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Contact us 
�
Customer Services Team 
Gloucester City Homes 
Atlantic Suite 
Southgate House 
Southgate Street 
Gloucester 
GL1 1UW 
 
Customer Services Line: 0800 408 2000 
Text: 0778 148 2656 
Fax: 01452 396599 
Minicom: 01452 396161 
Email: customer.services@gloscityhomes.co.uk 
Web site: www.gloscityhomes.co.uk 
 
 

Get our information in other formats �
 
If you would like any part of this document explained, translated or provided in another 
format such as large print, audio or Braille, please contact our Customer Services 
Team on 0800 408 2000. 
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Translation reads:   
 
If you would like this document in another language or format or require the services of 
a translator, please contact us. 

You can also contact us 
using our online reporting 
forms. Please note our 
website is speech 
enabled, and you can 
adjust the size of the text 
and translate it to other 
languages. 
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Welcome   
 
Welcome to your Customer Service Standards. 
 
The standards are a partnership production between Gloucester City Council (your 
landlord), Gloucester City Homes (the Council’s managing agent) and tenant 
representatives.  
 
We have developed the customer service standards from comments and suggestions 
made by customers in residents groups, focus groups, project groups, customer 
surveys, feedback forms and compliments, comments and complaints. We have also 
learnt from best practice gathered from around the country. 
 
The booklet tell you about our services standards. 
 
If you have any suggestions on how we can improve this booklet or our services, 
please contact our Customer Services Team on 0800 408 2000 or by any of the other 
methods explained in the ‘Contact us’’ section of the booklet on the inside of the front 
page. 
 
Over time the information in the booklet will need updating as we continue to improve 
and change services to meet your needs. As this happens we will send out new 
information for you to slot into the handbook. 
 
All that remains is for you to decide whether you want to read the booklet from cover to 
cover or just use it as a reference guide when you need to. 
 
Happy reading! 
 

 
 
 
Councillor Andrew Gravells   Tim Dare  
Cabinet Member for Housing & Health Chairman of the Board 
Gloucester City Council Gloucester City Homes   
 

This is a general guide only, not a legal document and it does not form part of the 
Tenancy Agreement. If you have any specific questions about the Tenancy Agreement 

please contact us or seek independent legal advice from 
 a solicitor or local advice agency. 

 
 
 



About Gloucester City Council 
 
Your homes are owned by Gloucester City Council. 
 
Gloucester City Council sets your rent and approves the major policies affecting the 
management of your home. 
 

Gloucester City Council is also responsible for some other housing functions, such as: 
 

· administering the re-housing register and assisting homeless people 

· general housing advice  

· housing strategies and policies  

· housing and council tax benefit 

· enforcing standards in the private housing sector. 
 

You can find further information on the housing services still provided by the City 
Council on the housing pages of the City Council's website. 
 
OR you can ring (01452) 522232 and ask for the housing service you need. 
 
In addition to the housing services mentioned above, the City Council provides a range 
of other services including: 
 

· environmental health 
· leisure services 
· planning 
· waste collection and recycling; and 
· travel cards 

 
You can find further information on these and other services on the general pages of 
the City Council’s website. 
 
OR you can ring (01452) 522232 and ask for the service you need. 
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About Gloucester City Homes 
 
Gloucester City Council has appointed Gloucester City Homes  to manage the 
Council’s 5,000 tenanted and leasehold homes. 
 
Gloucester City Homes is an arm’s-length management organisation (ALMO) set up by 
Gloucester City Council in December 2005. It is a company wholly owned by the City 
Council and is non-profit making. 
 
Gloucester City Homes is managed by an unpaid Board of Directors, consisting of 6 
tenants (of which 1 is a leaseholder representative), 6 councillors and 6independent 
members, who bring a wide range of skills and experience to the organisation. 
 
If you are interested in becoming a Board member or would like to know about other 
ways to become involved and help us improve our services, please contact our 
Customer Services Team on 0800 408 2000 or use any of the methods explained in 
the ‘Contact us’’ section of the handbook. 
 
The Board of Directors is supported by our Executive Management Team, who are 
paid professionals that help develop and implement our policies, manage our staff and 
ensure that we deliver the services we promise. 
 
You can get a full list of the current Board and Executive Management Team from our 
Customer Services Team on 0800 408 2000 or via any of the methods explained in the 
‘Contact us’ section of the handbook. 
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Gloucester City Homes’ mission, values and vision 
 

We have developed a statement of mission, values and vision, to clearly set out what 
we as a company are trying to achieve, the values that are important to us when 
delivering our services; and what we hope will be the outcome for our customers. 
 
Our mission 
 
‘To provide a better quality of life to every tenant and leaseholder of Gloucester City 
Homes by delivering exceptional services and providing decent homes in successful 
communities.’ 
 
 
Our values 
 
Pride 
We will act responsibly and will enable our tenants and leaseholders to take pride in 
their homes and communities through effective service delivery. Equally, we are proud 
of our staff and will recognise their achievement and success.  We will work in 
partnership with the Council, our residents, staff and partners, to build strong and 
successful communities. 
 
Quality  
Our aim is to be the best social housing agency in the country, delivering outstanding 
customer service and looking to improve continuously.  We will listen, responding 
quickly and fairly to the needs of our tenants, leaseholders and employees to ensure 
we achieve our targets and standards. 
 
Integrity 
We will say what we do and do what we say, publishing clear standards, monitoring 
performance and providing efficient, value-for-money services. We will be a caring and 
responsible housing agency, respecting every tenant ,leaseholder and employee by 
being honest and fair in all our decisions. 
 
Innovation 
We will be creative and dynamic in delivering our services, anticipating tenant and 
leaseholder needs and planning accordingly. We will strive to be a national leader of 
excellence through challenging existing practices, working together as a team and 
never accepting mediocrity. 
 
 
 
Our vision 
 
"To be a first-class social housing agency, delivering modern, efficient, high-quality, 
customer-focused services so that we can provide an excellent quality of life for our 
tenants and leaseholders in their homes and their community." 
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Access to our services 

 
Customer Services Team 

Our Customer Services Team is your first  point of contact for all enquiries to 
Gloucester City Homes. 

Whether you contact us by phone, email or in person, fully trained and experienced 
customer services staff will be available to deal with your enquiry.  

We aim: 

· to resolve over 80% of your enquiries without having to refer you to other 
specialist teams. In few cases where we are unable to help you, we will refer you 
on to the right specialist team within Gloucester City Homes or to one of our 
partner organisations.  

To contact any of our specialist teams, please cont act our Customer Service 
Team on: 

Telephone:   0800 408 2000 
Fax:   01452 396599 
Text: 0778 148 2656 
Minicom: 01452 396161 
Email: customer.services@gloscityhomes.co.uk 
Website:   www.gloscityhomes.co.uk  
 
Our website is regularly updated. It will always give you the latest information and help 
you report your concerns or ask for a service 24 hours a day.  
 
Or write to us or visit us in person at: 
 
Gloucester City Homes HQ 
Atlantic Suite 
Southgate House 
Southgate Street 
Gloucester 
GL1 1UW 
 
Matson One Stop Plus 
79a Matson Avenue 
Matson 
Gloucester 
GL4 6LL 
 
 
Please note that all non-emergency requests for assistance reported to us outside 
normal working hours will be dealt with the following working day. 

Open:   
 
Monday to Friday: 9am to 5pm 

We are there:    

Monday   2pm – 4pm 

Tuesday to Friday 9am – 12.30pm 
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Access to information 
 

We appreciate that, from time to time, you will want to know what personal information 
we hold on our files about you or want more general information about our services 
and performance. 

So we will: 

 
· show you the personal information we hold about you, normally within five 

working days of you requesting it (unless we are prevented by law or require a 
third party’s permission) 
 

· show you general information that we hold about our work and services, 
including performance information and information on policies, procedures, 
strategies and standards, within five working days of you requesting it  
 

· be regularly trained on and knowledgeable about the relevant laws covering 
access to information, including the Data Protection Act, which governs access 
to personal information; and the Freedom of Information Act, which governs 
access to more general information 

 
· regularly revise the information we provide on our services by updating this 

handbook, providing a range of supporting leaflets, producing regular newsletters 
and continually developing our website 
 

· offer you access to a range of other information from organisations providing 
complementary services to our own, in our offices and via links on our website. 

 
Please note that under the Data Protection Act 1984 we may be asked to share 
information with other agencies including UK government departments and agencies 
and other public authorities and registered social landlords. 
 
In addition, the Audit Commission Act 1998 requires us to participate from time to time 
in the National Fraud Initiative (NFI) data-matching exercise. 
 
We will provide tenancy data to the Audit Commission for the NFI. It will be used for 
cross-system and cross-authority comparison to help prevent and detect fraud. 
 
Every tenant in the country is subject to this check – it does not imply that you have 
been involved in fraud. 

��
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Customer care standards 
 

These are the general customer service standards we have developed with the help of 
feedback from our tenants made through such sources as compliments, comments 
and complaints, focus groups, satisfaction surveys, feedback forms, mystery shopping, 
residents groups, and project groups. 

We apply the following standards to all our services. Other service standards for 
specific services are included in the relevant section of this booklet. 
 
In general our staff will: 
 

· be trained in customer care and will be required to achieve Institute of Customer 
Service qualifications 
 

· resolve 80% of your enquires at the first point of contact 
 

· deal with all your requests, enquiries and concerns within our target timescales, 
which are given in more detail in the specific service parts of the handbook and 
on our website 
 

· be courteous and friendly whenever we speak to you 
 

· be neatly dressed 
 

· carry and show you our name and photo-identification badges at all times 
 

· give our name whenever we are communicating with you 
 

· treat your enquiry strictly in confidence, unless you agree we can pass it to 
others to help provide you with a service; or unless the law requires us to give 
information, for example for the protection of vulnerable adults and children or 
the detection of crime. 
 

When you telephone us, we will: 
 

· aim to answer all telephone calls within 5 rings, confirm you have got through to 
Gloucester City Homes, give you our name and ask you if we can help you 
 

· respond within one working day to requests for a telephone call back. 
 

