Solon Service Standards

Our levels of service agreed with residents

Customer care Living in your home

Customer care Anti-social behaviour, domestic abuse
.......................................................................................................................................... and harassment




Contact us

Office opening hours are
Monday to Friday 9am to 5pm

Our office is in the centre of Bristol,
near Cabot Circus. Our reception is
wheelchair accessible and we have
installed hearing loops.

When you come into the office, the
first member of staff you will see is
usually the receptionist. They will
answer your question or arrange
for you to see another member of
staff who can help you.

To contact us outside office
hours call 0117 924 4071

If you need an emergency repair or
need to contact us out-of-hours for
another reason, please ring the
main Solon number for information:
0117 924 4071. The message will
give you another number to call.
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Solon South West Housing
Association

1 Newfoundland Court

St Paul Street

Bristol BS2 8AN

Telephone 0117 924 4071
(voicemail when office is closed)
Fax 0117 924 8816

Email solon@solonswha.co.uk
Website www.solonswha.co.uk

Maintenance 0117 916 7777

Emergency repairs

Office hours 0117 916 7777
Out-of-hours 0117 924 4071
(message gives contact number)

Face-to-face visits

Come to our office or call us to
arrange a home visit (translation and
interpretation services available)

Have your say 0117 916 7768
Resident involvement and
communication, meetings, resident
newsletter

@
Q
D\ 2t
3 <
roke St g,“ @
J pel S
Skamg @ \
ey T 3
5 Bond St \ oV 8ot A
S

Station e ° $Q\Nc\(0\>

Cabot Circus ISR
Py
el solon
N House of
Q@ Fraser -
/$?J @ L

N o

Cabot Circus 2

9]

Parking

Parking is available at
Portland Square (meters)
and the main car park at
Cabot Circus

To A38, A36/7

O



Setting our standards

In 2010 Solon began work to agree with residents a set
of service standards. These explain the level of service
Solon will aim to provide to all residents and what Solon
can expect of residents.

All the service standards were agreed through working
groups, with residents fully represented. The standards
cover many different aspects of the tenancy, such as
repairs, how contractors work in your home, what
happens when you move in and how we collect rent.

The detail about our service

The service standards also spell out important rules for
our organisation — how we will treat people fairly and
offer equal services to all, what support we give to
residents, and how we will respond when things go
wrong or residents have problems with neighbours.

This booklet sets out the full set of service standards in
place at the start of 2011. These have been published
and sent to all residents so that everyone can see the
agreed standards for how we will work together.

Feedback is always welcome

Residents are asked to comment on all aspects of our
service. We hope that this booklet will help to explain
what residents can expect from Solon and we welcome
suggestions for how we can improve.

Solon has a Resident Involvement Co-ordinator who
encourages feedback. We offer many ways that
residents can get in touch and tell us what they think
(see page 23). If you need a translation or prefer to have
information in Braille, large print, audio or another
format, please contact Solon and we can help.

Customer care

Customer care
Complaints
Equality and diversity

Resident involvement

Repairs and
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10 Day-to-day repairs
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13 Major works

14 Working in your home

Living in
your home

16 Anti-social behaviour,
domestic abuse and
harassment

18 Communal areas

20 Moving in to your
home

21 Rent collection

22 Tenancy support




Tell us how you want this information

Please tell us if you would like this booklet in a different way, for example in
your first language, Braille or large print, or on audio tape or computer disc.

Call 0117 924 4071 or email us at solon@solonswha.co.uk

ALBANIAN

Nése anglishtja nuk &shté gjuha juaj amtare dhe keni
nevojé pér njé pérkthim, ne mund t'ua sigurojmé até.

. BENGAL |
RerReTt ISR TG A1 G0 3R AT T
ORICPTST 2ATSTT QU SI1 BT A 40 7 |
MR RIS —FE S M TR
SRS T LB Rk o

GRS
GUJARATI

A cAHEl udell e 23 oA S v dMel
ictRel 32 S12d ol 2 e o 2 siglen e,
Tfe afart amg @1 gt suT 7 & 37 3y
I I1ATE Bl HTLIDAT 8 AF TE BH IATTH

TGTe T AFA 8

KURDISH

Heke ingilizi zimané we yé& yekem nine 0 péwistiya
we bi wergér heye, em dikarin yeki ji we re bibinin

Jezeli jezyk angielski nie jest Twoim
jezykiem ojczyslym 1 wymagasz
tlumaczenia, mozemy to zapewnic.

