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READ THE ANNUAL REPORT ON OUR WEBSITE

This Luminus News includes our 
Annual Report 2017-18 on pages 5 to 8.

The Annual Report shows how we did on 
our Key Performance Indicators (KPIs) and 
includes messages from our Chairman and our 
Managing Director about our bright future as 
part of Places for People.
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Annual Report 

It’s a very exciting time for Luminus 

as we launch a new approach to 

resident involvement and look to get 

many of our customers working 

with us to improve services.  

Here’s how you can be involved:

Scrutiny Panel
We are looking for residents who 

wish to join with others to give us 

feedback on services and help set 

new targets.Mystery Shoppers

Mystery shoppers review services 

such as repairs and estate 

management.  They also carry out 

surveys and help Luminus to improve 

our services.Independent Complaints 

Panel – (ICP) 
The ICP is made up of customers from 

three housing providers, Derwent Living 

(also part of Places for People), Tuntum 

and Luminus.  The Panel deals with complaints that 

haven’t been resolved by staff.  

They are trained in how to deal with 

complaints and use their experience as 

tenants and leaseholders when deciding 

how best to resolve a problem. 

Community 
Representatives

We have 60 local people who use their 

knowledge and enthusiasm to help 

Luminus create safe neighbourhoods 

where people want to live.  
Each Community Representative tells 

Luminus what is going on in their street, 

block of flats or neighbourhood and puts 

forward ideas for improvements.

We are looking for more residents to 

volunteer for this.Energy Champions

Our award-winning energy champion 

scheme has seen some residents save 

£600 per year on their energy bills.For more information please call us 

on 0345 266 9760 or send an email to 

getinvolved@luminus.org.uk

Resident involvement

Looking forward
Nigel FinneyManaging Director

The merger with Places for People and 

the appointment of a new Board were the 

start of big changes we made to Luminus 

as part of our drive to improve.  We have 

overcome and learnt from the challenges 

we previously faced and, as part of Places 

for People, are now a very different 

organisation with a positive future.

 
With the help of the new Board, our colleagues 

at Places for People, and with a team of very 

enthusiastic staff, we are looking forward to 

working with tenants and leaseholders on 

creating and supporting communities that work 

for everyone.
 

Our focus in 2018-19 is on improving services.  

The Key Performance Indicators in this Annual 

Report show that in a number of areas we 

did not meet our targets in 2017-18.  We have 

looked carefully at how we could do better and 

introduced improvements, particularly in the 

way we deliver repair services.

 
Later this year, all our tenants and leaseholders 

will get a chance to tell us what they think about 

our services in our Annual Customer Opinion 

Survey.  I hope you all take the opportunity 

to give us your views so we can focus our 

attention on what is most important to you.

 
Much of what we do to further improve will be 

influenced by what you tell us.  That is why we 

are keen to see more residents get in touch 

to discuss how you can become involved in 

working with us to create a bright new future 

for Luminus and the many people we serve.

WORK WITH 
US TO CREATE 

A BRIGHT NEW FUTURE
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How did we do?

We aim to 
improve those 

services that did 
not meet target

Our mission is to be an excellent provider 

of homes, a community anchor and an 

inspirational employer. Key Performance Indicators (KPIs) help us to 

measure progress on our mission.

  
These KPIs show our performance for the 

year-ended 31 March 2018.

Satisfaction with repairs

TARGET:
 98%

89%
Percentage of repairs appointments 

made and kept.

Repairs completed right first timeTARGET:
 95%

89%
Percentage of all repairs completed 

right first time.

Emergency repairs completedTARGET:
 90%

74%
Percentage of emergency repairs 

completed within 24 hours.

Average time for routine repairsTARGET:
 28 Days

52 DaysThe average time it takes to complete 

routine jobs.

Rent owed
TARGET:

 2.3 %
Percentage of rent owed to Luminus 

(not taking housing benefit into account).

2.4%

Empty homes
TARGET: 0.75%

The number of empty homes as 

a percentage of the total housing stock.

1.37%
Making homes available againTARGET:19

Days it takes to relet homes from 

when the tenant returns the keys.

33

BME Households
TARGET:5.2%

Percentage of lettings made to BME 

(black and minority ethnic) households.

5.4%

Rent collected
TARGET:100.1%

Rent collected as a percentage of 

annual rental income.

101.5%

Overall satisfaction with servicesTARGET:
 97%

92%Percentage of customers satisfied 

with the overall repairs service.