When you write, email or fax us, we will: 
 

· respond to all letters within 5 working days 
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· respond to all emails and faxes within 1 working day. 
 

When you visit us at our offices, we will: 
 

· see you at our reception desks within 5 minutes of your arrival 
 

· see you on time if you have made an advanced appointment 
 

· offer you private interview facilities if your enquiry is confidential 
 

· provide clear information on the outside of the building on how to contact us by 
other means, and show our normal office opening hours, for people who visit our 
offices outside normal working hours  
 

· when we are closing the office for special reasons such as bank holidays, 
normally put up notices advertising the changed opening times at least 5 working 
days before they take effect. 

 
When we contact you, we will: 
 

· give our name, job and reason for contacting you 
 

· use plain language in a format of your choosing 
 

· give you clear contact information for you to reply to us. 
 

When we visit you, we will: 
 

· make and keep an appointment with you 
 

· tell you in good time if circumstances outside our control prevent us from keeping 
an appointment 
 

· show you our identity card and encourage you to check that it is valid if you are 
not sure 
 

· leave a calling card with our name and contact number if you are out. 
 
In return we ask that you: 
 

· are polite when speaking to our staff 
 

· do not use foul or abusive language  
 

· be patient with us at very busy times 
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· provide information when we ask for it, which will speed up your inquiry 
 

· attend appointments on time, to avoid delaying other customers. 

Thank you for your help and co-operation. 

 

Aiming for excellence 
 
We also want to reassure you that we are providing nationally recognised excellent 
levels of service, so we will aim to: 
 
· achieve and retain a three-star rating for our housing service with excellent 

prospects for improvement  
 
Our inspector for this standard is the Housing Inspectorate which is part of the Audit 
Commission (To find out more about the Housing Inspectorate see www.audit-
commission.gov.uk or telephone 020 7828 1212) 
 

· be within the top 25% for performance and the lowest 25% for costs of social 
housing landlords in England. 
 
Our current independent benchmarking partner is HouseMark, which will be able to 
compare our performance with other social landlords. (To find out more about 
HouseMark see www.housemark.co.uk or telephone 024 7646 0500) 

 
· obtain ISO9001, the international standard for Quality Management.  

 
Our current inspector for this standard is the British Standards Institution. (To find 
out more about the British Standards Institution see www.bsi-global.com or 
telephone 020 8996 9000)  

 
· obtain ‘Investors in People’ accreditation, the national standard for showing that our 

employees are continually being trained and developed to deliver excellent services 
to their customers.  
 
Our current inspector for this standard is Business Link Gloucestershire. (To find out 
more about Business Link Gloucestershire see www.glos.businesslink.co.uk or 
telephone 01242 863863) 

 
· obtain ‘Professional Awards’ in Customer Service. 
 

Our inspector for this standard is the Institute of Customer Service. (To find out 
more about the institute see www.instituteofcustomerservice.com or telephone 
01206 571716 

 
For further information in writing on any of these standards, please contact us. 
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Focusing on what you want 
 
We want to ensure that we focus on providing the services you want, in the way that 
you want. So we have developed a range of ways to listen to your views, and help you, 
if you want to, take part in managing our services. 
 
These include: 
 

· project groups 

· focus groups 

· estate walkabouts 

· mystery shopping 

· tenant testers  

· satisfaction surveys  

· feedback forms 

· Tenant Times newsletter 

· customer panel & contract 
monitoring groups 

 

· job shadowing 

· residents group 

· Customer Forum 

· Gloucester City Homes Board 
questions  

· Gloucester City Homes Board 
membership 

· neighbourhood panels & 
partnerships 

· compliments, comments and 
complaints forms 

 

 
Project groups 
 
We have set up various project groups to help us continually improve our services, 
including: 
 

· cross-cutting groups dealing with customer care, diverse needs and value for 
money  

· specific groups looking at service areas such as income management and asset 
management 

· back-up services such as IT and Human Resources.  
 
The groups include tenant and staff representatives. Their aim is to continually improve 
services by reviewing them and then changing the service to meet tenants’ needs. If 
you would like to be involved and want more information, please contact us. 
 
We will: 
 

· provide you with training 

· pay reasonable expenses for any travelling and/or childcare. 
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Focus groups 
 
From time to time we ask tenants to join a small group to get their views on our 
services – basically what you like and dislike. Please contact us for information about 
forthcoming focus groups. 
 
We will: 
 

· provide you with training 

· pay reasonable expenses for any travelling and/or childcare. 

 
Estate walkabouts 
 
We have regular walkabouts with tenants and staff from key partner organisations to 
identify issues on the estates that need attention.  This is a real opportunity to make 
things happen in your area. Please contact us for the latest calendar of walkabouts. 
 
For further information please see our section on Looking after your estate. 
 
We will: 
 

· carry out around 24 walkabouts per year, 2 per estate. 
 
Mystery shopping 
 
Mystery shoppers help us to test how our service is working at the ‘front end’, giving us 
valuable feedback on how we can improve. Please contact us for further information. 
 
We will: 
 

· provide you with training  
· pay you a small fee for carrying out the ‘shopping’  
· pay reasonable expenses for any travelling or for childcare. 

 
Tenant testers 
 
Tenant testers are tenants who have registered an interest in reviewing our policies, 
procedures, booklets, letters etc and whom we contact from time to time to find out 
their views on specific issues. 
 
We will: 
 

· provide you with training  
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· help with costs for travelling and / or child care, where applicable. 
 
Satisfaction surveys 
 
We have commissioned independent survey companies to carry out regular customer 
satisfaction surveys and other specific surveys on our behalf to help us get your views 
on our range of services. Please contact us for a calendar of surveys and details on 
what you have told us and what we have done in response. 
 
We will:  
 

· arrange for professional survey companies to carry out independent surveys  

· ask you regularly to complete survey forms about your satisfaction with our 
services 

· survey key services independently at least every 3 months, and other important 
services at least once a year. 

 
Feedback forms 
 
In addition to independent surveys, we carry out our own feedback surveys on specific 
services. 
 
We will: 
 

· give you the opportunity to comment on your satisfaction with the service and 
suggest any improvements, whenever we provide you with a service  
 

· give you the opportunity to comment on any service at any time by any of the 
methods of access e.g. phone, website. 
 

Tenant Times newsletter 
 
Any tenant is welcome to contribute an item of interest to Tenant Times, which is 
currently produced four times a year, in March, June, September and December.  
 
Tenants also sit on the editorial board and decide what information is included and 
how it is presented. 
 
Please contact us for further details and information on how to join the editorial board. 
 
We will: 
 

· provide you with training  
· help with costs for travelling and / or child care, where applicable. 
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Customer Panel & Contract Monitoring Groups 
 
A Customer Panel has been established to oversee our repair & improvement projects. 
If your home is due to be repaired or improved and you have an interest in helping us 
to develop citywide repairs and improvements projects and monitor their delivery, then 
this is for you. 
 
Below this panel there are specific contract monitoring groups for our different 
improvement projects e.g. windows & doors, central heating, kitchens & bathrooms 
etc. It the Panel is not for you then you may be interested in specifically monitoring the 
progress of the contract to improve your own home. You can do that by joining one of 
these contract monitoring groups. 
 
We will: 
 

· provide you with training  
· help with costs for travelling and / or child care, where applicable. 

 
Job shadowing 
 
Job shadowing allows you to spend time with our staff to see how they carry out their 
duties. Who knows – it may even lead to you wanting a job in housing or at least help 
you to see what the job involves. We are always willing to listen to new ideas on how 
we can deliver better services and whilst job shadowing our staff you may find that you 
have some suggestions on how we can improve our service. 
 
We will: 

  
· help with costs for travelling and / or child care, where applicable 

 
Joining a residents group 
 
There are currently established tenant groups in Barnwood, Tredworth North, 
Tredworth South, Podsmead, Elmlease, Kingsholm, Westgate, and Matson. In 
addition, each sheltered home has a residents committee. The groups in Kingsholm 
and Westgate have formed Tenant Consultative Committees to enable them to have a 
more formal say in the management of their estates.  If you would like to join a group 
or to set up a group in your area, please contact us.  We can help groups get started 
and offer some funding to cover essential running costs. 
 
We will: 
 

· encourage residents groups where customers want to come together to discuss 
our services 

· in partnership with Gloucester City Council and others, enable resident groups to 
participate in Neighbourhood Partnerships to comment on services provided by 
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members of the Gloucester Partnership (a partnership of statutory and voluntary 
agencies, community groups and businesses providing a wide variety of services 
to the people of Gloucester. (See www.gloucesterpartnership.org.uk/)  

· work in partnership with the police and others, to enable resident groups to also 
become Neighbourhood Watch organisations and help reduce crime and the fear 
of crime in their neighbourhoods  

· provide you with training and support information; and pay reasonable expenses 
for any travelling and / or  childcare where applicable 

· identify areas where no tenant group exists and target support in those areas 

· encourage under-represented groups of the community to get involved 

· attend, at their request, the meetings of tenants and resident groups  

· contact the group 14-21 days before the meeting to identify issues and get 
relevant partners to attend 

· contact the group 2-3 days before the meeting to identify any issues so that we 
can give responses at the meeting  

· respond within 5 working days to all issues raised at the meeting. 

 
Customer Forum 
 
The Customer Forum meets roughly every 3 months to debate issues relating to the 
housing service, to advise on policy issues and recommend how they should be dealt 
with.  Representatives attend from the various tenant groups across the city. 
 
We will in partnership with the City Council: 
 

· support the Customer Forum by consulting it on changes to policy and 
procedures and sending Gloucester City Homes representatives to discuss 
issues of interest and concern to the Forum 

· provide you with training 

· pay reasonable expenses for any travelling, childcare or both. 

 
Board questions 
 
You can put your questions to our Board or Directors at any time and in particular 
when the agenda for any forthcoming meeting includes a subject you particularly wish 
to comment on. Please contact us for details of meetings, agendas and minutes, and 
timescale for submitting questions to a particular meeting. 
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Board membership 
 
There are places for six customer representatives (5 tenants and 1 leaseholder) on the 
Gloucester City Homes Board, and elections are held every 3 years.  
 
