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Our 2020 Vision: The Road to Renewal is a focus on 

positive change that transforms our communities 

to mend “broken Britain”.  Since March 2000 we 

have been building a team of people who, daily 

inspired in their work, seek consistently to give 

excellent service to our customers.  This energises 

our residents, business partners and the wider 

community and helps us all find a sense of purpose, 

hope and fulfilment.  As we change, transformation 

occurs and a brighter future becomes reality.
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Support services for older people
Luminus aims to provide support to the most 
vulnerable people in our community.  

This includes older people. These services are 
provided through Oak Foundation, which is 
part of the Luminus Group.

Through Oak Foundation you can receive 
support which is attached to your 
accommodation, for example our Sheltered 
Housing Schemes, or support which is provided 
to you in your home for the time that you need 
it.  We also provide additional community 
services to anyone who is vulnerable or who 
feels isolated from the community.
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Sheltered housing
Sheltered housing is accommodation with 
support services for older people.  With 
sheltered housing you can enjoy the privacy 
of your own home, but with support and 
community living whenever you need it.

As a sheltered housing resident you will:
Be treated with respect at all times•	
Benefit from regular contact by a Sheltered •	
Housing Manager
Have a support plan, tailored to meet your •	
needs, and which will be updated at least 
twice a year, or whenever you need it
Have access to a wide range of specialist •	
agencies to help meet your individual 
support needs
Be consulted on changes to the service •	
which affect you 

Your Sheltered Housing Manager – here to 
help
With sheltered housing we will provide the 
services of a dedicated Sheltered Housing 
Manager who is normally available from 8am 
until 5pm, Monday to Friday.
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Your Sheltered Housing Manager will:
Help you to set up and maintain your •	
home
Help you to manage your finances and •	
claim welfare benefits
Give emotional support and advice•	
Supervise your health and well-being•	
Help you complete your support plan and •	
review it with you twice a year, or more 
often where needed
Ensure that your support needs are met•	
Help you access other services and support •	
you in dealing with other agencies
Help you make social contacts and get •	
involved in a wide range of activities
Help you access local community •	
organisations
Give you advice on repairs and home •	
improvements
Supervise contractors when they are doing •	
work at your scheme
Make sure the communal areas around your •	
home are well maintained, safe and clean
Make contact with you during the week.  This •	
contact can be made by a personal visit, 
meeting you when you are around the 
sheltered scheme, or by talking to you on the 
intercom or telephone.  You do not have to 
have a personal visit if you do not want one.



Support Services for Older People

6

Community alarm service
We will provide a community alarm service for 
people living in sheltered housing schemes. 
This gives you the security of being able to call 
for help 24 hours a day, 7 days a week.  As a 
sheltered housing resident your home will be 
fitted with an emergency pull cord.  You can 
also have an alarm pendant, which you can 
wear around your neck, and activate in an 
emergency.

When you pull your cord or press the button 
on your pendant the alarm system will notify 
the Sheltered Housing Manager when they 
are on site, or Careline, our 24-hour call 
centre.  Careline will call a carer, doctor or the 
emergency services, depending on who will be 
best placed to help.  Careline staff will stay on 
the line until help arrives.

How to apply for Sheltered Housing
Luminus operates a choice-based letting 
scheme call Home-Link. The scheme is 
designed to give you more choice about where 
you live.  To apply to live in one of our sheltered 
schemes please contact Huntingdonshire 
District Council or apply direct to the Home-
Link website.  You can also get more information 
about how Home-Link works from our ‘Letting 
Homes’ Service Standard.  For your free copy 
please call into our offices, down-load one 
from our website at www.luminus.org.uk or call 
us on 01480 428777.
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Applying for sheltered housing: key contacts
Huntingdonshire District Council
Telephone: 01480 388223
Email: housingreception@huntsdc.gov.uk
Web: www.huntsdc.gov.uk

Home-Link
Web: www.home-link.org.uk

For further details about housing for older 
people with Luminus Group, please click on 
the Homefinder link for Supported Housing 
entitled ‘Sheltered Housing’.

