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Miss Anna Sample

MyAccount

You can now manage your tenancy 

online 24 hours a day, 7 days a week.

Registering for MyAccount only takes 

a few minutes, and once registered 

you'll be able to:

• Pay your rent online with AllPay

• Check your account balance

• Report a repair and check the 

status of an existing repair

• Update your personal details

• Report anti-social behaviour

• Receive notifications

Get involved

Accent 500 is a collective of Accent 

customers who we consult with on a 

regular basis to better understand 

your priorities and preferences, and to 

find out what you think about the 

services we provide.

To join our online community, or to 

find out more about the improvements 

we have made by acting upon your 

feedback, please visit: 

www.accentgroup.org/

how-can-i-get-involved

Register for MyAccount today. Visit myaccount.accentgroup.org.



• Managing your rent account (making sure you are claiming all the benefits 

you are entitled to, budgeting, debt advice etc.)

• Access to affordable furniture and appliances

• Putting you in touch with local support services (physical and mental health, 

life skills, finding work etc.)

• Helping you to find more suitable accommodation if your property no longer 

meets your needs (aids and adaptations, transfers, property exchanges etc.)

I’ll aim to check in with you at least once a year to find out how you’re getting 

on, but in the meantime, if you could benefit from any support please contact 

0345 678 0555 and I’ll be happy to help. 

Dear Miss Anna Sample

In case we have not already met I’m Alan 

Percival, your Customer Partner. It is my 

job to make sure you are safe, happy and 

comfortable in your home. 

I’ve worked at Accent for 14 years now and 

I’m really looking forward to coming out and 

meeting you. I’m passionate about helping 

you and doing all I can to make your 

journey with Accent as smooth as possible.

Here are some of the things I can help with:

• Anti-social behaviour concerns

• Estate management concerns, (fly-

tipping, abandoned vehicles etc.)

• Health and safety concerns (fire safety, 

hazards etc.)

Alan, Customer Partner

A word from our Chief Exec,

Paul Dolan

Following the nation’s lockdown in 

response to the coronavirus, we’ve been 

working from home and finding new ways 

of delivering your services. We’ve had to 

change the way we do some things, and 

pause some things completely, but your 

services and safety have always been our 

first priority.

Our specialist Income Team has helped 

hundreds of customers in financial or other 

difficulties with advice and support to get 

them through tough times. We now have 

almost 3,900 residents claiming Universal 

Credit, compared to just 2,200 at this time 

last year.

Paul Dolan, Chief Executive
Sadly, we've heard reports of demand for 

food banks rising by almost 90%. With 

backing from the Chartered Institute of 

Housing and the National Housing 

Federation, we launched the More than 

Homes campaign to help foodbank charity 

the Trussell Trust provide emergency food 

parcels for people in food poverty.

We still have the interests of individual 

neighbourhoods and communities at heart. 

As such, we are providing you with a 

‘personal statement’ to let you know about 

the activity that has been taking place in 

your area. We hope you find this useful. 



Your household

Miss Anna Sample

Home number: 01733 345678

Mobile number: 07456789012

Email address: annasample@gmail.com

Contact preference: Not recorded

Mr Ben Sample

Home number: 01733 345678

Mobile number: Not recorded

Email address: Not recorded

Contact preference: Not recorded

Also living at this address:

Son Charlie Sample

Son Daniel Sample

Daughter Ella Sample

Daughter Francesca Sample

Something wrong here?

It’s important your information is up to date.

To update your contact details, visit 

myaccount.accentgroup.org.

To update household member details call us 

on 0345 678 0555

Services

Your local Estates Services Officer will be responsible 

for making sure these tasks are carried out as per the 

schedule. You can help too, be taking part in our email 

and text message surveys.

All frequencies and timings are subject to change, 

based on weather conditions. For more information, 

please visit: www.accentgroup.org/estate-services

Ground Maintenance Specification How often? Time of year?

Grass cutting 16 times a year Between March and October

Edging of beds 3 times a year
Once in April, once in July and once in 

October.

Hard surface clearance 20 times a year Throughout the year

Removal of weeds and moss from hard 

surfaces
2 times a year Any time of year

Collect litter and fallen leaves 20 times a year Throughout the year

Remove weeds from beds 4 times a year
Once in April, once in June, once in August 

and once in October

Maintenance of shrub beds 8 times a year Between March and October

Pruning of shrubs and hedges 3 times a year
Any time of year except bird nesting 

season (typically February to August).

Strimming 2 times a year Between May and September

Clearing bramble and gorse 2 times a year Between June and September

Your cleaning services are provided by:

Ideal Cleaning

Your window cleaning services are provided by:

Ideal Cleaning

Your grounds maintenance service is provided by

Malc Firth
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Surveys

Our records indicate that you 

took part in 4 satisfaction 

surveys and gave us an 

average score of 4.5 out of 5.

For more information about 

the improvements we are 

making based on what 

customers have told us, 

please visit:

www.accentgroup.org/

customer-satisfaction

Case Study

You said:

Residents in Paston, Peterborough, would like to 

see more partnership working, to promote safer and 

more attractive living environments.

We did:

We carried out an inspection of the estate and 

noticed items of bulky waste in residents' gardens. 

We hired a skip and assisted residents to dispose 

of their unwanted items.

Following reports of graffiti and drug dealing, we 

invited the neighbourhood PCSOs to attend and 

address any concerns about anti-social behaviour.

Our Repairs Surveyor was on hand to take any 

reports of maintenance issues.

You said, We did

We know that customer 

satisfaction has not 

been as high as we 

would like in some areas 

so we’ve invested in 

new tools to help us 

analyse the feedback 

we’ve been getting. As a 

result, we’re already 

working on some 

improvements based on 

what customers have 

told us.

Repairs
• A more streamlined service for arranging appointments. You will have 

access to a live calendar with which appointment slots are available.

• Confirmation of appointments by email or text message and updates to let 

you know when the operative is on the way. 

Estates Services

• We have appointed resident ‘green inspectors’ on our larger estates to 

help keep an eye on how are our grounds maintenance contractors are 

performing.

• Contract management will be overseen by someone who works locally and 

is familiar with your area.  

Contact Centre

• We have begun to automate some of the repetitive tasks (like changing 

Direct Debits), so we have more capacity to handle calls.

• Our calls are monitored by Quality Coaches who provide advice and 

guidance to our Customer Service Advisors as to how we can best meet 

your needs. 