We will give you support and training to enable you to actively and effectively fulfil your 
duties as a Tenant Board Member. We also reimburse all reasonable expenses for 
travelling and child care.  
 
Neighbourhood Panels and Neighbourhood Partnerships  
 
Neighbourhood Panels are being set up in partnership with the City Council. They will 
allow you to be regularly consulted on a whole range of council services and more. 
They will feed into Neighbourhood Partnerships, which represent larger areas and 
these will then feed into The Gloucester Partnership.  
 
The Gloucester Partnership includes Gloucester City Homes, Gloucester City Council, 
Gloucestershire County Council, Gloucestershire Constabulary, Gloucestershire 
Partnership NHS Trust and many other statutory, private, voluntary and community 
organisations who serve the citizens of Gloucester. 
 
Making a compliment, comment or complaint 
 
We aim to provide you with the best possible service at all times.  However, we realise 
you may not always be happy with what we do.  If you contact us with a complaint we 
will fully investigate the reasons and take steps to put matters right as soon as 
possible. 
 
To help us to continue to improve our service to our customers, we always welcome 
your compliments, comments and complaints about all aspects of our service. 
 
How to make a compliment, comment or complaint 
 
If you wish to make a compliment, comment or complaint about any of our services, 
you can do so by phone, text, email, online, in person or in writing using the 
information given in the ‘Contact us’ section. 
 
If you are happy with our service or a particular m ember of staff 
 
We are always pleased to hear when our customers are happy with our service or the 
customer care of a particular officer. We can learn from these compliments and thank 
the officers involved in providing the service. We may also be able to improve other 
services if you tell us what you particularly like about how we do things. 
 
If you have a comment on our service or a particula r member of staff 
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We are equally pleased to receive your comments. While these may not always lead 
you to make a full complaint, we will record and analyse all comments and use them to 
improve our services. We will always let you know how your comment has affected the 
way we provide our services. 
 
If you have a complaint about our service or a particular member of staff 
 
If you complain that we have not provided a satisfactory service, we will respond and 
investigate your complaint quickly and fairly.  We will acknowledge your complaint the 
same day, telling you the name of the person dealing with it. 
 
We will try to resolve the matter straight away.  If this is not possible we will keep you 
informed while we look into the matter, and will normally give you a full reply within five 
working days. However, if your complaint involves a more complex investigation, we 
will agree a suitable response time with you. 
 
If we have made a mistake, we will put the matter right and apologise for our error.  
 
If you are unhappy with our response 
 
We hope you will be happy with the outcome of your complaint.  However, if you are 
dissatisfied with our response, you can ask for the appropriate director to look into the 
matter again. The director will then either review the case personally or ask a senior 
officer who has not previously been involved in the complaint to carry out an 
investigation. If you are still unhappy, you can ask our Chief Executive to look at the 
case. 
 
If you are still unhappy 
 
You can contact either Gloucester City Council, Assistant Director, Housing & Healthy 
Living, Herbert Warehouse, The Docks, Gloucester GL1 2EQ, tel: 01452 522232, or 
your city councillor, to ask for a housing complaint to be investigated independently.   
 
OR, to ask for a supporting people complaint to be investigated independently, contact: 
 
Gloucestershire County Council, Supporting People Team, Community & Adult Care 
Directorate, Bearland Wing, Shire Hall, Gloucester GL1 2TR Tel: 01452 426548 
Fax: 01452 427064 Email: spgloucestershire@gloucestershire.gov.uk, or your county 
councillor. 
 
The Local Government Ombudsman 
 
If we have been unable to resolve your complaint to your satisfaction, you can contact 
the Local Government Ombudsman.  This is a free, independent service. 
 
Local Government Ombudsman, The Oaks, No. 2 Westwood Way, 
Westwood Business Park, Coventry CV4 8JB. Tel 024 7669 5999. 
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General information 
 
For further information on resident involvement please contact us and we will be 
pleased to meet you and explain what is involved and how we can help you. 
 
We have a Resident Involvement Strategy, which outlines how we will involve all our 
customers, including tenants, leaseholders and shared owners. 
 
We also have a Tenant Participation Charter, which explains how Gloucester City 
Homes, Gloucester City Council and Gloucester tenants and leaseholders will work 
together to improve customer involvement. 
 
We will: 
 

· provide an annual training plan to meet the training needs of tenant. 
representatives to enable them to represent their groups with confidence and to 
be accountable to their members 

· employ resident involvement and development officers to directly support the 
Tenant Participation Charter 

· provide an annual resident involvement budget 
· give representatives allowances to pay for out-of-pocket expenses 
· help tenants produce their own newsletters and posters. 
 

For more information about getting involved, and for copies of the Strategy and 
Charter, please contact us. 
 
We will always listen to what you and other tenants are telling us and ensure that we 
adapt and change our services over time to meet your changing needs and 
requirements. 
 
We will also show you how we are changing in response to your needs by publishing in 
our newsletters, feedback reports and on our website what we are learning from you 
and how we are changing to meet your needs. 
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Equality and diversity 
 
We recognise that we live in a diverse and multi-cultural community. We will regularly 
consider how this affects the way we should deliver our services and how you wish to 
receive them. 
 
This section includes information on:  
 

· fairness and equality, and 
· meeting the needs of a diverse community. 

 
Fairness and equality. 
 
We will: 
 
· always treat you fairly and impartially 

 
· provide you with the same consistent high standard of service wherever you live in 

the city, whatever your age, gender, ethnicity, disability, religion, or sexuality 
 

· regularly monitor our services to ensure that all applicants are treated fairly and in a 
non-discriminatory way 
 

· ensure that we consult all sections of the community so that all customers have a 
chance to express their views and be involved in shaping our services 
 

· receive regular training and updates on relevant laws such as the Disability 
Discrimination Act, the Race Relations Act and the Sex Discrimination Act. 
 

Meeting the needs of a diverse community  
 
We will: 
 
· value all our customers and recognise their diversity. 

 
We will ensure our offices are: 
 
· fully accessible by people with mobility problems, including those using wheelchairs 

 
· equipped with hearing loops to make it easy for people using hearing aids to hear 

us. We will also take hearing loops with us to customer meetings 
 

· family friendly so that adults accompanied by children can rest assured that children 
can play safely while the adults talk to us. 
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We will: 
 
· make information available in a range of formats, including in writing, on the 

internet, and via information boards and screens. 
 
We will ensure our letters, leaflets and publications: 
 
· use plain language 

 
· can be provided on request, in different languages and other formats such as large 

print, audiotape/CD/MP3 and Braille. 
 

We will ensure that when we speak with you: 
 
· we can do so in a variety of languages, including sign language, with the help of 

professional translation services. 
 
We will not tolerate: 
 
· harassment of any kind, including racial, religious, sexual etc. We will investigate 

any such incident in full and take appropriate action against the perpetrators (those 
who carry it out) 
 

· domestic abuse or violence. We will investigate any such incident in full and take 
appropriate action taken against the perpetrators. 
 

You can help us by: 
 
· letting us know if you have any special requirements, such as the need for us to 

communicate with you in a particular way 
 

· reporting to us any incidents of harassment or domestic violence 
 

· letting us know if we are providing services to you in a way that best meets your 
specific needs. 
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Value for money 
 
We want to ensure that we continually improve our services and give you increasingly 
better value for money. 
 
To achieve this we collect a range of information and will make this available to you in 
different formats so that you can see for yourself whether we are improving and giving 
better value for money: 
 
We will: 
 
· keep a detailed annual record of the quality, level and cost of each of our services 

and share this information with you. This information will be published in writing and 
available on our web pages  
 

· compare the quality and cost of our services to other similar service providers and 
provide details of such comparisons to you so that you can challenge our service, 
costs or both 
 

· where another service provider is achieving a better quality service for the same or 
less cost, investigate the difference in our services, learn any lessons that will lead 
to an improvement in the quality of service or achieve greater value for money, or 
both. Subject to consultation and agreement with our customers, we will change our 
service to reflect the other service provider’s best practice 
 

· work with other organisations to buy supplies like mobile phones, computers, 
photocopiers  or services such as the improvement of housing  
 

· work in partnership with other organisations wherever this will lead to a sharing of 
good practice, improvements in service lower costs 

 
· after consulting customers and Gloucester City Council, re-invest any savings in 

improving services and/or helping to reduce annual increases in rents and charges 
 
· publish this information in writing and on our web pages. Please contact us for 

further information. 
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Paying your rent & charges 
 

We want to make it as easy as possible to pay your rent and other service charges; to 
avoid getting into debt; and, if you get into arrears, to receive the help you need to pay 
them off as soon as possible. 
 
This section covers the following questions: 
 
· How does the City Council set the rent and service charges? 
· When and how can I pay my rent and other charges? 
· Can I get help to pay rent and other charges? 
· Can I get help with debt counselling? 

 
How does the City Council set the rent and service charges? 
  
Rents 
  
To ensure that you receive reasonable notice of any change we will: 
 

· always give you at least four weeks’ notice of any change to your rent or other 
charges. 

  
To ensure that we clearly explain how we set your rent and other service charges we 
will: 
 

· explain in any rent and service charge change letter how we set rents and 
service charges and why changes (if any) are necessary 
 

· give you a leaflet that explains how rent and charges are being restructured in 
accordance with government guidelines 
 

· explain that you have the right to give us four weeks’ notice of your intention to 
leave your home, if you disagree with the change in rent. 

 
Please note this is not because we want you to leave – we have to notify you of 
your legal right to give notice in such circumstances. 

 
Service charges  
  
We will: 
 

· notify you of any changes in your service charge in late February or March each 
year at the same time as any proposed rent change, giving you at least 4 weeks’ 
notice of any change. 
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Supporting People charges 
 
We will: 
 

· notify you of any changes in your Supporting People charge in late February or 
March each year, at the same time as any proposed rent change, giving you at 
least 4 weeks’ notice of any change. 

�� 

When should I pay my rent (and other charges)? 

 
We will: 

· give you details of the rent-free weeks during the year in the leaflet we send you 
when informing you of any changes in your rent or service charges 

· include the rent-free week dates on our website www.gloscityhomes.co.uk  

· supply a copy of the rent-free week calendar within 1 working day if you ask us 
for another copy. 