FPORTUGUESE

Se o Inglés ndo €& a sua lingua
materna e precisa de uma traducgao,
nés podemos obté-la.

TETHE ¥ Agex 1 3 30 et vt fereTysn
I AFE T |

Haddii Ingiriisku aanu ahayn afkaaga kowaad oo aad u
baahan fahay turjumaad, annagaa kuu samayn karra.

URDU

=

- I P R - &
R e S DL T T J/.Tl S A

e Sy L +
Néu qui vi khéng thao Anh véin va cén bén dich,
ching toi s& gilp qui vi mét ban.

Need a large print version?
Call 0117916 7768




Customer care

Customer service is at the heart of what we do, to make sure that all
residents receive a high standard of service, good information and fast
response when they ask for help. All our staff are committed to excellence
in customer care.
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always be polite when responding to your queries

publish information about who you should contact for help
provide emergency contact details for when the office is closed
always try to resolve queries the first time you contact us.

respond to telephone messages within 1 working day or use our
voicemail to tell you when we will be back

always call you back when we say we will

always give our name when we answer the telephone

always leave our name and job title when we leave you a message
respond within 5 working days to a letter from you.

write to you using plain language
give our contact details when we send you information

give you information in the way that is best for you and in another
language if you need it

respond within 5 working days to an email message from you

send an automatic acknowledgement for emails sent to the main
Solon address, so that you know the email has reached us.

make sure that the office is easily accessible and welcoming
see you within 10 minutes of your appointment time

see you within 30 minutes if you do not have an appointment, or
make an appointment for you to come back

provide a telephone in the office that you can use
always wear name badges.

be polite and reasonable

when making requests

respect your right to confidentiality tell us if you are not happy

make sure that all personal information we hold is with our service.
kept confidential and let you see the personal :
information we hold about you.




Complaints

Solon encourages all residents to get in touch if they are not happy. We
deal with resident complaints as quickly and efficiently as possible. All our
staff are trained in our complaints procedure, and we have a clear policy
on how to respond and resolve problems.
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If you want to

make it easy for you to complain (e.g. by telephone, email, etc.)
make sure that all complaints are handled in a fair and honest way
apologise if we get things wrong and put things right if we can

give you a copy of our complaints policy if you ask for it, and put it
on our website

acknowledge your complaint within 3 working days and send you
a copy of the complaints leaflet.

tell you who will deal with your complaint, how to contact them
and when they should respond by

send you a full written response to your complaint within 10 days
of the first letter

if we cannot respond within 10 days, let you know when we will

complain or respond and give you regular updates

give us other pay compensation when required and give you information about
feedback, our compensation policy

contact us or give you details of the Housing Ombudsman Service if all attempts

ask for our to resolve the complaint under our complaints procedure fail

leaflet. ask for your views on how we have handled your complaint.

tell us if we get things wrong and how it affects you
tell us when you want to make a complaint
give us feedback on how well we handled your complaint.

......................................................................................

Call Solon
0117 924 4071




Equality and diversity

We all have the right to be treated fairly and equally. Solon works hard to
make sure that all residents have equal access to our service and that we
take account of all needs when we make changes and improvements to
the way we work.
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treat everyone fairly regardless of age, race, sex, marital status,
disability, religion/belief, sexual orientation, pregnancy/maternity or
gender reassignment

make sure that we are flexible enough to provide services that meet
the diverse needs of all our residents

make sure that our office and reception are easy for you to get into
and move around in, and that they are family-friendly

give you the information you need in ways you find easy to
understand (e.g. supply translations of documents, Braille, audio
or large print) and provide an interpreter (including sign language)
if you need one

make sure that all our communications, including our website,
are accessible.

take into account any particular needs you have before you move
into one of our properties and while you are living there

work to include those who find it difficult to access our service

only work with contractors and suppliers who share our
commitment to equality and diversity

collect and keep up-to-date information about our residents’
language, physical, religious and cultural needs

treat all your personal details with complete confidentiality, as the
Data Protection Act requires.

monitor satisfaction with our service according to diversity, to make
sure that everyone is getting the same level of service

when we change or add a policy, procedure or document, check
whether it has any impact on anyone’s ability to access our service

give training on equality and diversity to all staff, Board Members
and involved residents.

treat Solon staff, contractors and other residents fairly
tell us if you feel we are not treating people fairly for any reason.




