communities. Some examples of
which can be found on the back page of this edition.
It remains important that we are able to keep our
phone lines open for critical work supporting the
most vulnerable so if you are able to contact us by
email or through online chat, please do so:
Email: customerfrst@lewes-eastbourne.gov.uk
Online Chat: www.lewes-eastbourne.gov.uk
If you are a vulnerable tenant and can’t access our
services online, please call 01323 679722
(Eastbourne) or 01273 099956 (Lewes). Lines are
open daily between 8.30am–5pm.
Thank you for your ongoing
support and cooperation.

Gary Hall

The team have identifed all the vulnerable clients past
and present and are working with the Police to ensure
home visit welfare checks and weekly telephone welfare
checks, along with food parcel deliveries for those
residents in self-isolation or unable to get out due to their
disabilities.
In Retirement Housing, we’re continuing with frequent
‘check calls’ and are contacting residents who have
previously opted out to encourage them to receive this
service during these diffcult times. We also have a team
of volunteers making weekend calls across our
retirement housing schemes in Lewes District and WEL
carrying out similar calls across Eastbourne schemes.
If any residents would like an increase in the frequency
of these calls, please contact your retirement housing
advisor to arrange this.

Property Services
Many of our staff & contractors are still working, though
some are experiencing reduced staffng levels. Homes
First wants to make sure that your homes are being kept
in good repair and free from hazards so we’re continuing
to prioritise emergency repairs and gas servicing. We’re
also continuing to service our lifts and communal water
tank systems. If your repair doesn’t fall into this
emergency category, please make a note of your request
and submit it to us at a later date.
If we need to visit your home for these services, we’ll
outline the safety precautions that we’ll take and conduct
our visits in line with the latest guidance. Where our staff
or contractors are carrying out works and inspections,
please allow them the required social distancing (two
metres or six feet), without which we will fnd it diffcult to
maintain services.

Neighbourhood First
Support Food Parcel Deliveries

Our colleagues in Neighbourhood First work hard to
maintain our environment across a wide range of
areas from car parks to public toilets, pest control to
fy tipping.
However far-reaching their duties usually are, they had
never involved the delivery of food parcels – until the
coronavirus pandemic struck.
Now Neighbourhood First are busy round-the-clock
handing out lifeline food parcels to people most in need
during this diffcult time.
Team Leader, Mike Goodwin (below) said: ‘The requests
have gone through
the roof. A few days
ago we delivered 30
parcels in a day and
now it’s 200 daily.
The team start loading
up the vans at 8am,
batching the parcels
into postcode areas

A celebration of 100 years
of Council Housing
Homes First’s Tenant Involvement Team have compiled
a 24-page booklet to celebrate the centenary of the
Addison Act, which started large scale building of
social housing in the UK.

as the most effcient
means of distribution.
The parcels contain
long-life items such as
tinned food, biscuits,
rice, pasta, toilet rolls
and chocolate and
have provided a
lifeline to some of our most vulnerable residents.
Neighbourhood Advisors have also been transporting
food parcels from the councils’ community hub to
foodbanks, who have distributed an additional 650
food parcels on top of their usual fantastic work.
Whilst Mike misses his usual job he told us: ‘All my team
have been fantastic and have truly risen to this
challenge. It’s priceless when you deliver a parcel and it
puts a smile on someone’s face. It’s good to know we
are helping people who need it.’
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The booklet tells how Dr Christopher Addison
recognised that good quality housing had a direct
link to health and wellbeing. As a result, he guided
the Housing and Town Planning Act 1919 through
Parliament, paving the way for funding to councils
to build 500,000 homes over three years.
Also included in the publication are residents’
personal memories of housing in Lewes district and
Eastbourne from years past, views on how it has
changed and stories of its signifcance in people’s
lives.
The booklet showcases an array of old photographs
illustrating the developments in local housing and
contains an article about ‘The Addison’, the frst
development of new council properties completed

The booklet is available to download at:
www.lewes-eastbourne.gov.uk/_resources/assets/
inline/full/0/288740.pdf
For those residents who would like a copy, but are
unable to download it from the internet, we will print
a small stock for people to order on a frst come, frst
served basis. We’ll provide details of how to do this in
a later edition.

Sussex-wide Emergency
Fuel Voucher Scheme
Your Energy Sussex (YES) has made some changes to its
emergency fuel voucher scheme to provide additional
support for vulnerable pre-payment energy customers
during the restrictions to limit the spread of Covid19. The vouchers, which are funded
ER
by YES, are delivered by Citizens
VOUCH
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Advice across West Sussex, East
Sussex and Brighton and Hove.

£84

Increased value
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£147

Residents that qualify based on
the Citizens Advice criteria
(detailed below) can be issued
with a voucher up to a
maximum value of £84 for an individual
(previously £28) and £147 for a family (previously £49).
The new value is based on the average spend for a
prepayment customer during the anticipated 3-month
‘lock down’ period. Further vouchers may be applied for
if the lock down period is extended beyond 3 months.