  
If you have fallen slightly behind with your rent payments (and we strongly recommend 
that you don’t), these rent-free weeks are a great opportunity to catch up. 
  
How can I pay my rent (and other charges)?  
 
We offer the following ways to pay: 
  

· direct debit  (DD) through your bank or building society.  This is a popular way to 
pay and is favoured by a growing number of tenants. We can now offer weekly 
direct debit to ensure you keep up your weekly rental payment. Please contact us 
for more information 

· our website's online payment  facility  

· our automated  telephone payment service  on 0845 155 600, 24 hours a day 

· by telephoning our Customer Services Team  on 0800 408 2000 during Monday 
to Friday 9am to 5pm 

· over the counter at any post office  in Gloucester elsewhere in the UK, during 
normal opening times 
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· over the counter at the City Council's cashier's office  at the Herbert Warehouse, 
Gloucester Docks, between 10am and 4pm on Monday, Tuesday, Thursday and 
Friday or between10am and 3pm on Wednesdays 

· over the counter at any PayPoint location in Gloucester or elsewhere in the UK, 
during normal opening times 

· through your employer. If you work for us, you can arrange for your rent to be paid 
through your wages .  

  
Direct debit payments 
 
We will:  
 

· try, with the co-operation of your bank, to set up direct debits within the same 
calendar month 
 

· collect the direct debit on Friday each week (for weekly DDs) or the last day of 
the month (for monthly DDs) 
 

· Ensure you are covered by the Direct Debit Guarantee which guarantees that �L�I��

�W�K�H���D�P�R�X�Q�W�V���W�R���E�H���S�D�L�G���R�U���W�K�H���S�D�\�P�H�Q�W���G�D�W�H�V���F�K�D�Q�J�H�����Z�H���Z�L�O�O���Q�R�U�P�D�O�O�\���Q�R�W�L�I�\���\�R�X��

�D�W���O�H�D�V�W���������G�D�\�V���E�H�I�R�U�H���\�R�X�U���D�F�F�R�X�Q�W���L�V���G�H�E�L�W�H�G���R�U���D�V���R�W�K�H�U�Z�L�V�H���D�J�U�H�H�G�����,�I���\�R�X�U��

�E�D�Q�N�����E�X�L�O�G�L�Q�J���V�R�F�L�H�W�\���R�U���Z�H���P�D�N�H���D�Q���H�U�U�R�U�����\�R�X���D�U�H���J�X�D�U�D�Q�W�H�H�G���D���I�X�O�O���D�Q�G��

�L�P�P�H�G�L�D�W�H���U�H�I�X�Q�G���I�U�R�P���\�R�X�U���E�U�D�Q�F�K���R�I���W�K�H���D�P�R�X�Q�W���S�D�L�G�� 

 
We can help you to set up a bank or building society account from which to pay your 
direct debit. 
 
Credit card payments 
  
You can: 
 

· pay us by a credit card but we do not encourage this as it can lead to a build-up 
of debt with credit-card companies. 

  
Gloucester City Council payment card ��
�
We will: 
 

· When your tenancy starts we will send you a rent payment card so that you can 
pay your rent.  You should receive this within 10 working days of the start of 
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your tenancy.   
 

· Whenever you use this card you will get a receipt, which you should check 
carefully as it is your proof of payment.  Please keep the receipt with the 
payment card in the plastic wallet provided. 

 
Rent statements 
 
We will normally: 
 

· send you a statement of your account every 3 months, showing you the rent 
payable, your payments and any amounts in credit or arrears 

 
· send you additional statements by post or email within 1 working day of you 

requesting one.  You can make this request by any of the ways outlined in our 
Contact us section. This includes requesting a rent statement by using our online 
form at www.gloscityhomes.co.uk  

 
· give you a balance of your account over the phone, provided that you can 

identify yourself as the tenant   
 

· respond to you within 1 working day of you making a request for a refund and 
make the refund within 10 working days. 

 
Help to pay rent and other charges? 
 
We will make an appointment with you before your tenancy starts or at any point in 
your tenancy, at your request, to explain: 
 

· the range of payment options 
· benefits and tax credits which may help increase your income 
· the arrears recovery process; and  
· details of other independent organisations which can advise you on managing 

your money. 
��
Housing and council tax benefit from Gloucester Cit y Council 
  
We will: 
 

· help you apply for Housing & Council Tax Benefit from Gloucester City Council. 
We are able to verify evidence required by the Council and this should ensure 
that your application is fully complete and can be processed more quickly. 

   
How much benefit could I be entitled to? 
 
We realise it can be difficult to work out how much you may be entitled to, so we will: 
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· provide access to the Gloucester City Council's housing and council tax benefits 

calculator via our website www.gloscityhomes.co.uk.  If you don’t have access to 
the internet, we will help you to use the calculator to work out how much you may 
be entitled to. 

  
Need more benefit advice? 
  
We will give you benefit advice: 
 

· before you become our tenant 
· during the tenancy if your circumstances change, you get into arrears or you ask 

our advice 
· when your application needs renewing. 

 
Tax Credits from Her Majesty’s Revenue & Customs  
 
We will: 
 

· help you get relevant information and help you use the Tax Credit calculator.  
 
Pension Credit from the Department for Work & Pensi ons 
 
We will: 
 

· help you get relevant information and help you use the Pension Credit 
calculator.   

 
How can we help you if you have problems paying you r rent and other charges? 
 

To help you avoid arrears building up, we will: 

 
· give you easy-to-understand information on what to do if you get into arrears, 

what help we can offer, what action we may take, and where you can get 
independent advice 
 

· manage rent accounts efficiently and inform you quickly of any arrears, so that 
you can immediately stop them building up 
 

· send you a rent statement every three months showing the balance on your 
account and details of rent charges, rent paid, housing benefit paid and any 
other adjustments 
  

· send you a copy of your rent account when requested, within 1 working day 
 



Contact Us  information is on page 2 of this service standards booklet   Page 30 

· advise you about claiming a range of welfare benefits and tax credits to 
maximise your income 
 

· give you general help and advice on income and expenditure to help you more 
easily pay off any arrears and continue to keep out of debt 
 

· agree realistic re-payment plans 
 

· refer you to an independent advice agency such as a Citizens Advice Bureau, 
Legal Advice Centre or local Neighbourhood Project, before taking legal action.  
 

Department for Work & Pensions direct payments 
 
We can: 
 

· take an amount towards your arrears from your income support or job seeker’s 
allowance, if this is more convenient. 

 
Gloucester City Council’s Corporate Debt Scheme 
 
We will: 
 

· in partnership with the Council continue to offer the City Council's Corporate 
Debt Scheme helps people who have Council rent arrears of £500 or above and 
who owe other debts to the Council - like council tax and benefit overpayments.  
The scheme aims to reduce poverty and associated stress experienced by 
people with multiple debts. 

  

What action will we take to recover the rent you ow e? 

 

We may take the following action: 

 

· If you owe a small amount, we may ask the court for a money judgment order . 
This means that the court will instruct you to pay us the money you owe at a rate 
you can afford. 

· If you owe a larger amount (say over £100), we may decide to give you a Notice 
Seeking Possession  of your home. This gives you 28 days in which to pay back 
the money you owe or make a suitable arrangement to do so. 

· If your arrears do not reduce, we may decide to ask the court for a possession 
order, a suspended possession order or a postponed possession order . 
This means you may lose your home if you don’t pay us the money you owe at 
the rate the court decides. 
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· If you do not pay as the court has directed, we may decide to ask the court for a 
warrant to evict you  from your home. We will only do this if all efforts to help you 
have failed. You have a right to appeal against this decision to the Council’s 
Eviction Appeals Panel and ultimately to the court. 

· If we have to take legal action because you owe rent arrears, you will have to 
pay court costs  as well as pay back the arrears. 

  
We would prefer not to take legal action against you. Please contact us early and keep 
us informed if you are having problems paying your rent so that we can help. 
 
We will: 
 

· always respond to urgent enquiries about legal action we may be taking, within 1 
working day. 
  

Can I get help with debt counselling? 
 
Help from Gloucester City Homes 
  
We will: 
 

· refer you, with your permission, to a partner agency within 1 working day of 
finding that you would benefit from wider debt counselling or of you requesting 
wider debt-counselling services 
 

· do our best to ensure that debt-counselling partner agencies contact you within 
3 working days (1 working day if urgent) to agree a convenient time to meet 
 

· work closely with those partner agencies to agree realistic repayment plans. 
��
Helpful advice from other agencies 
   

�:�H���Z�L�O�O�����D�V�V�L�V�W���\�R�X���W�R���F�R�Q�W�D�F�W���D�Q�\���R�I���W�K�H���I�R�O�O�R�Z�L�Q�J���D�J�H�Q�F�L�H�V����

· �*�O�R�X�F�H�V�W�H�U���&�L�W�\���+�R�P�H�V�����)�R�U���D�G�Y�L�F�H���R�Q���U�H�Q�W�V���D�Q�G���R�W�K�H�U���F�K�D�U�J�H�V���W�H�O�H�S�K�R�Q�H����������������������

�����������R�U���Y�L�V�L�W��www.gloscityhomes.co.uk����
 
· Gloucester City Council. For advice on housing and council tax benefits, discounts 

and exemptions telephone: 01452 396483 or visit www.gloucester.gov.uk/benefits  
 
· Department for Work & Pensions  
 

For advice on work tel: 01452 366000 or visit www.dwp.gov.uk  
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For advice on benefits tel: 01452 366000 or visit www.dwp.gov.uk  
 
For advice on child support tel: 08457 133133 or visit www.dwp.gov.uk  ��
 
For advice on pensions tel: 08457 313233 or visit www.dwp.gov.uk  
 

· HM Revenue & Customs. For advice on tax credits tel: 0845 300 3900 or visit 
www.hmrc.gov.uk  
 

· National Debtline. For advice on debts tel: 0808 808 4000 or visit 
www.nationaldebtline.co.uk  
 

· Gloucester Citizen’s Advice Bureau. For a range of advice on housing, debt, benefits 
etc tel: 01452 528017 or visit www.gloucestercab.org.uk  

 
· Gloucester Law Centre. For a range of legal advice tel: 01452 423492 or visit 

www.gloucesterlawcentre.co.uk  
 
· Shelter’s Gloucestershire Housing Aid Centre. For help with housing advice 

telephone: 01452 310748 or visit www.shelter.org.uk  
 
· Gloucester’s Local Neighbourhood Projects. For a range of advice on training, 

employment, housing, benefits, etc:  
 

· Coney Hill Neighbourhood Project. Tel: 01452 380116 
 

· Matson Neighbourhood Project. Tel: 01452 505544 
 

· Podsmead Neighbourhood Project. Tel: 01452 541576 
 

· White City Neighbourhood Project. Tel: 01452 554412  
 

· Or visit www.gnpn.co.uk  
 
· To use an online calculator which can help calculate both your potential benefit and 

tax credit entitlements, visit www.entitledto.co.uk  
 
 
 
Your tenancy 
 
We want to ensure that you are familiar with the terms of your tenancy agreement so 
that you are aware of your rights and obligations. 
 
