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Our tenants are our business. 
Your happiness in your home 
and with our service is central 
to everything we do and we 
need you to tell us how we are 
doing so we can serve  
you properly. 

We’d love you to get more 
involved with our work and 
your community. If you choose 
to become more involved, not 
only will you get to meet other 
tenants, you will also meet our 
staff and get to hear first hand 
of the many projects that we are 
involved in. Most of all you’ll 
have fun and make new friends.
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How you can get involved

Working with our tenants, we have 
produced an Involvement Strategy 
that outlines what we are trying 
to achieve and the various ways 
tenants can become involved. 
There are a number of ways you 
can do this, whether you’d prefer 
to do this on your own or as part 
of a group:
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Consultation -	 We consult 
tenants on a wide range of policy 
changes that will affect them and 
will take their views into account 
when making any changes. 
We also seek views through 
customer satisfaction surveys 
and questionnaires.

Newsletters - We produce a 
quarterly tenant newsletter  
called ‘@ home’. This provides 
news and information about  
what is happening locally as  
well as across the Group.

Tenants’ groups - Tenants’ 
groups meet regularly to discuss, 
advise and scrutinize our 
policies and service standards. 
This is a very useful and effective 
way of helping us to improve  
our services.

Conferences, events and 
roadshows - These are held 
throughout the year at various 
venues in our community. They 
tend to be informal and  can  
be a lot of fun!

Board membership - We have 
tenant representatives on 
our Board. Becoming a Board 
member means you will be at 
the heart of our decision making 
processes and will hopefully  
gain an appreciation of how a 
housing association operates.

We have a dedicated team 
responsible for helping tenants 
get involved with our work and 
they will happily discuss any of 
the above in more detail with you. 
For more information contact our 
Tenants Involvement Team.



Extra support

Extra support



We all need a little extra 
support from time to time and 
we are on-hand to make sure 
our tenants get all the help 
they need and deserve. 

We provide a range of 
supported housing options 
including supported living, 
sheltered accommodation and 
extra care to various people 
across our region. Examples  
of these include:
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•�Supported accommodation  
for people with mental  
health problems

•�Supported accommodation  
for young people 

•�Supported accommodation 
for people with learning 
disabilities 

•�Sheltered accommodation  
for older people 

•�Extra care for older people. 
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Support is provided either directly 
by our support staff or by one of 
the many support providers we 
work in partnership with.

We are committed to providing 
person centred support to help 
our vulnerable tenants sustain 
their tenancies, whilst also 
promoting social inclusion 
and community participation. 
The level of support provided 
will vary depending on the 
individual. 

If you think you could benefit  
from further support or you wish 
to know more about any of these 
services then please contact 
your Housing Officer.

Extra Support
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Our aim is to provide you with 
the highest standard of service 
at all times and if something 
goes wrong put the problem 
right as soon as we can. We 
value your feedback and use  
any compliments, complaints 
and comments you give us to  
see where we can improve  
our services.

What is a compliment?

A compliment is when you tell us 
you are happy with our service. 

For example if:

•�We deliver a service on time

•�We give you the correct 
information

•�You receive a good or excellent 
quality of service

•�You want to praise or highlight 
the service given to you by a 
particular member of staff

Compliments, complaints  
and comments
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What is a complaint?

A complaint is when you tell us 
you are not satisfied with the 
service we have provided. 

For example if: 

•�We do not deliver a service  
on time

•�We give you the wrong 
information

•�You receive a poor quality  
of service

•�You have a complaint about  
a particular member of staff



38 

How your complaint is handled:  

There are three stages to our 
complaints procedure:

Stage One

Your complaint will be 
investigated by a Manager. 

 

Stage Two

Your complaint will be reviewed 
by a Senior Manager or our 
Managing Director. 

 

Stage Three

You can ask for it to be  
further reviewed by our  
Board Members. 

If you are still not satisfied 
with our response to your 
complaint you can contact 
the Independent Housing 
Ombudsman at 81 Aldwych, 
London, WC2B 4HN.

What is a comment?

A comment is when you make 
a suggestion or have an idea 
regarding our service, which may 
help us to improve it.

There are a number of ways to 
pay us a compliment, make a 
complaint or comment on the 
services we have provided:

•�You can request a 
compliments, complaints and 
comments form

•�In person when you visit the 
housing office or in person to  
a member of staff

•�If you prefer, you can ask a 
friend or relative to speak or 
write to us on your behalf

•�By telephone, fax , email  
or website

Contact our Customer Services 
Team for further information 
or to request a compliments, 
complaints and comments 
information leaflet.

Compliments, complaints and comments
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There is so much talk these 
days about being green – 
and we are joining in the 
conversation!

We are all aware that we need 
to be kinder to the environment 
to avoid climate change and 
to protect this planet for future 
generations. 

As a company we have 
developed an Environmental 
Sustainability Strategy and 
Action Plan to help us carry 
out our work in our offices 
and in your home in a more 
environmentally friendly way. 
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You can play a big part too by 
making the area you live a greener 
and more pleasant place to be. 
We are keen to support you in this 
and have therefore developed a 
Tenants’ Option Budget. This is a 
sum of money which tenants can 
apply for to make improvements 
that will benefit the physical 
environment and/or local tenants 
on your estate or scheme in which 
you live.

This money will fund environmental 
and security improvements and/
or support local community 
initiatives and projects. 