‘Lifeline’ Community alarm service
Lifeline is the Community alarm service for 
older and vulnerable tenants and residents.  
You do not have to live in one of our sheltered 
schemes to benefit from our community alarm 
services.  If you live alone, or feel vulnerable, 
please call 01480 428562 to find out more.

Out and About – community activities for older and isolated 
people

Out and About arranges low-cost activities for 
residents and the wider community.  We offer 
a wide variety of quality activities for people 
living in the area.  Examples of the types of 
activities available are:

Days out at local attractions•	
Exercise classes•	
Shopping trips•	
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Pub lunches• 
Arts and Crafts sessions• 
Bingo• 
Quiz nights• 
Tea dances• 
Computer courses.• 

To find out more about Out and About, or for 
your free brochure please collect one from 
your sheltered housing scheme or call our Out 
and About Team on 01480 428428.  

Coming soon - Extra Care Housing

We are looking forward to the launch of our 
extra-care Housing services in 2010.
Extra-care housing offers a new way of 
supporting you to live independently for as 
long as you can.  It gives you the security 
and privacy of a home of your own, a range 
of facilities on the premises and 24-hour care 
services should you need them.  Facilities 
on-site can include catering services and 
dining room offering a minimum of one main 
meal per day, laundry facilities, hairdressing 
and a library.
We will be providing one and two bedroom 
flats for rent or low cost home ownership.
For more information please contact us by 
calling 01480 428777.
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Our performance
We regularly monitor performance to make 
sure we are always delivering the highest 
standard of services to you.  We have set the 
following performance targets:

Repairing your home
We will attend to 99.5% of emergency •	
repairs to your home within 24 hours from 
the time you (or your Sheltered Housing 
Manager) reports it
We will attend to 98.2% of urgent repairs •	
within seven days from the time you (or your 
Sheltered Scheme Manager) reports it
We will attend to 98.5% of routine repairs •	
within 28 days from the time you (or your 
Sheltered Scheme Manager) reports it.

Dealing with empty homes
We aim to make empty homes available to 
re-let in the shortest time possible.  

Where minor repairs are required to empty •	
homes, we will aim make them available to 
re-let within 14 days of them becoming 
vacant
Where major repairs are required to empty •	
homes, we will aim make them available to 
re-let within 22 days of them becoming 
vacant.
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Satisfaction with the service
We monitor how satisfied people our with the 
services we provide.  At least every three years 
we send out surveys to all customers and ask 
their views on different aspects of the services 
we provide.  We aim to improve on satisfaction 
levels every time we carry out a survey.
Our targets are:

Satisfaction with the accommodation we •	
provide: 90%
Satisfaction with the repairs and maintenance •	
service: 87%
Satisfaction with the opportunity to get •	
involved in the decisions which affect how 
your home is managed:  82%
Satisfaction with the overall service provided •	
by Luminus:  88%.
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Your feedback is important to us.  If you feel that Luminus services 
are	not	meeting	the	standard	we	have	set	out	in	this	leaflet,	please	
contact our Customer Services Team by either:
 

Calling •	 01480 428333 
Calling any other Luminus number, where •	
you will put through to our Customer 
Services Team
Coming in person to our offices at  •	
Brook House, Huntingdon 
Completing an ‘Online feedback’ form •	
which you can access through our website 
at www.luminus.org.uk
Putting your issue in writing to us at •	
Luminus Group, Brook House, 
 Ouse Walk, Huntingdon, PE29 3QW 
Completing a Comments, Compliments •	
and Complaints form – available to 
download from our website or by 
requesting one by phone, or in person

 
More information on how to get in touch with 
us and make a comment about our services 
can be found in our ‘Customer Service’ Service 
Standard.

 
We will work with customers to review our 
Service Standards each year, to ensure we 
continue to meet them and to look at how 
we can improve services for the future.  If 
you would like to be involved in reviewing our 
Service Standards please call our Performance 
Review Officer on 01480 428728.



Luminus Group • Brook House • Ouse Walk • Huntingdon • PE29 3QW  
T: 01480 428777 • F: 01480 428555 • info@luminus.org.uk • www.luminus.org.uk

For a copy of this leaflet in large print, audio
cassette or in another language call 01480 428707
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