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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.
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Highlights of 2017-18

Luminus joins 
Places for People
Luminus 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% 
compliance
We 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 homes
Luminus 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, Yaxley
Luminus built 12 new high-
quality homes for social rent. 

The homes were built on a former 
sheltered housing site.

Community 
Inspiration Awards
The 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 East
Despite 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. 
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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 Finney
Managing 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 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