This section provides information on: 
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· Starting your tenancy 
· Ending your tenancy 
· Your tenancy rights 
· Complying with your tenancy conditions 
· Support during your tenancy. 
 
Starting your tenancy 
 
Before you move in 
 
We will: 
 

· identify vacant and potentially vacant properties quickly and re-let them promptly 
to avoid losing rent and help people who need re-housing 

 
· inspect empty properties within 1 working day of receiving their keys 

 
· place repair orders within 1 working day of inspection 

 
· reduce the average time taken to re-let empty properties to the minimum needed 

to make them safe and fit for you to live in 
 

· take photographs of the property to ensure we have a record of how the property 
looked when we let it. 

 
We will achieve the following minimum re-let standards: 
 
External Areas: 
 

· Any fencing, unless it borders onto a public footpath, public highway or garage 
site, will consist of a minimum of post and wire. This is to define the boundary 
line of the property.  

· The gardens and sheds (if applicable) will be free of rubbish.  However, some 
clearance may be completed once your tenancy has started. 

· Any unsafe paths and steps will be repaired.  
· Ponds will be filled in. 
· Front gardens will be clear of all debris. 
· Front gardens and hedge (if applicable) will be cut. 
· Paths up to and around the property will be clear of all debris. 

  
 
Doors: 
 

· All internal and external doors will be in a good condition, and open and close 
properly. 



Contact Us  information is on page 2 of this service standards booklet   Page 34 

· All external doors will be fitted with a mortice lock. 
· The main entrance door will be  in good decorative order. 
· The main entrance door will have a number and letterbox. 
· All properties will come with the correct keys i.e. Fob keys, shed keys (minimum 

of 2). 
  
Glazing: 

· Where possible, any protective security screens will be removed and glass will be 
replaced before you move into the property. 

· If any windows have been broken, the property will be free of broken glass and the 
windows replaced before you view the property. 

· All windows will open and close and any faulty locks or latches will be replaced. 

· Suitable keys will be provided for the window locks (where appropriate) 

  
Floors: 

All floor surfaces will be in sound condition.  For example: - 
 

· Where appropriate all floor tiles will be in place 

· All floorboards will be in a good safe condition 

· Concrete floors will be clean and even 

· Kitchen will have floor tiles and where flooring is concrete in the bathroom we will 
provide floor tiles. 

 
Kitchen: 

· There will be a minimum of 1 kitchen base unit; 1 sink unit, 1 kitchen wall unit and 
work top either side of the cooker space, where possible. 

· All units will be in good working condition, although some unit doors and drawers 
may vary slightly. 

· All worktops will be clean and suitable for use. 

· Where the kitchen’s size and layout allows, we will provide space for a cooker, fridge 
or washing machine (unless a laundry facility is provided e.g. in sheltered housing). 

· All worktops will be clean and suitable for use. 

· The sink unit top will be clean and in a good condition. 

· Each property will have either a gas supply or electric wiring for a gas or electric 
cooker.  (Some properties may have both, while in others it may depend upon the 
mains services available.) 
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Cooking Supply: 

· It is the tenant’s responsibility to arrange the installation of a gas or electricity supply 
for cooking if your preferred choice is not already in the property. (Please note that 
this is a tenant improvement and will require our permission. Please contact us for 
further help). 

 
Bathroom: 

· Each bathroom will have a bath or shower, wash-hand basin and toilet pan and seat. 

· Each fixture will be free of stains and marks and in good working order. 

 
Electric installations: 

· Whilst the property has been unoccupied, an electric safety check has been 
completed to the electric circuits in the property. 

· The supplier will be Scottish & Southern Energy – contact 0845 7444 555. You can 
of course choose to switch to any other supplier after you have moved in. 

· The supply will be isolated when the property is vacated and and will be 
reconnected when you move in. 

 
Gas installations: 

· While the property has been unoccupied, we will have completed a gas safety 
check, where there is a meter. 

· The supplier will be Scottish & Southern Energy telephone: 0845 7444 555. You can 
of course choose to switch to any other supplier after you have moved in. 

The supply will be isolated when the property is va cated and and will be 
reconnected when you move in. 

 
Odour 
 

· The property will smell fresh. 

 
Cleaning: 
 

The property will be cleaned to an acceptable standard.  By acceptable we mean: 

· The floors will be swept and free of debris. 

· The kitchen worktops and units will be cleaned of any stains. 

· The bathroom fixtures will be cleaned of any stains. 
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· Woodwork will be washed down and free from dust and mould. 

· Ground floor windows will be cleaned inside and out.  All other floors cleaned on the 
inside. 

· We will leave a courtesy welcome bucket with cleaning materials to welcome you to 
your new home. 

Decorating: 

· The bathroom, kitchen and living room will be in a good decorative order. If not we 
will decorate them with magnolia emulsion.  If required we will use blown vinyl 
wallpaper and emulsion.  Where skirting boards are painted in a dark colour e.g. 
black, we will repaint them gloss white. 

 
· Where the rest of the property is poorly decorated order we will offer you a material 

allowance towards the cost of decorating but this is not ontended to cover all costs 
involved.  A voucher will be provided you to purchase paint materials of your own 
choice. 

 

Minor works for completion after occupation 

We will: 

· let you know if any minor works are outstanding and when we will complete 
them, to reassure you that the work will be done within a reasonable time. 

Please note that Gloucester City Homes do not provide carpets or curtains. 

 
When we offer you a tenancy we will: 
 

· explain our tenancy agreement and tenants handbook to you – what we will 
expect from you and what you can expect from us 
 

· give you information on the local area 
 

· explain our range of customer services 
 

· give you our contact details 
 

· tell you what your weekly rent (and any other charges) are, and how you can pay 
them. 
 

After we have offered you the tenancy we will: 
 

· give you a personal tour of the property, preferably before the previous tenants 
move out or while re-let works are being done, provided the tour does not put 
your health and safety at risk 
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· sign you up in your new home 
  

· explain how your heating system works 
 

· show you where the stop tap is and where the electric or gas meters are 
 

· say if you are eligible for decoration vouchers. If so, we will agree with you the 
amount and issue your voucher(s) within 1 working day of the visit 
 

· let you know of any minor repairs still to be completed and their estimated time 
for completion; and of any maintenance or improvements planned for your new 
home 
 

· let your home to you in accordance with our Minimum Relet Standard and check 
that you are satisfied with your new home 
 

· make sure you know how to arrange to take over all services such as gas, 
electricity, water and sewerage, and how to pay your council tax 
 

· remind you to notify all your key contacts and relevant agencies that you are 
moving in to your new home.  We will advise you on easy ways to do this. 

 
Within 20 working days (28 calendar days) of you mo ving into your new home, 
we will visit you to check that: 
 

· you are happy in your new home 
 

· you are familiar with how any fitted appliances work 
 

· there are no outstanding repairs 
 
· your agreed method of payment is working satisfactorily and deal with any 

outstanding housing benefit matters 
 

· you fully understand your tenancy agreement, and  
 

· you are fully aware of the range of opportunities for you to become involved in 
the management of our services. 

 
Type of tenancy 
 
We can use two types of tenancy – a ‘secure’ tenancy or a ‘non-secure’ tenancy. 
 
If you have been given a ‘secure’ tenancy: 
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· you have the right to live in your home as long as you keep to the conditions of 
your tenancy.  

 
If you have a form of non-secure tenancy, we will: 
 

· tell you so and give you advice on how your rights and obligations are affected. 
 
If your application for housing was just for yourself and any dependents we will: 
 

· normally offer you a sole tenancy.  
 

If you made a joint application along with someone else e.g. your husband, wife, civil 
partner, boyfriend, girlfriend, carer, son, daughter, parent we will: 
 

· normally offer you a joint tenancy. A joint tenancy means that you can be held 
jointly or individually responsible for breaking any tenancy conditions.  

 
Varying your tenancy conditions 
 
We will before varying the terms of the tenancy, the rent and other charges: 
 

· give you at least four weeks’ notice in writing; and 
· will normally consult you before any change in the tenancy conditions, except for 

changes in rent and service charges. 
 
A notice of variation can be served at the Council’s discretion either personally, by 
post, by recorded delivery, to you at your address or by leaving it at your address. 
 
Ending your tenancy   
 
When you move out 
 
We will ask you to give us: 
 

· at least 4 weeks’ notice in writing. Please remember that tenancies end on a 
Sunday. 

· the date you will be leaving 
· your forwarding address 
· a contact phone number if possible 
· the reason for your move. 

 
There is a form for you to fill in – the Notice to Quit – at the back of your tenancy 
agreement or you can contact us for a form and help completing it. 
 
We will: 
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· check your Notice to Quit to ensure it is legally valid and fully completed, and tell 
you within 1 working day of changes you need to add 
  

· carry out a home visit within 5 working days of receiving your valid Notice to Quit, 
at a date and time agreed with you  
 

· tell you about any work you will need to do (or pay for if you choose not to do it 
yourself) 
 

· take a note of any repairs that we are responsible for and arrange for our repairs 
partner, Morrison, to carry these out within the normal repair target times or 
when the property is empty. 
 