Resident involvement

Solon residents have many different ways to tell us what they want from our
service. We work to enable all residents to have a strong voice, be involved
and give us feedback on the service we provide.

Customer care

keep you informed in a variety of ways, including via the resident
newsletter, the annual report and the website

eszse . offer a range of ways for you to get involved in shaping, monitoring
: and delivering our service, so that you can be involved in the way,
and for the amount of time, that suits you

make sure that you are effectively involved in decisions at an early
stage and act on what you say, or tell you why we cannot act

involve you in producing and reviewing the Resident Involvement
Strategy, the ways to get involved, the resident newsletter, policies

, [ and procedures and other key documents
To find out more

about how :
residents can : have at least 2 (we aim for 3) Board Members who are residents.
get involved in :

Solon, ask for :

our leaflet or call continue to develop ways you can become involved and work with
0117 916 7768. all sections of the community, especially under-represented groups

support new and existing residents’ groups

give you support, training and quality information so that you can
be involved in a meaningful way

pay expenses (travel, childcare, etc.) so you are not out of pocket

tell you how your involvement has influenced or changed our
service — we will let you know personally and provide details of
changes in the resident newsletter

..... / _ i keep up-to-date records of all residents who have expressed an
interest in getting involved, and consult them regularly

et Solon monitor how happy residents are with our key services, including
F Grr ot reo opportunities to get involved and influence the organisation

set targets for how many residents will be involved in each way.

tell us if you want to become more involved
tell us what you think we could do to improve our service
respond to satisfaction surveys and other requests for feedback.




Aids and adaptations

Some residents need to have their homes adapted for their individual
needs. Solon helps to identify and meet the needs of all residents for living
in their home and we support anyone who needs to access further help.

: =» When responding to a request we will:
* acknowledge requests for aids or adaptations within 5 working days
* approve or reject your application within 10 working days
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* involve you in deciding the best solution for you
* help you to get assessment by an occupational therapist if needed

* tell you where you could get help if we cannot provide an
: adaptation.

: =) For adaptations we make we will:

* make sure that our contractor makes an appointment for the work
* let you know when we plan to do the work

* Kkeep you informed about your application

* inspect all adaptation work

* pay for adaptation costing less than £2,500 from our budget

e carry out minor adaptations within 20 days of a request

* contribute 50% towards major works that cost £2,500-£10,000 and
: help you to access local authority grants where needed

* if needed, support you to move to a more suitable home.

: =) After the work is complete we will: ;e
© « ask you if you are satisfied with our service =>» You will:
© * make sure that any equipment is serviced annually i © tell us if your circumstances

where needed, if agreed in advance : or your needs change
: * work in partnership with specialist agencies to : ¢ tell us if the local authority
support your individual needs. adapts your home

* make sure that we have
agreed to maintain any
equipment before it is
installed

¢ help us to improve our
service by completing the
satisfaction questionnaire
once the work is finished.

-----------------------

: Do you need your home adapted?

Details of the Aids and Adaptations Service are
: given in the Repairs section of the website.

www.solonswha.co.uk




Day-to-day repairs

We are responsible for many different kinds of repairs, so we explain exactly
what service you can expect, what level of co-operation we need from
residents to carry out repairs and how we deal with the unexpected.

=» When responding we will:

: » complete emergency repairs (attend and make safe) within
: 24 hours

* complete urgent repairs within 5 working days

Repairs and maintenance

* complete routine repairs within 20 working days

¢ respond within 2 working days to queries about repairs that have
: not been done

¢ tell you if any repairs you ask us to do will be charged to you and
: how much it will cost, before we do any work.

=» To make it easy to report a repair we will:

: » give you a Repairs Handbook that tells you how to report a repair
: and what your responsibilities are in your home

* give you a choice of ways to report repairs (e.g. by telephone
or via the website)

. * provide an out-of-hours emergency repairs service

« offer appointments for urgent and routine repairs, including times
in the early evenings and on Saturday mornings

* make an appointment for you at the time you report a repair.

=» When we make an appointment we will:

. © send you a letter to confirm what the work is, which contractor
will be doing the work and when it must be completed

* attend at least 98% of the appointments we make

* give you at least 24 hours notice if we have to change an
appointment

e carry out as many repairs as we can without inspecting first

* complete 85% of repairs the first time we visit to carry
out work

¢ tell you if a job will take longer than planned and keep
you informed about progress.