Save energy – save money

It only requires one small change 
to make one big difference. 
Listed below are some handy 
tips to help you save energy and 
money. For a copy of our full 
‘Green Guide’ please ring our 
Customer Services Team.
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Green tips:

•�Turning down your thermostat 
by just 1°C can save you up to 
£55 a year. If you’re going away 
during winter, leave it on a low 
setting to prevent freezing 

•�Buying an A-rated (most energy 
efficient) appliance can save 
you money if your current 
appliance is over 10 years old

•�Switching off just one bulb for 
one hour every day can save 
you money on energy bills

•�Turning off appliances such as 
TVs, DVD players, computers 
and games consoles, rather 
than leaving them on standby 
will save an average household 
£33 a year 

•�Choosing a 42” LCD rather than 
a 42” plasma can save £30 a year

•�Heating only the amount of  
water you really need 
(remembering to cover the 
elements if using an electric 
kettle) can save you £7  
a year

•�Taking a three to five minute 
shower, instead of a bath uses 
a third of the water, saving up to 
400 litres a week. That’s enough 
water for 1,000 cups of tea 

•�Drying clothes outside or on a 
clothes horse, instead of using 
a tumble dryer, can save you  
up to £15 a year

•�Filling your washer or dryer up 
whenever possible or using 
the half load or the economical 
programme if your machine has 
one saves a significant amount 
of energy. By also using ‘low 
temperature’ detergent and 
setting your machine to 30ºC 
whenever you can will save you 
up to £10 a year.

The Home Heat Helpline can 
advise you on benefits, reduced 
tariffs and special payment 
options offered by your energy 
supplier if you are struggling  
to pay fuel bills. Visit  
www.homeheathelpline.org.uk  
or call 0800 33 66 99.
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*Savings based on a three bedroomed semi-detached home at 2009 average energy prices and 
include all possible energy efficiency measures that can be introduced to a home (not only those 
featured in this illustration) (figures provided by the Energy Saving Trust) © Isos Housing Group 2009.
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Whilst we hope that you will stay in your new home for many years 
there may come a time when you would like to move on.

Here is a checklist that will help you with the things you need to do 
when you move out.

Moving out
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Things I need to do Tick
below 

Give us four weeks’ notice and provide us with your  
forwarding address

Allow us access to carry out an inspection of your property  
before you move out

Complete any repairs that we have advised are your  
responsibility before you leave – if you don’t then you  
will be recharged

Pay your rent  and any other outstanding debts before leaving

Inform gas, electricity, water and telephone companies of the 
date you are moving out, your forwarding address and give final 
readings where applicable

Inform Housing Benefit and Council Tax departments of the 
date you are moving out and your forwarding address and 
remember to make a new claim when you move

Inform others - such as your employer, doctor, dentist and  
children’s school - of your new address and you may wish to  
consider having your mail redirected
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If you do all of the above and leave your home in good condition 
then we will say thank you by offering you up to £150. Your Housing 
Officer will give you details of our end of tenancy incentive scheme 
when you tell us you are moving out.

Contact your local authority to have any unwanted furniture 
or belongings removed

Leave your property clean and clear of all your belongings – 
if you don’t then you will be recharged and we will dispose  
of any items left

Ensure that you return all keys to us after agreeing how, when 
and to where with your Housing Officer. If you do not return all 
the keys, including meter cupboard and post box keys we will 
change the locks and you will be recharged
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Age Concern Information Line	 
0800 00 99 66  
www.ageconcern.org.uk

Childline	  
0800 1111	 
www.childline.org.uk

Citizens Advice Bureau	
Refer to telephone directory	
www.citizensadvice.co.uk

Community Legal Service Direct	
0845 345 4345	
www.clsdirect.org.uk

Consumer Advice	
08454 04 05 06	
www.consumerdirect.gov.uk

Credit Union (Abcul) 	
0161 832 3694	
www.abcul.org

Crimestoppers	
0800 555 111	
www.crimestoppers-uk.org

Domestic Violence (National)	
0808 200 247	
www.ncdv.org.uk

Drug Advice Helpline	  
0800 77 66 00 	  
www.talktofrank.com

DVLA	  
0300 7906801	  
www.dft.gov.uk

Energy Efficiency Advice	
0800 512 012	 
www.energysavingtrust.org.uk

Family Tax Credit Helpline 	
0845 300 3900	  
www.direct.gov.uk
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Floodline	
0845 988 1188	
www.environment-agency.gov.uk

Freecycle		
www.freecycle.org

Housing Ombudsman Service	
0845 712 5973	  
www.housing-ombudsman.org.uk

Illegal Money Lending Team	
0118 939 0900	  
www.berr.gov.uk

Job Centre Plus	  
Refer to telephone directory	
www.jobcentreplus.gov.uk

Local Authority	  
Refer to telephone directory	
www.direct.gov.uk

Money Saving Expert	 	
www.moneysavingexpert.com

National Debtline	  
0808 808 4000	  
www.nationaldebtline.co.uk

National Express Coaches 	
0871 781 8181	  
www.nationalexpress.com/
coaches

National Grid UK Helpline	
0161 683 2306	  
www.nationalgrid.com

National Rail	  
0845 000 8000	  
www.nationalrail.co.uk

Neighbourhood Watch 
0116 271 0052	  
www.neighbourhoodwatch.net

NHS Direct	
0845 46 47	
www.nhsdirect.nhs.uk

Useful contacts
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Northumbrian Water	
0845 717 1100	
www.nwl.co.uk

Pension Credit Helpline 	
0800 99 1234	 
www.direct.gov.uk

Samaritans	  
08457 90 90 90 	  
www.samaritans.org

Tenant Services Authority 	
0845 230 7000	  
www.tenantserviceauthority.org

Transco	  
0845 605 6677	  
www.transco.co.uk

TV Licensing 	  
0870 241 6468	  
www.tvlicensing.co.uk

U Switch	
0800 404 7908	
www.uswitch.com

Yellow Pages	
118 247	
www.yell.com

Useful contacts