· advise you on what to do before leaving your property; for example, notifying all 
your main suppliers ( gas, electricity, telephone etc) and the post office  of your 
move and your forwarding address 
 

· tell you how to dispose of any unwanted belongings or rubbish before you leave 
the property and that you must leave the property clean and tidy 
 

· agree a convenient date and time for an incoming tenant to view the property 
 

· arrange a date and time for you to return all the keys to us. 
 

Please note that if you do not hand in your keys by Monday midday after the Sunday 
on which your tenancy ends, you will be charged extra rent. 
 
We will charge you for any damage done to the property during your tenancy. 
 
If you die 
 
Although we ask for 4 weeks’ notice from the executor of your will or if you die without 
having made a will, a relative dealing with your affairs we will: 
 

· end your tenancy sooner as long as your home is cleared of all contents and left 
clean and tidy. In this case your tenancy will end on the Sunday after we get 
your keys back. 

 
If you get housing benefit, the Council will: 
 

· stop the benefit on your death and the full rent will be payable until we receive 
your keys as requested and can end the tenancy. 

 
If any rent is due or other charges are payable, we will: 
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· inform the executor of your Will or the relative acting on your behalf and ask 
them to pay any rent you owe us out of any money you have left behind. 

 
 
Your tenancy rights 
 
You have a range of legal rights, given to you in the Housing Act 1985 and later 
amendments. These include:  
 
1.  the Right to Exchange your home (with our consent) 
2.  the Right to Succession 
3.  the Right to be Consulted 
4.  the Right to Repair 
5.  the Right to Compensation for Improvements 
6.  the Right to Take in Lodgers 
7.  the Right to Assign (with our consent) 
8.  the Right to Sublet your home (with our consent) 
9.  the Right to Manage 
10. the Right to Buy your home. 
 
These rights are summarised below.  If you want to know more details, please contact 
us. 
 
1. The Right to Exchange your home (with our consen t) 
 
We will: 
 

· make a decision based on all the facts within 42 calendar days of receiving 
your application, sooner if possible. 

 
2. The Right to Succession 
 
We will: 
 

· make a decision based on all the facts within 28 calendar days of receiving your 
application for succession, sooner if possible. 

 
3. The Right to be Consulted 
 
We will: 
 

· consult you about any significant changes in the service you receive from us 
 
· normally give you at least 28 days to consider the change 
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· take account of your views before taking a final decision or making any 
recommendations to the City Council as your landlord 

 
4. The Right to Repair 
 
We will: 
 

· Carry our repairs under the right to repair legislation within government target 
times. See our Right to Repair booklet for further details. 

 
5. The Right to Compensation for Improvements (when  you end your tenancy)  
 
We will: 
 

· Compensate you in line with the Right to Compensation for Improvements 
legislation. 

 
6. The Right to Take in Lodgers  
 
We will: 
 

· Provide helpful advice on the implications of taking in lodgers 
 
7. The Right to Assign (with our consent)  
 
We will: 
 

· make a decision based on all the facts within 28 calendar days of receiving your 
application to assign, sooner if possible. 

 
8. The Right to Sub-let your Home 
 
We will: 
 

· make a decision based on all the facts within 28 calendar days of receiving your 
application to sub-let, sooner if possible. 

 
9. The Right to Manage 
 
We will:  
 

· provide you with advice on the Right to Manage and help you to take advantage 
of this option if you wish to pursue it. 

 
10. The Right to Buy your Home 
 
We will: 
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· assist you to apply to buy your own home 
· give you unbiased information on the implications of buying your own home. 

 
 
Complying with your tenancy conditions 
 
Ending your tenancy – Gloucester City Council 
 
We will: 
 

· tell you if you are breaking your tenancy conditions and ask you to comply with 
them. 

 
If you do not do so then we may take various measures that do not involve going to 
court to encourage you to comply with your tenancy conditions, including: 
 

· mediation 
· Acceptable Behaviour Contracts. 

 
We may also use legal remedies to make you comply with your tenancy conditions, 
including: 
 

· applying for an injunction or “act of specific performance” 
· applying for an Anti-social Behaviour Order 
· demoting your tenancy to a non-secure tenancy to make it easier to evict you if 

you continue to break your tenancy conditions. 
 
We may, in some circumstances e.g. domestic violence: 
 

· apply for an injunction to exclude you from your home. 
 
We may also: 
 

· ask for an order suspending or terminating any existing right to buy application. 
 
We will: 
 

· normally give you at least 28 days notice if we intend to seek possession of your 
home. There may be occasions when the anti-social behaviour is so serious that 
we act immediately.  

 
If you still fail to comply with your tenancy conditions, we may: 
 

· apply to the court for a possession order 
· in very serious cases, ask for immediate possession and evict you 
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· in others, ask for a suspended possession order giving you one last chance to 
comply with your tenancy conditions.  

 
If you still fail to comply with your tenancy conditions, we may: 
 

· ask for immediate possession and evict you from your home. 
 
 
Please ensure that you comply with your tenancy conditions at all times. We do not 
wish to evict people from their homes but will do so if it becomes necessary and if the 
court agrees. 
 
Domestic abuse 
 
We will: 
 

· where violence has been threatened or occurred – speak to you on the same 
day as your complaint to discuss and agree the action you would like taken 
 

· where no violence has been threatened or occurred – speak to you within 2 
working days of your complaint to discuss and agree the action you would like 
taken 
 

· remove any offensive graffiti within 1 working day 
 

· repair any damage to your property within 1 working day 
 

· provide advice and assistance on making your home more secure if there is a 
risk of further abuse 
 

· provide ongoing support, with the help of partner agencies if appropriate, to help 
you cope with any stress or trauma  
 

· work with the police and other agencies to protect you and any other witnesses 
 

· take action against those who are committing the abuse, using injunctions, 
possession proceedings or Anti-Social Behaviour Orders, or supporting criminal 
prosecutions recommended by the police to the Crown Prosecution Service 
 

· work with other agencies to help perpetrators realise why they are acting in this 
way and to find ways of helping them avoid doing it again. 

 
You can help us by: 
 

· reporting any abuse to us quickly 
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· keeping us informed of any changes in your circumstances 
 

· letting us know what you think about the service we and other partner agencies 
give you. 

 
If you prefer, you can get independent advice from: 

 
Gloucestershire Domestic Violence Support and Advocacy Service – telephone: 01452 
500115  
 
Other Hate Crimes (including racial and other forms  of harassment) 
 
We will: 
 

· where violence has been threatened or occurred - speak to you on the same day 
as your complaint to discuss and agree the action you would like taken 
 

· where no violence has been threatened or occurred - speak to you within 2 
working days of your complaint to discuss and agree the action you would like 
taken 
 

· remove any offensive graffiti within 1 working day 
 

· repair any damage to your property within 1 working day 
 

· provide advice and assistance on extra security to your home if there is a risk of 
further abuse 
 

· provide ongoing support, with the help of partner agencies, if appropriate, to help 
you cope with any stress or trauma  
 

· work with the police and other agencies to protect you and any other witnesses 
 

· take action against those who are committing the abuse, using injunctions, 
possession proceedings or Anti-Social Behaviour Orders, or supporting criminal 
prosecutions recommended by the police to the Crown Prosecution Service 
 

· work with other agencies to help perpetrators realise why they are acting in this 
way and work out ways to help them avoid doing it again. 

 
You can help us by: 
 

· reporting any abuse to us quickly 
 

· keeping us informed of any changes in your circumstances 
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· letting us to know what you think about the service we and other partner 
agencies give you. 

 
If you prefer, you can get independent advice from: 

 
· Gloucester Citizens Advice Bureau Tel: 01452   527202 or visit 

www.gloucestercab.org.uk  
 

· Gloucester Law Centre Tel: 01452 423492 or visit 
www.gloucesterlawcentre.co.uk  

 
· Gloucestershire Racial Equality Council Tel: 01452 301290 or visit 

www.glosrec.org.uk  
 

· Gay-Glos Tel: Helpline 01452 306800 Mon-Fri 7.30pm – 10pm, or Admin 01452 
504059 daytime or visit www.gay-glos.org  

 
Tackling anti-social behaviour 
 
We will: 
 
· contact you within 5 working days in non-emergency cases or within 1 working day 

in urgent cases. Emergency cases should be immediately reported to the police 
 

· If necessary, arrange an interview with you within 5 working days in non-emergency 
cases or within 1 working day in urgent cases 
 

· discuss the situation and advise you on the options that may be available to help 
resolve the problem such as mediation, voluntary agreements, legal action 
 

· help you keep a detailed diary of events, which will help us gather any evidence 
needed to take further action 
 

· work with you to try to resolve your problem, and explain clearly what is happening 
at each stage 

 
· jointly work with the police and any other agency that may be able to help resolve 

the problem 
 

· consider legal action against any person who continues to behave in an anti-social 
way, including taking court injunction and possession proceedings, or an Anti-Social 
Behaviour Order, or supporting criminal prosecutions recommended by the police to 
the Crown Prosecution Service 
 

· work with the police and other agencies to protect you and any other witnesses. 
 



Contact Us  information is on page 2 of this service standards booklet   Page 46 

You can help us by: 
 

· reporting any anti-social behaviour to us quickly 
 

· keeping us informed of any changes in your circumstances 
 

· letting us know what you think about the service we and other partner agencies 
give you. 

 
 
Avoiding overcrowding 
 
We will: 
 

· provide you with helpful advice on how many people can live in your home 
without leading to overcrowding 
 

Support during your tenancy 
 
We will happily refer you to any of the following agencies, if you require support in your 
new home: 
 

· for young people – ‘Solutions’ provides support and advice to find and retain 
suitable accommodation and employment.  Tel: 01452 529187                                                                                                                       

 
· for people of working age – ‘Knightstone’ provides a support service to help 

working age people keep suitable accommodation. Tel: 01452 783550 
 

· for people of retirement age – Guidepost Trust provides a support service to help 
older people keep suitable accommodation. Tel: 01452 410101 

 
· for people with a physical disability – there are a range of support provides for 

people including for example deaf people – Gloucestershire Deaf Association 
provide support in the home; help in gaining access to other services; support in 
managing finances; and advice and advocacy.       
 