: =) After the repair is complete we will:
© « make sure that your home is left clean and tidy

* inspect 10% of repairs to make sure that we are providing a good
service
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¢ send a satisfaction form to you for your feedback.

=> For work you want to do we will:

* respond within 10 working days to a resident who wants to carry
out their own improvements to their home.

~...; =% You will:
: » be polite and respectful to Solon staff and to our contractors

* report any repairs needed to your home as soon as you
know about them

* give us as much detail as you can about the problem

¢ * co-operate with Solon and our contractors to arrange
access to your home to do repairs

* keep appointments with Solon staff and our contractors or
: you may be recharged

¢ tell us as soon as possible of you cannot keep an
appointment

: * use the out-of-hours service only for emergency repairs

* return the satisfaction form we send you to help us monitor
and improve our service

* do any repairs that you are responsible for (as listed in the
Resident Handbook)

* agree to pay for any repairs that are needed because of
: damage caused by you, your family or your friends.

----------------------------------------------------------------------------

Now you can go online to report a repair

Our online service is available direct from the home page. The
website even allows you to upload a picture of the problem. Or you
can call the maintenance line on 0117 916 7777.

: www.solonswha.co.uk




Gas servicing

Solon is responsible by law for the annual servicing and maintenance of all
gas appliances in your home. We have clear rules in place for our
contractors and need resident help make sure that all service appointments
are carried out in good time.

: =% For gas maintenance we will:

* service your gas fire and carry out a gas safety check on your gas
boiler once a year

Repairs and maintenance

* make sure that you have a copy of your gas safety certificate

: * give you at least 14 days notice that your gas service is due and
B . offer you a convenient appointment, including during the early
: evening and on a Saturday

* make sure that all engineers are Gas Safe registered and suitably
trained

* inspect and service your smoke detectors while we are servicing

Want to your gas appliances
kEOV\C( more * inspect 10% of all gas servicing work
apout gas e
,? * keep a record of each gas safety certificate for at least 2 years
safety” _
Ask for our * make sure that you know how to use your heating control.
leaflet or read PP P PP OO PP P LOPPPPILOPPPPITON
the ‘Safety in H . . :
your homg, .. =¥ For gas service appointments you will:
pages in the * be polite and respectful to Solon staff and contractors

Repairs section
of the Resident
Handbook.

* return the satisfaction form we send you, to help us to
monitor and improve our service

* keep appointments with Solon staff and contractors
¢ tell us as soon as possible if you cannot keep an appointment

: » co-operate with Solon and contractors to arrange access to
: your home to carry out gas services.

.
oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
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Major works

Cyclical decorating, large-scale works and improvements such as kitchen
and bathroom replacements are planned months in advance and residents
are notified of when and how the work will be done.

publish our Decent Homes Standard and the cyclical programme
of works on our website

write to you at least 20 working days before any planned
maintenance, and tell you which contractor will be doing the work
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discuss your individual needs with you, including accessibility and
health and safety issues, before starting any work

consult you about the work and offer you as much choice as
possible about the layout, design and colour of kitchen units and
worktops and the colours for the outside of your home

make sure that you and the contractor are clear about what work
will be done

provide a Resident Liaison Officer for all long-term major works
and give you daytime and out-of-hours contact details.

make sure that our contractors stick to the Working in Your Home
service standard (see page 14)

work in your home between 8am and 5pm and only carry out
weekend or evening work if it has been agreed with you

leave your home with heating, light and water each day
do a ‘spot inspection’ part-way through the works

inspect all work to make sure that it is completed to eeeeeeeeeeeeenneeiien
a high standard and deal with any issues you have
before we sign the job off as finished

keep appointments with
Solon staff and our
contractors

check how satisfied you are give us access to your
: home to carry out work

inspect all new boilers after they have been fitted.

involve you in monitoring the contractor service by

providing satisfaction surveys, site meetings and : * tellus if there are any
other communication. : problems with the work or

the contractor

complete the satisfaction

) o form to help us monitor
What’s in the pipeline? the service
Our programme of major works and cyclical

. . . : look after your home and
maintenance is published on the website.

garden.