TARGET:
 99%

96%
Percentage of customers satisfied 

with the Trade Operative’s attitude.Satisfaction with quality of workTARGET:
 98%

97%Percentage of customers satisfied with 

the repair and improvement works.

Gas safety
TARGET: 100%

Percentage of homes with valid gas 

safety certificates.

100%

Repairs appointments

100% OF OUR HOMES HAVE A VALID GAS SAFETY CERTIFICATE

eciding 

017-18.  We have 
ould do better and 

particularly in the 

d leaseholders 
at they think about 

al Customer Opinion 

r improve will be 
us.  That is why we 

t new future 

Highlights of 2017-18
Luminus joins Places for PeopleLuminus formally joined Places 

for People as a subsidiary in 
March 2018.  

The new partnership will enable 
Luminus to increase our development 
plans to build high-quality new 
homes for rent and sale over the 
next five years and strengthen our 
financial position.

On track for 100% complianceWe improved how we deal with 
gas safety and other aspects of 
repairs and safety checks.We continue to achieve 100% certified 

compliance across the majority of our 
statutory obligations. For those where we are yet to 

achieve 100% compliance, we 
are making month-on-month 
improvements and expect to achieve 
our targets in 2018-19.

Building new homesLuminus is part of a new group 
called Homes for Cambridgeshire 
and Peterborough (HCP).We will work together to increase 

the provision of new homes in 
Cambridgeshire.

12 new homes at Broadway, YaxleyLuminus built 12 new high-
quality homes for social rent. The homes were built on a former 

sheltered housing site.

Community Inspiration AwardsThe winners of the 7th Community 
Inspiration Awards were celebrated in July.

The annual awards recognise local 
unsung heroes who go the extra mile 
to serve their communities. 

Luminus tackles hoarding
Hoarding is a growing problem 
affecting many people and 
Luminus is taking the lead in 
helping tenants who suffer with 
significant hoarding issues. Staff build a relationship of trust, 

helping tenants clear their homes and 
getting them professional support.  This ensures their homes are free 

from clutter, they can live safely and 
have a much better quality of life.

Fire safety
Luminus, working with Cambridgeshire Fire and Rescue 

Service, installed two portable 
sprinkler systems in the homes of 
vulnerable residents.

The systems provide a rapid 
automatic fire suppression mist to 
help protect residents in their homes 
in the event of a fire.

Beast from the EastDespite the terrible weather 
during the ‘Beast from the East’, 
we all worked together to provide 
the best possible service. Luminus dealt with 326 emergencies 

during the week of extreme weather 
conditions.  That’s three times more 
than a normal week!

Ferry Project community garden The Bishop of Ely opened the 
Queen Mary Centre’s Community 
Garden.

Once an overgrown and neglected 
green space, the newly renovated 
area has already been popular with 
weddings and parties being held at 
the Queen Mary Centre. 

BUILDING TRUST WITH
TENANTS

WORKING WITH 
CAMBRIDGESHIRE FIRE  

AND RESCUE

INCREASE THE PROVISION OF NEW HOMES
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Luminus faced several major challenges in 
2017-18.  I am pleased to report that since 
joining Places for People in March 2018 
we are in a much better position to deliver 
good quality services to residents.

In January 2017, an in-depth assessment by our 
regulator saw Luminus receive a Regulatory 
Judgement that was very critical about how we 
dealt with gas safety and how the Board ran the 
company.  

Since then we have made many changes 
including forming a new Board, appointing a 
new Managing Director and improving the way 
we deal with gas safety and other aspects of 
repairs and safety checks.

In March 2018, following consultation with 
residents, Luminus formally joined Places for 
People.  We retained our independent identity, 
the Huntingdon office, management team and 
local Board as part of the merger.

The new partnership enables Luminus to build 
high-quality new homes for rent and sale over 
the next five years and strengthen our financial 
position to deliver investment in existing homes 
and services to customers. 

So, after what was a challenging year, we are 
looking forward confidently to the future.  
By working as part of Places for People, we will 
build sustainable communities that work for 
everyone.

Message from the Chairman

Michael Forrest
Chairman of the 
Luminus Group 
Board

Luminus 
Annual Report 
2017-18 WE ARE LOOKING 

FORWARD CONFIDENTLY 
TO THE FUTURE

NOVEMBER

24
SATURDAY

SATURDAY 24 NOVEMBER
11am - 1.30pm • Brook House 
Ouse Walk, Huntingdon, 
PE29 3QW

FREE lunch, tea, coffee and transport.  