· for people who are mentally challenged – Gloucestershire Partnerships NHS 
Trust have mental health Teams and can be contacted on Telephone: 01452 
563102 
 

· for people with a learning disability – Care Connections provides support at 
home including advice on managing money, cooking, cleaning, advocacy, 
medication, shopping and health. They can be contacted on telephone: 01452 
525553 
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· for people with a drug or alcohol addiction - The Gloucester Drug and Alcohol 
Service provides advice, information and support in gaining access to services 
for people who are affected by their own or someone else's drug or alcohol use. 
They also provide advocacy services.  They can be contacted on telephone: 
01452 372999   

 
Response Repairs 
 
We will: 
 

· Clearly set out what our repair responsibilities are and what your repair 
responsibilities are. 

· Explain to you what our recharge policy is if the damage was caused by you, 
someone in your home or if the police have to force entry. 

· Explain the options available to you for home contents insurance 
 
When you report your repair 
 
We will: 
 

· arrange an appointment for an inspector to call if we are unsure of the work that 
is needed 

· make an appointment for all non-emergency repairs 
· explain what repairs are considered to be emergencies; urgent or routine. 
· for emergency repairs – aim to respond within 2 hours and make the situation 

safe within 4 hours 
· for urgent repairs – complete the repair within 5 working days 
· for routine repairs – complete the repair within 20 working days  
· explain to you your Right to Repair if we fail to carry out some health & safety 

repairs within a reasonable time 
 
Our code of behaviour in your home 
 
We will: 
 

· treat you with respect and always behave in a professional way 
· introduce ourselves and show you photo identification before entering 
· explain what we are going to do and discuss how this will affect you 
· keep you informed about how the work is progressing 
· protect your belongings from damage, dust and paint 
· make sure materials and tools do not cause a danger to anyone 
· clear rubbish from your home at the end of each working day 
· take reasonable steps to keep your home safe; and 
· make sure electricity, water and gas are connected at the end of the day. 
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We will not: 
 

· smoke or play a radio or CD player in or around your home 
· use bad language or behave inappropriately 
· use mobile phones during their work to make or receive private calls 
· use your gas or electricity supply 
· use any equipment belonging to you, including your phone 
· be in your home with children under 16 without a responsible adult being present 
· receive gifts or payment from tenants 
· keep keys to tenants’ homes; or 
· do private work for a tenant. 

 
We will ask your permission to: 
 

· take their lunch break in your home 
· use your toilet; or 
· go into other rooms in your home. 

 
Maintaining, improving, adapting & decorating your home 
 
We want to ensure that your home is well maintained, improved and adapted to meet 
your changing needs. 
 
This section includes information on: 
 

· planned programme of repairs 
· maintaining your home 
· improving your home 
· adapting your home 
· decorating your home 

 
Planned Programme of Repairs 
 
We will: 
 

· inform you if your repair is to be placed in a planned programme within 5 
working days of you reporting your repair 

· give you an expected start and completion date of the programme. 
 
Maintaining your home 
 
We will:  
 

· check, clean and service systems regularly so that they continue to work 
efficiently including: 
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· individual and communal heating systems 
· individual and communal lighting and electrics 
· communal door entry systems 
· individual and communal smoke alarms 
· communal fire alarms 
· lifts 
· car park barriers 

 
We will also: 
 

· regularly paint external rendering on individual properties or blocks of flats and 
maisonettes or painting internal communal areas of blocks of flats and 
maisonettes. As paints have become tougher and longer lasting, this can mean 
that “regularly” may mean every seven years. 

 
Gas servicing 
 

· We will issue twice-yearly reminders in Tenants Times and Leaseholder News 
on the importance of servicing gas appliances. 
 

· When a safety check is due, we will notify you at least 4 weeks before we need 
to get into your home of the date and time the gas engineer will visit. If this date 
is not convenient, please ring us to arrange a more convenient appointment date 
and time. 

 
· If we do not hear from you within 5 working days, we will consider the date and 

time as a firm appointment and will tell the engineer to call then. 
 

· If you are out at the time you have agreed for the visit, the engineer will leave a 
card to ask that you telephone them back to arrange another visit. 

 
· Our gas service partner will then issue another appointment for an engineer to 

call within 5 working days and ring you to confirm it. If it is still unsuitable, please 
let us know immediately so that we can agree a convenient time to call. 
 

· If you fail to be there on the second appointment, our gas service partner will 
leave another card and a warning label across your front door. 

 
· If you don’t respond to this reminder, we will have to start legal action to get into 

your home. This action will take place within 12 months of the last day the 
appliance(s) had been serviced.  

 
· If we smell gas or are concerned for your welfare, we reserve the right to force 

entry to your home to take emergency action to protect your health and safety 
and that of your neighbours. 
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· We may charge you for all costs arising from forcing entry, repairs to the property 
and coming out to your home. Persistent refusal to allow entry may result in you 
losing your home. 

 
We take this approach because failure to service your gas appliance could lead to 
death by carbon monoxide poisoning or death by explosion, and we must not put your 
safety or the safety of your neighbours at risk in this way. Thank you for your co-
operation. 
 
Electrical servicing to communal areas 
 
Our electrical servicing partner will: 
 

· inspect communal lighting and power supplies every 2 months. 
 
 
Servicing communal CCTV systems 
 
Our electrical servicing partner will: 
 

· inspect communal CCTV systems every 3 months. 
 
Servicing communal portable electrical appliances  
 
This applies to things we provide, such as kettles in communal kitchens in sheltered 
housing schemes. 
 
Our electrical servicing partner will: 
 

· inspect communal portable electrical appliances every 12 months. 
 
 
Improving your home 
 
Decent Homes Standard 
 
In 2000, the Government brought in new rules about the quality of homes tenants rent 
from councils or housing associations. 
 
The Government has said that all councils must bring their homes up to this standard 
by December 2010.  
 
A ‘decent home’ is basically one that is safe and secure, in reasonable repair, has 
reasonably modern facilities such as kitchens and bathrooms, and is efficiently heated 
and effectively insulated.  
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Listed below are the main things taken into account when deciding if a home meets the 
Decent Homes Standard.  
 
A decent home must: 
 

· meet current legal housing standards 

· be in a reasonable state of repair 

· have reasonably modern facilities and services, which means at least 4 of the 
following: 

- a kitchen that is no more than 20 years old 

- a kitchen with adequate space and layout 

- a bathroom that is no more than 30 years old 

- an appropriately located bathroom and toilet 

- adequate noise insulation 

- adequate space and layout in common areas of flats 

· be efficiently heated and effectively insulated. 

 
For further detailed information please contact us or visit the Government’s Decent 
Homes website at www.communities.gov.uk and search on decent homes. 
 
Gloucester Housing Standard 
 
Working with our tenants we have developed a Gloucester Housing Standard, which is 
better than the Government’s Decent Homes Standard. 
 
So eventually, we want all our homes to have: 
 

· high-quality PVC double-glazed windows with secure locking handles 

· no all-metal windows  

· modern fitted kitchen units with vinyl flooring, tiling, and extractor fan  

· a fire installed in living/dining rooms and a full central heating system  

· a modern fitted bathroom suite with shower connector, thermostatically 
controlled taps and extractor fan, with vinyl flooring, tiling and redecoration  

· high-quality, secure front and back doors with a choice of brass fittings  

· loft insulation, cavity-wall insulation and external rendering as required  

· a modern watertight roof  
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· modern wiring including smoke detectors, and electricity meters in an outdoor 
cabinet where possible  

· gardens that have been cleared and left tidy where required  

· good access, where possible, to external doors, and staircase/doorway handrails 
where needed  

· footpaths and boundary fencing to front and rear gardens and gates as required  

· off-street parking with paved access and a refuse/green bin storage area where 
possible. 

Also, tenants will be offered the opportunity to have security alarms, external entrance 
lights, CCTV and other security measures where appropriate, such as higher walls. 

Whether we can do all of the above listed items will depend on there being enough 
money available. 

 
Planning maintenance and improvements 
 
Our main aim is to ensure that all homes owned by the City Council are brought up to 
the Government’s Decent Homes Standard by December 2010 and, wherever possible 
and affordable, to the Gloucester Housing Standard.  
 
Our staff and the staff of home improvement partners working on our behalf will: 
 

· provide training for tenant representatives on asset management (looking after 
property) and provide enough information and options to allow them to make 
informed decisions and choices 
 

· develop, in partnership with customer representatives, a 4-year plan of 
improvements up to and including 2010 and a menu of improvement choices 
from which you can make individual choices  
 

· after 2010, develop, in partnership with customer representatives, 5-year plans 
of improvements, and review each year the menu of improvement choices from 
which you can make individual choices 
 

· publish a more detailed annual programme at the start of each financial year in 
April, setting out the work, the budget and the streets directly affected 
 

· invite you to an Open Day near your home to discuss our home-improvement 
proposals for your neighbourhood  
 

· invite you to participate, if you wish to, in a project team, which will oversee and 
monitor the progress of the home-improvement contract 
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· arrange for a Resident Liaison Officer to visit you to discuss your individual 
home-improvement preferences  
 

· give you notice around 6 weeks before starting work and again 8 days before the 
work begins 

 
· when doing improvements to your home, give you a choice of colours or fittings 

including: 
 

· type of new heating 
· layout and colour of new kitchen units 
· colour of outside doors, rendering and cladding 
· colour and layout of new bathroom suites 
· type of new outside doors 
· colour schemes for communal stairways 
· optional extras (where these are available) 

 
· provide a daytime and out-of-normal-working-hours telephone number so that 

you can easily contact us 24 hours a day  
 

· provide proof of identity before entering your home  
 

· wear uniforms that display our name 
 

· drive vehicles that clearly identify the home-improvement partner’s name and 
that they are working in partnership with Gloucester City Homes 
 

· help you to move heavy furniture if you cannot do so 
  

· help you to lift carpets if you cannot do so  
 

· keep you warm and comfortable while we carry out improvements  
 

· do the work to a good standard 
 

· use good-quality materials 
 

· do the work while you remain in occupation, so that you can help supervise the it  
 

· provide extra help to residents with special needs  
 

· ensure you are not left overnight without electricity and essential facilities  
 

· leave the property clean and tidy 
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· decorate the kitchen and bathroom 
  

· pay an allowance towards the cost of redecoration in other parts of your home 
that have been disturbed 
 

· carry out a technical survey to ensure a consistently high quality of workmanship 
   

· carry out a customer survey at the end of the home improvements to monitor 
your satisfaction with the service, so that we can continue to improve the way we 
do things. 