Working in your home

For day-to-day repairs, cyclical maintenance and annual gas servicing we
need to gain access and work in your home. Solon is committed to being as
flexible, efficient and considerate as possible, and we give clear instructions to
our contractors on how to behave.

keep appointments with you and be on time, or phone to let you
know if they cannot be there
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always introduce themselves and show their official identification
be polite, patient, professional and sensitive to your cultural values
be tidy and appropriately dressed

communicate with you in a way that you can understand, listen to
any concerns you have and, if necessary, tell Solon

work on weekdays between 8am and 5pm and only carry out
weekend or evening work if you have agreed.

let you know if they are doing external work, even if they do not
need access to your home, by calling at your door and leaving a
card if you are not home

respect your home and your privacy, protect your belongings while
they are working and always knock before entering a room

help you to move furniture if you cannot do this yourself
wear shoe covers to protect your floors, if needed

make sure that your home is secure at all times — if doors and
windows have to be left open, they will tell you

tell you if they need to leave the job, why and for how long

co-ordinate their work with other contractors and make sure that
the job is finished

carry out work in a safe way and always leave the work area safe

tell you about any dangers and how you can stay safe while they
do the work, and use warning signs if needed

tell you if they need to disconnect your services and for how long

be extra careful and considerate if you are vulnerable, elderly,
disabled or have small children or pets.




: =» To improve the service you receive
i our contractors will:

* do other small repairs that are needed if they can, or tell Solon
about any repairs they cannot do

aoueuajuiew pue sdieday

¢ contact Solon to discuss any queries that you or they have
: about the work

* leave the work area clean and tidy and remove any
rubbish from your home

* work to a good standard.

: =% Our contractors will not:
* smoke, swear or play a radio in your home

: * use, move or remove any of your possessions or
appliances (e.g. vacuum cleaner, telephone, etc.) or use
your electricity without your permission

: * leave tools in your home overnight

e carry out noisy work outside normal working hours,
except in an emergency

© o enterthe property unless there is an adult (over 18) at home

* enter a neighbouring property to do work to your home without
: the neighbour’s permission

¢ continue to work in your home is this might put them at risk
* continue to work if you are abusive or violent towards them.

..............................................................................................

Repairs and maintenance online

The Solon website publishes information about repairs and
maintenance and includes online forms to report a repair and give
. feedback. Find out more in the My Home pages of the website.

: www.solonswha.co.uk
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Living in your home

Need some

help or
advice?

Our leaflets on
anti-social
behaviour and
domestic abuse
explain what
help and
protection we
can offer.

7 Call Solon
1 0117 924 40T

Anti-social behaviour, domestic
abuse and harassment

Everyone has the right to live safely and peacefully in their home and their
local community. Solon is committed to resolving problems of anti-social
behaviour, abuse or harassment and will represent residents where
necessary.

: =» We act quickly and will:

respond within 24 hours on working days to all reports of hate
crimes and domestic abuse, or where there is an immediate threat

respond within 5 working days to all other reports of anti-social
pehaviour or nuisance

give you information to explain about anti-social behaviour,
harassment and domestic violence

listen to your concerns and take action as soon as possible
do our best to predict problems and take steps to prevent them.

=» When acting on your behalf we wiill:

agree an action plan with you so that you understand what Solon
will do and what you need to do, to try to resolve a problem

agree with you how you would like Solon to contact you and
how often

keep you informed about progress until the problem is resolved
use a range of different strategies to deal with anti-social behaviour.

work with other agencies that help resolve problems and can give
you support

support you fully if your case goes to court, and help with transport
and costs.

: =) After your case is finished we will:

talk to you about closing your case and confirm this to you in
writing before we close the case

send you a satisfaction form to fill in once the case is closed

publish the outcome of successful cases, but only with the
agreement of those affected.
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-) To help us to represent you
: as best we can you will:

* help us to try to resolve issues informally if possible (e.g. through
: mediation)

* keep a record of what happens in case Solon needs this for
:  evidence

* help us by giving us evidence that we need to deal with anti-social
behaviour successfully

* understand that a problem can sometimes take a long time to
: deal with because of the legal process for gathering evidence and
waiting for court dates

e avoid taking any action yourself that might make legal action
: more difficult.

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
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Communal areas

For properties with shared areas, it is important that all residents understand
how communal gardens, hallways and estates will be managed, how
neighbours are expected to behave and who is responsible for maintenance.

: =% For inspections we will:

:  carry out quarterly walkabouts of our communal areas with
residents and other agencies as appropriate

© « inspect communal areas once a year
. * publicise dates for walkabouts in the newsletter and on the website
* feed back the results of walkabouts and scheme inspections.