Please book your place  
by Friday 16 November 2018

Email: getinvolved@luminus.org.uk 

Tel: 0345 266 9760

Please tell us if you need transport or 
parking and your dietary requirements.
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2 MESSAGE FROM THE CHAIRMAN

Luminus keeps moving 
forward, with Places for People 
fully behind us, and there are a 
number of exciting projects in 
the pipeline.

Luminus Homes converted to a 
charitable Community Benefit 
Society and Oak Foundation 
merged with Luminus Homes in 
July 2018. 

On this date Luminus Homes 
Ltd became the landlord of 
Oak Foundations’ tenants.  We 
held a consultation with all Oak 
Foundation residents and sought 
views on the proposals.

We received 129 responses, which 
is a 23% response rate.  The 
responses are set out in the table 
below.

In view of the positive response, 
Oak Foundation merged with 
Luminus Homes.  

We look forward to the two 
organisations achieving more 
together and making a real 
difference in the community.

Message from the 
Chairman

XXXX

Mike Forrest
Chair of the Luminus Board

Achieving more 

together and making 

a real difference

in the community

Luminus signed up to the 
‘Make a Stand’ pledge 
in May 2018.  This is a 
pledge developed by 
the Chartered Institute 
of Housing to help stop 
domestic abuse

Luminus, alongside other 
agencies, is committed to 
working with victims of 
abuse to offer support. 

We have a Domestic Abuse 
Policy which is on our 
website.  Call 01480 428528 
if you would like a copy. 

If you, or anyone you 
know, has been affected by 
domestic abuse and would 
like talk to someone please 
contact our Anti-Social 
Behaviour Officer, Felicity 
Bell on 01480 428528.

Response options Agree Don’t agree Don’t know No answer Total

Number of tenants who responded 99 1 27 2 129

Percentage of tenants who responded 76% 1% 21% 2% 100%
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NATIONAL SOCIAL
HOUSING CONSUMER
STANDARDS

On the 29 August, with 
the help of Tpas, we 
spent a valuable day 
listening to residents’ 
views on how Luminus 
measures up against 
the Regulator’s “Social 
Housing Consumer 
Standards.”  

Residents gave their views 
on how Luminus is doing 
and where we needed to do 
better.

Following this event we have 
an action plan to improve 
services.

INDEPENDENT
COMPLAINTS PANEL (ICP)

The Independent 
Complaints Panel (ICP) 
set up by Derwent Living, 
Luminus and Tuntum 
Housing Associations 
consists of customers 
from all three housing 
providers. 

This brings a valuable 
new independent layer to 
the complaints resolution 
process.  Please contact us if 
you would like training to be 
on this panel.

EDITORIAL PANEL

We are looking for 
residents to join our new 
Editorial Panel.  

We are committed to 
making sure that our written 
information is clear and easy 
to understand.

Panel members have already 
helped us review documents 
including this edition of 
Luminus News!

To get involved in any of the 

above please call us on 0345 
266 9760 or send an email to:

getinvolved@luminus.org.uk

RESIDENT INVOLVEMENT

RESIDENT
INVOLVEMENT

Residents discuss the National Social 
Housing Consumer Standards

We have taken the next 
step in our commitment 
to resident involvement 
and joined Tpas, the 
Tenants Participation 
Advisory Service. 

Tpas supports over 200 
housing associations, local 
authorities and resident 

groups covering over 2.2 
million homes.  

A great benefit of Luminus 
joining Tpas is that residents 
can become members 
free of charge.  Visit the 
Tpas website to see the 
advantages of membership 
at www.tpas.org.uk

We are looking 

for residents to 

get involved!

Involvement Matters
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Quick-thinking Mrs Brehaut, a 
Luminus tenant who lives at 
The Close, St Neots, showed 
great bravery in rescuing her 
neighbour from a fire, and 
stopping it from spreading.

Mrs Brehaut showed just what 
it means to be a community 
inspiration as, on 3 August, 
she bravely rescued her elderly 
neighbour from a fire in the 
bathroom and had the presence 
of mind to shut the door to stop 
the fire spreading.

Thanks to Mrs Brehaut’s actions, 
and Cambridgeshire Fire and 
Rescue who quickly put the fire 
out, there were no injuries and 
damage was minimal. 

Luminus presented Mrs Brehaut 
with a bouquet of flowers to 
thank her for her brave actions.

Luminus Managing Director, Nigel 
Finney, said,

“We recently launched this 
year’s Community Inspiration 
Awards which recognises unsung 
heroes like Mrs Brehaut.  She is 
a wonderful example of what it 
means to be a good neighbour.  