Keeping in Contact
Customer Advisors provide the frst point of contact
for residents getting in touch with the councils by
telephone, email, webchat and online forms and
post. In addition, they are currently operating the
Covid-19 community helpline, set up to support
people who are vulnerable and isolated to provide
the help they need to stay safely at home.
While council offces have closed to the public,
customer advisors have experienced huge
increases in call volumes at a time when staff
levels are reduced.

Online Webchat Service
Lewes and Eastbourne Councils

2-6 Mar

57 Chats

Extended eligibility
Vulnerable householders that meet the fnancial criteria
AND are in the shielding and self-isolating group as
defned by the Government will now be included under
the vulnerability criteria.
Eligible residents with mobility issues or those who are in
self-isolation with no-one available to top-up the card on
their behalf should speak to their local Citizen's Advice
branch (telephone numbers for Lewes and Eastbourne
are on the back page). In some areas, the branch may
be able to arrange for the card to be topped up and
delivered to them (although the level of assistance
available will differ from branch to branch).
If you are aware of individuals or families in fnancial
crisis that would beneft from a fuel voucher, please put
them in touch with their local Citizen's Advice branch.
They will carry out an eligibility assessment, answer any
questions and issue the fuel voucher which the
householder can take to their nearest PayPoint, Payzone
or Post Offce outlet to top up their key meter.

Vulnerable Register
South East Water (SEW) is trying to get as many
vulnerable people (disabled, elderly (70+), people with
health conditions) to sign up to their priority register
because they anticipate there will be the usual burst
pipes etc. and with less staff the repairs could take
longer. Therefore, it is important vulnerable people are
registered so SEW can get bottled water to them to use.
To register people need to visit:
www.southeastwater.co.uk/get-help/help-forpriority-customers or call 0800 952 4000.

Emails received
by Customer First
6 - 10 Apr

2 Mar

988

23 Mar

2,112

1,171
Chats

Customer Advisor Alice Howard
(left) is among the small number of
people who continue to work at the
council offces during the pandemic.
“Our job means we can't work from
home like many of our colleagues,"
said Alice. "It is a lot quieter now and we are more
spread out because of social distancing, but we
are busier than ever. We are a really caring team
and all of us are very pleased to be helping
vulnerable people alongside doing our day-to-day
job. We are working closely with local charities,
volunteers and foodbanks to make sure that
people are given the support they need and
signposted to the right place.
Wherever possible, residents are asked to use the
councils' online services and webchat:
www.lewes-eastbourne.gov.uk or email us at:
customerfrst@lewes-eastbourne.gov.uk to
free up phone lines to assist those most in need.
Alice added: ‘We want people to know we are still
here and trying our hardest. If things take a little
longer, please bear with us.’

Resident heroes and
community shout outs
In these diffcult times, we’re hearing
lots about residents who are going the
extra mile for their communities, whilst
supporting efforts to stay safe and maintain
social distancing. Here are just some
examples:
Special thanks to Angelo Mascarenhas of
Riverbourne House and Fred and Janet Swann of
Gwent Court. They’ve worked with the Directors of
Devonshire Community Hub, Clare Hackney and
Susan Morris who deliver homemade soup and
rolls to residents, along with goody bags including
activity sheets (Sudoku, crosswords etc.) Deliveries
are left outside the front door of each tenant to
ensure that social distancing is maintained.
Many thanks to Pauline Harrop who is keen to
work with Homes First to ensure that residents at
New Derby House remain safe and social
distancing is maintained. Pauline will be running a
weekly empty washing cycle in the scheme’s
laundry facilities to support Homes First in
maintaining hygiene standards and will continue to
report back on the contract cleaning to ensure high

standards are maintained.
Whilst customers cannot attend the Landport Café,
Lewes in person, chef Emily Clarke, ably supported
by Debbie Twitchen, Chair of TOLD (who has been
helping prep, box up meals and wash up) are
currently feeding around 100 people in the
Landport community area with home cooked food
on a Friday. Thanks also to the team of volunteer
drivers delivering the meals. The Community Café is
also providing meals for NHS workers at Haywards
Heath Princess Royal Hospital along with other local
food establishments.
Thanks to all Foodbank coordinators in Lewes and
Eastbourne coordinating increased donations and
supporting increased numbers of people accessing
the foodbanks. Special thanks to the Lewes
foodbanks who are delivering to the rural outlying
areas.

If you know of anybody who deserves a
special mention for their contribution during
the Covid-19 pandemic, please email:
tenant.involvement@lewes-eastbourne.gov.uk

5 things you can do to make a positive difference in your community

Think of others,
consider your actions
and be kind

Connect and
reach out to your
neighbours

Make the most
of online groups

Support vulnerable
or isolated people

Share accurate
information
and advice

Useful Contact Numbers
•
•
•
•
•
•
•
•

NHS 111 – only call 111 if you cannot get help online
Education queries, phone the Department for Education – 0800 046 8687
Emergency Repairs Lewes District Council – 01273 471600
Emergency Repairs Eastbourne Borough Council – 01323 410000
BSW Heating (Eastbourne) – 0800 1422761
BSW Building Services (Lewes) – 01444 836036
Lewes District Citizens Advice – 01273 007556 x 100
Citizens Advice Eastbourne – 03444 111 444