: = For general maintenance we will:

: * undertake cleaning of communal areas at a frequency and to
a standard agreed with you

P repair faulty lighting within 5 days of a report

* repair faulty communal doors within 24 hours where there is
a security risk

. * repair intercom systems within 5 days

: » provide a schedule of landscape maintenance to all our schemes
and make the contracts for grounds maintenance and cleaning
available on request.

: =3 For outside areas and gardens we will:

: » remove litter from our communal grassed areas, cut grass during
: the growing season (1 April — 30 October) and maintain shrubs
and flower beds

* sweep or blow away all grass cuttings on footpaths and walkways
immediately after cutting

°* maintain trees and shrubs on our communal areas and ensure
they are not likely to risk damage to property or the health and
safety of people.

When are we going to inspect your estate?

© The Solon website and the resident newsletter carry information
about the planned dates for inspections. Residents are encouraged
to come on the walkabouts with us when we inspect.

: www.solonswha.co.uk
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: =% For communal decoration and repairs we will:

e carry out communal decorations on a regular basis in consultation
with you

.« remove offensive graffiti within 24 hours and all other graffiti

: within 5 days

e respond within 1 day to reports of vandalism to any of our
properties

* remove fly-tipping within 20 days of notification (24 hours if there
is a health and safety risk)

P put a sticker on any untaxed and abandoned vehicles on our land
: within 3 days of being notified

* recharge any tenant when they (or their visitors) are responsible for
causing damage, leaving property in communal areas that we then
remove, or dumping rubbish

* make random checks on the performance of our contractors.

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

“.....; = You will: ..

e report any works you think are needed
* look after your garden, hedges and fencing in accordance
with your tenancy agreement or lease conditions

¢ park your vehicle responsibly and considerately (not on the
pavement or blocking driveways) and ask your visitors to
do the same.

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
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Moving in to your home

The start of your tenancy is an important time and residents need good
information and advice about their new home. Solon Housing Officers
provide immediate and ongoing support for all residents and supply
information about all aspects of the Solon service.
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: =) Before you move in we will:

* give you advice and support from the time you are offered one of
our properties

* arrange a convenient date and time for you to view the property
with a Housing Officer

¢ tell you how much rent and other charges you will have to pay for
the property

* tell you the date you can pick up your keys and move in to your
new home

esose : . make sure that your new home meets the relet standard and tell
. ¥ : you what that standard is (see our leaflet “Your new home’)

¢ tell you about any minor repairs we need to do after you have
moved in and when the repairs will be done

¢ offer you decoration vouchers where needed

What to
expect when
you move in

Most residents
move in to a
home that has
been let before.
Solon prepares
properties to a
standard agreed
with residents.
We give all new
residents a
leaflet about

¢ explain what you can expect from us as your landlord :
¢ explain your tenancy agreement and your responsibilities as a tenant

* give you a copy of the Resident Handbook, which includes advice
and useful information on living in a Solon property

* give you the gas safety and electrical test certificates.

: =% When you move in we will:
* give you a welcome pack

e visit you within 6 weeks of moving.

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

“...; =» Once you have moved in you will: o
* make sure that we have your up-to-date contact details :

* contact the gas, electricity, water and TV licensing
: companies and tell them that you have moved in.

D
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Rent collection

Solon sets the rent at the start of each tenancy and the amount is reviewed
every year in line with government guidelines. We offer many different ways
to pay and we offer support to residents who are in difficulty or need help
to apply for housing benefit.

awoy JnoA ul Buian

: =» For rent collection we will: el
: » make sure that your rent is in line with government guidelines : ) '
* issue a payment card within 7 days of the start of your tenancy

* et you pay in a range of ways, including at post offices and other
payment points, on the internet and by telephone with an Allpay

payment card, or by standing order direct from your account Finding it
. . . . . hard to pay
* help you to fill in a housing benefit form if necessary and verify the
. ) the rent?
evidence needed for your claim
* help you to understand any letters or f Get in touch
: elp you to understand any letters or forms. : immediately and
: =) During the year we will: we can help — or

ask for our

* send you a rent statement 4 times a year leaflet

* tell you the balance on your rent account over the phone if you
provide your rent account number and answer a security question

* send you an up-to-date statement of your account within
5 working days of a request

* give you detailed information about changes to your rent and
give you at least 28 days notice of any change

¢ send you information once a year about our average rents
compared to other registered social landlords in your area.