We are very grateful for her 
unselfish actions which, no doubt, 
prevented a more serious incident 
from occurring.  

We encourage all those who 
know an everyday hero to put 
them forward for an award by 
visiting the Community Inspiration 
Awards website.”

The Community Inspiration 
Awards celebrates local unsung 
heroes who go the extra mile to 
serve their communities. 

The five award categories are:
•	 Good Neighbour 

(Sponsored by Anthony 
Collins Solicitors)

•	 Community Spirit (Individual)  
(Sponsored by T Clarke East)

•	 Community Spirit (Group) 
(Sponsored by Aspen Build)

•	 Senior Citizen of the Year 
(Sponsored by Luminus 
Group)

•	 Young Achiever 
 (Sponsored by M A Motors)

Nominations are now open and 
residents are encouraged to 
send in submissions.  The awards 
ceremony takes place on Tuesday 
23 October 2018.

Good neighbour is an 
inspiration to the community

LUMINUS IN 
BLOOM 2018 
WINNERS

Mr Christopher Ward of Holme 
won Best Garden!  His garden 
was a tropical surprise with a 
Moroccan theme and the aim of 
the garden is to ‘bring the holiday 
back home’ as the Wards are 
frequent visitors to Morocco.
 

The Close in St. Neots won 
Best Sheltered Scheme.

 

Shirdley Road in St. Neots won 
Best Communal Area in an 
award which was received by 
Mr Michael Fuller.

It was a brilliant effort all round 
and the winners were presented 
with their well-earned prizes.  
Look out for details of the 2019 
Luminus in Bloom!

AN INSPIRATION TO THE COMMUNITY!

Do you know a local hero? Nominate them today at:
www.communityinspirationawards.org.uk
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Staff of The Ferry Project, our award-winning 
social enterprise and charity that helps 
homeless people in Fenland, volunteered to 
take residents who use the homelessness 
service to Hunstanton beach.

This was the first time some of the residents had 
seen the beach to experience what many others 
take for granted.

Packed lunches were shared upon arrival to give 
everyone the energy to explore and participate in 
the most competitive of sports, ‘Crazy Golf!’.

The competition was healthy and everyone enjoyed 
themselves before heading down to the beach.

Sausages and chips were on the menu before 
everyone headed home. The positive feeling and 
bonding of residents and staff from across the 
charity was wonderful and new friendships were 
made.  A member of staff said that this trip was, 

“The essence of The Ferry Project, helping 
the homeless with love and support towards 
independence.”

QUALITY USED AND 
RE-LOVED HOUSEHOLD ITEMS AT 

AFFORDABLE PRICES

Drop in on Tuesday 10am - 3pm
or book an appointment for Monday, 
Wednesday or Thursday. Please call 
to arrange a visit on these days.

       01480 428355
HOPE offers volunteering opportunities 
for people who are long and short 
term unemployed, by providing 
work placements in our shop and 
warehouse.

Furnish your 
home for less!

Buying from HOPE helps to give local people work experience opportunities
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HOPE SHOP
Unit 11 
Glebe Road
Huntingdon
PE29 7DL

QUALITY USED AND 

Buying from HOPE helps to give local people work experience opportunities

HOPE SHOP

EXTRA CARE - INDEPENDENT LIVING
Luminus has two extra care complexes, Park View in Huntingdon and 
Eden Place in St Ives.  They offer residents an independent, active and 
sociable lifestyle. If you know someone requiring extra care let us know. 
To find out more call 01480 411 250 or email info@luminus.org.uk
Extra care is available to residents who have an appropriate level of housing and assessed care needs.

Do you know 
someone needing 
extra care 
housing?

www.luminus.org.uk

LUMINUS EXTRA CARE HOUSING

FERRY PROJECT

Ferry Project’s 
trip to the beach
Ferry Project’s 
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It can be difficult to
spot a scam. Fraudsters
are cunning and are good 
at creating convincing 
scams.

You can avoid falling for scams 
by asking yourself these simple 
questions.

Have I been contacted 
out of the blue?
An unexpected call can be a sign 
of being contacted by a company 
you don’t want to deal with. 

If you’re not 100% convinced of 
the identity of the caller, hang up 
and contact the company directly 
from a different phone.

Is the deal too good to be 
true?
Scams will often promise high 
returns for very little financial 
commitment. They may even say 
a deal is too good to miss.

Use your common sense, if a deal 
is too good to be true, it is.

Have I been asked to 
share personal details?
Never share your personal details 
with anyone you can’t validate 
who they say they are.