=» When managing your payments we will: h Calsolon
.« refund credit on your account within 28 days, if you :

ask us to (if you do not owe us money)

* give you support and advice if you get into difficulty _) To make sure that
with your rent, and provide access to welfare your rent is pald

benefit advice, debt counselling and information
you will:

about local agencies :
: © pay your rent and service
: charge on time

* explain to you what will happen if you do not pay

your rent or charges, or if you fail to keep to an :
arrangement ¢ keep your housing benefit

e if you are over 60, where appropriate, make a claim up-to-date

referral, with your permission, to the pensions : © tell us immediately if you are
service to make sure that you get entitlements i having trouble paying

* make arrangements with you to repay arrears, i keep to any arrangements
taking your circumstances into account, and : we make with you to pay off
confirm this in writing arrears.

ooooooooooooooooooooooooo

* take action against residents with serious arrears.
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Tenancy support

Sometimes we all need a little extra support in our day-to-day lives,
whether to live independently, manage our money or get help with
emotional or physical needs. The Solon Tenancy Support service is
here to help.
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: =) If you make a request for support we will:
e acknowledge your application or referral within 5 working days
* meet you within 3 weeks of your application or referral

. * provide you with a Support Officer and make sure that they are
trained to give you a professional service

e treat you fairly and with respect.

-) If we offer you tenancy support we will:
5 * agree a support plan with you and give you a copy
* review your support plan every 3 months (or on request from you)
* be open and honest when we communicate with you
* Kkeep you, or a member of your family, informed about any actions

Need Soome we have taken and any information related to your support plan and
jUpfortk' assessments
UsSt asSK Us : .

: » make sure that our support helps you to develop your own skills
You can talk to and become more independent
someone on : L . :
0117 916 7769, * help you to deal with issues relating to your tenancy and to stay in
ask for our : your home
leaflet or find . * help you to make decisions and act on these
out more © « do the things we agree to do

information on
the Solon
website.

© * help you to access other services that might be able to help you
: more than we can (we will only contact other agencies with your
permission unless someone’s safety is at risk)

* help you to deal with risks you face and review these with you.

-) To provide a good service we will: :
5 * keep appointments, be on time or let you know if we cannot make it

* make sure that Support Officers respect professional boundaries in
: working with you

.
oooooooooooooooooooooooooooooooooooooooooooooooo

-) If you request or
receive Tenancy
Support you will:

tell us if you cannot keep an
appointment

* respect your right to confidentiality

- * make sure that you know you can
) Call Solon : complain and tell you how

1 0417 916 7763

. * consult you before we make
changes to the Tenancy Support
service. :

. * respect professional boundaries.

oooooooooooooooooooooooooooooooooooooooooooooooo




The different ways to get in touch with Solon

Suggestion box

Contact our staff

Resident meetings

Use our website

Use the works order

Tell a Board member
or tenant representative

Arrange a petition

Ask a solicitor, advice centre
or other advocate to contact us

You can drop a suggestion into our box in
reception, telephone us on 0117 924 4071, use the
form on the back of the newsletter or send an
email to: suggestionbox@solonswha.co.uk

You can do this in writing, by telephone or by
arranging to speak face-to-face with a member of
staff. You can come to our office or we can visit you
in your home. Translation and interpretation services
can be provided.

We let residents know when our meetings will take
place via the newsletter and on the website.
Contact our Resident Involvement Officer if

you want to discuss things before the meeting.

solon@solonswha.co.uk
www.solonswha.co.uk

When work is carried out at your home, a works
order is sent to you. This has a section for any
comments you might have about the contractor or
the work carried out. A prepaid envelope is
included. We really appreciate your feedback via
the works order because it also helps us assess the
contractors we use.

Call the Solon office on 0117 924 4071 and we
can arrange for you to speak to the right person.

Collect signatures and present them to Solon.

See the Useful Contacts section of the Resident
Handbook or ask Solon who might be able to help.
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P Solon South West Housing Association Ltd

Sourh west 1 Newfoundland Court, St Paul Street, Bristol BS2 8AN
Solon Telephone: 0117 924 4071 Fax: 0117 924 8816
Email: solon@solonswha.co.uk

ASSOCIATION

,,,,,,, Website: www.solonswha.co.uk