Email or phone scammers will try 
to get personal data from you, 
and they can use this to steal 
your identity or steal your money.

Am I being pressurised to 
respond quickly?
Never proceed unless you are 
absolutely certain your money 
will be safe. Once you transfer, it 
may be too late.

Are the contact details 
vague?
Vague contact details can be a 
PO box, premium rate number 
(starting ‘09’) or mobile number.

Are there spelling or 
grammatical mistakes?
Legitimate organisations will 
rarely, if ever, make glaring 
spelling or grammatical mistakes.

Am I being asked to keep 
it quiet?
Being asked to keep something 
quiet should be a red flag.  

It’s important you can discuss 
agreements with your friends, 
family or independent advisors.

Winter can be difficult for 

the elderly, people who’ve 

lost their partners or whose 

children have moved away 

from home.

Pay a visit
Making the effort to keep in touch 
can make a big difference.

Have a chat
It might seem obvious or perhaps 
a little odd, but if an elderly 
person is stuck indoors because of 
the weather, it could be the only 
conversation they have all day.

Help on days when the 
weather is bad
You can help by sprinkling salt on 
their driveway or offering to do 
their weekly shop.

Accompanying your
neighbour to a local event
The Christmas period offers many 
opportunities for communities to 
get together, you could invite your 
neighbour to an event.

DO YOU HAVE 
A STORY?
If you have a story you would like 
to share please send an email to 
news@luminus.org.uk

SPOTTING A SCAM

Help your
neighbours this
winter

Spotting 
a scam

If you report a scam to your local Citizens Advice or Trading 
Standards they will be able to offer you advice.

Scammers will try 

to get personal data 

from you to steal your 

identity and money!
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General Enquiries
Monday to Thursday, 9am - 5pm 

and Fridays, 9am - 4.30pm

0345 266 9760 

Rent Enquiries

01480 428521
Out of Hours rent 

payment line

0844 557 8321

Leaseholder 
Enquiries

0345 266 9760

Customer Relations 
Officer

01480 428721

Income & Benefits 
Advisor

01480 428521

If you have any comments, would like to unsubscribe or would like a large 
print or audio version of Luminus News, please contact the Communications 

Team on 01480 428708 or send an email to news@luminus.org.uk

For more information, large print or to 
unsubscribe from Luminus News

Anti-Social
Behaviour

01480 428563

77

Out of Hours 
Emergencies

Monday to Thursday, 5pm - 9am
Friday, 4.30pm - Monday, 9am

0345 850 9994

Service Centre
For reporting all repairs   

Monday to Thursday, 9am - 5pm 
and Fridays, 9am - 4.30pm

0345 850 9994

Luminus News 
has been 

printed on 
100% recycled 

paper.

CONTACT US

01480 428708

01480 428708

The best way to contact Luminus is via our website at www.luminus.org.uk 
You can also follow us on Twitter and Facebook (Just search for ‘Luminus 
Group’) or send an email to customerenquiry@luminus.org.uk

 Luminus Group Limited is a company limited by guarantee in England & Wales (04782653) and is registered with the Homes and Communities Agency (L4398)
Luminus Group, Brook House, Ouse Walk, Huntingdon PE29 3QW • 0345 266 9760 • info@luminus.org.uk • www.luminus.org.uk

Luminus Group’s Registered Office is 80 Cheapside, London EC2V 6EE.

Luminus Homes Ltd
Community Benefit Society No. 7813 CBS

Luminus Developments Ltd
Company No. 04581669

Luminus Finance Ltd
Company No. 06438705

Luminus Group Ltd
Company No. 4782653



Make a nomination online at: 

www.communityinspirationawards.org.uk

 CommunityInspirationAwards   Luminus_Group  #CIA2018

Follow the Awards:

AWARD CATEGORIES

•	 GOOD NEIGHBOUR

•	 COMMUNITY SPIRIT (GROUP)

•	 COMMUNITY SPIRIT (INDIVIDUAL)

•	 YOUNG ACHIEVER

•	 SENIOR CITIZEN OF THE YEAR

Supported by

“The Community 
Inspiration Awards 
are an opportunity 
to celebrate the 
achievements 
of ordinary 
people achieving 
extraordinary 
things."

NOMINATION  
DEADLINE:
3 OCTOBER 2018

DO YOU KNOW

A LOCAL
HERO?
NOMINATE 
THEM TODAY!
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AWARD CATEGORIES

NOMINATION DEADLINE EXTENDED TO:

3 OCTOBER 2018