 
Further service standards are set out in more detail in our ‘Major Works Compact’. 
Please contact us for a copy. 
 
Repairs after improvements 
 
If we modernise or improve your home, our improvement partners will: 
 

· carry out any repairs that need doing in the first 6 months.  Please report any 
problems to us in the normal way and we will arrange the repairs.   

 
We will: 
 
· do a final inspection with the improvement partner after 6 months to make sure 

that everything has been completed satisfactorily.  The final inspection may 
occur 12 months after work is complete in some cases, such as for central 
heating installation. We will let you know which one applies. 

 
Help during improvements 
 
If we are doing major work to your home, we may be able to help you if you incur costs 
because of the work we do. 
 
If you have to move out of your home temporarily because of major work, we will: 
 

· arrange and pay for your removals and disconnection/reconnection of appliances  
(cookers, gas fires, washing machines, dishwashers, TV aerials, and satellite 
dishes) 

 
· pay for disconnection and reconnection of cable and telephone services 

 
· pay an inconvenience allowance to meet small expenses 

 
· help with the cost of new carpets if appropriate. 

 
If you have to move permanently because your home is being demolished, we will: 
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· help you with the items listed above, and you may also qualify for a home loss 

payment.  The amount will depend on the length of your tenancy. 
 
If we do major internal work to your home, but you do not have to move, we will: 
 

· pay an inconvenience payment to cover small expenses. 
 
This usually applies if the work we are doing takes more than 7 calendar days, such as 
putting in new kitchens or damp proofing. 
 
Any inconvenience payment will be credited to your rent account if you have rent 
arrears. 
 
If you need advice about getting help when major work is done to your home, please 
don’t hesitate to contact us. 
 
Applying to carry out our own alteration or improve ment 
 
If you want to alter or improve your home, you must contact us.   
 
We will: 
 

· check your proposal to see if it could affect your health and safety; need planning 
permission from the Council and / or need building regulation approval from the 
Council. 

 
· give you good-practice advice on what you need to do before you start. 

 
Don’t start any work until we have written to give you the go-ahead. 
 
We will also: 
 

· check the work after you have finished.  This is to make sure the work has been 
completed to a reasonable standard. 

 
If the work is not completed to a reasonable standard or within a reasonable time 
period we reserve the right to either complete the improvement or re-instate the 
original, and recharge you for the cost of doing so. 
 
Your right to compensation for improvements 
 
We will: 
 

· explain to you your Right to Compensation for Improvements; and 
· assist you to make a claim if you are eligible 
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Adapting your home 
 
We will: 

 
· acknowledge requests for aids and adaptations within 1 working day 

 
· normally carry out minor adaptations within 7 calendar days (these will not 

usually need an occupational therapy assessment) 
 

· where an occupational therapy assessment is needed, ask the occupational 
therapist to carry out an assessment within 6 calendar months, sooner where 
urgent (this is the County Council’s service standard) 

 
· normally supply aids where needed within 7 working days of the occupational 

therapist’s assessment (this is the County Council’s service standard) 
 

· normally carry out standard adaptation work within 28 calendar days 
 

· normally carry out major adaptation work not needing planning permission within 
42 calendar days 

 
· normally carry out major adaptation work needing planning permission within a 

timescale agreed with the customer and the occupational therapist, taking into 
account the customer’s needs, the scope of the work and the time taken to get 
the necessary planning and building regulation permissions from the City 
Council.  

 
Please contact us for further information on our Aids and Adaptations Policy and 
Procedure. 
 
Decorating your home 
 
We will: 
 

· explain what we can do to help eligible tenants to access our decorating service 
 
We will also: 
 

· within 5 working days of receiving your request, carry out a home visit to 
establish what your requirements are, what we can do to help and when we 
would be able to assist you     

 
· within 1 working day of this home visit, if we are in a position to help, we will 

either issue decoration vouchers or add your details to a programme of work and 
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if so, within a further four working days, inform you when the work is likely to be 
done  
 

· do the decoration in line with the timings in the programme of work. 
 
 
Keeping safe and secure 

 
We want to ensure you are kept safe and secure while living in your home. 
 
This section includes information on: 
 
· fire safety 
· gas safety 
· electrical safety 
· cold weather safety 
· community safety (including crime prevention) 

 
Fire safety 
 
Smoke alarms 
 
We will: 
 

· fit a smoke alarm on every floor in your home.  
 
Gas safety 

 
We will: 
 

· explain where your gas isolation switch is located 
 

· check and service any council provided gas appliances in your home once every 
12 months 
 

· give you gas safety advice and regularly remind you of the need to allow us to 
check your gas appliances once every 12 months 
 

· explain how to use a token meter (if this type of meter is already installed in your 
home) 
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Electrical safety 
 
We will: 
 

· explain where your electricity isolation switch is located 
 

· explain how you can re-set your trip switches 
 

· give you electrical safety advice 
 

· explain how to use a token meter (if this type of meter is already installed in your 
home) 

 
 
Cold weather safety 
 
We will: 
 

· give you advice on how to keep yourself warm and avoid hypothermia (this is 
where your body temperature falls below normal) 

 
 
Community safety – crime prevention 
 

We will: 

· give you general crime prevention advice 
 

· give you specific bogus callers advice 
 

· advise you on how to report crime confidentially 
 

· encourage you to consider setting up Neighbourhood Watch groups
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Looking after your estate 
 

We want to ensure that your estate is kept clean, green and well maintained.  
 
This section has information on: 
 
· Maintaining grass and landscaped areas around your home 
· Cleaning common areas 
· Estate improvements 
· Protecting the environment. 
 
Maintaining grass and landscaped areas around your home  

 
Our grounds maintenance partner will: 
 

· prevent the grass growing higher than 40mm high in general areas rather than 
carry out a set number of cuts each year 
 

· prevent grass growing higher than 20mm around sheltered housing schemes 
and in addition remove any grass cuttings 
 

· prune according to good horticultural practices and keep weed free our shrub 
and rose beds 
 

· prune according to good horticultural practices all hedges depending on their 
species (this could be 1 – 3 times a year depending on weather conditions) 
 

· weedspray all footpaths and communal areas to kill all weed growth, and remove 
dead material 
 

· remove all leaf fall from identified housing areas during the winter period 
 

· edge all identified footpaths removing all cuttings once per year 
 

· maintain the trees as necessary on an individual basis 
 

If you are interested in becoming a street or block representative and helping us to 
monitor the quality of the service you receive, please contact us. 

 
Cleaning of common areas 
 
Cleaning communal areas of flats (where contracts e xist) 
 
Our cleaning partners will clean:  
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· daily - internal bin chutes and bin stores  
 

· weekly - disinfect bin store areas including walls & ceilings, external communal 
bin areas, walls and ceilings, light fixtures, communal balconies, steps, stairs and 
landings, internal glazed surfaces up to first floor level (approximately 2.5m 
high), communal external and internal doors, electrical fittings, signs and notices, 
passenger lifts, other painted and varnished surfaces, communal WCs, 
communal laundries, communal kitchens, communal lounges, communal 
bathrooms, relief warden / guest rooms, communal carpeted surfaces, handrails, 
communal mirrors and pictures, communal window blinds, external glazing up to 
first floor level (approximately 2.5m high), raised half landings. 

 
· every 6 months - communal external glazing above first floor level 2.5m and 

communal soft furnishings e.g. curtains. 
 

· once a year - shampoo and dry all communal carpets. 
 

 
Estate improvements 
 
We will: 

 
o carry out monthly estate inspections 

 
o carry out estate walkabouts 2 per estate / year 
 
o agree the priorities for walkabouts after consulting existing resident groups and 

taking into account other feedback from residents in general 
 
o publish an annual programme of walkabouts in Tenants Times 
 
o write to all tenants in the affected area 1 week before the estate walkabout, inviting 

you to join us on it 
 
o invite representatives from the police, County Council and City Council where 

tenants tell us about problems that need their attention 
 
o hold at least 6 action days a year to improve local areas 
 
o make at least £50,000 a year available for estate improvements identified by 

tenants. The Tenants Forum will decide which schemes are approved and carried 
out, in March each year 

 
o normally complete approved work within 3 to 6 months depending on its scale. 
 
If you are interested in joining or forming a local residents group, please contact us. 
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Protecting the environment – reduce/reuse/recycle 
 
We will: 
 

· give you advice on how you can help protect the environment by reducing / 
reusing / recycling waste. 

 
 
Moving home 

 
We know that things change – some households get bigger while others get smaller. 
 
This section gives you information on how you can move to a more suitable property 
by: 
 

· transfer, or  
· HomeSwap. We particularly recommend HomeSwap as it can be a faster way to 

move. 
 
Transfer 

 
We will: 
 

· give you general advice on transfers  
 

· assist you to apply for a transfer  
 

· keep you informed on available opportunities for rehousing 
 

· regularly review our register of transfers every 12 months  
 

· visit you within 28 calendar days of your application, to talk to you about your 
needs and to give you advice about the transfer list.  Your housing officer will 
also be able to say how often homes become empty in the areas you wish to 
move to and advise you about other options. 
 

· tell you how many transfer points you have within 28 calendar days of receiving 
your application.   
 

· ensure any medical reasons for a move are assessed by either an occupational 
therapist  or by a specialist medical doctor, who will then decide what medical 
priority will be given.   
 



Contact Us  information is on page 2 of this service standards booklet   Page 62 

· advise you about any special schemes designed to help you move e.g. the 
Incentive to move scheme and assist you to apply for them if you are eligible 

 
HOMESWAP 
 
We will: 
 

· give you general advice on homeswap  
 

· assist you to apply for a homeswap  
 

· keep you informed on available opportunities for homeswap 
 

· regularly review our register of homeswaps every 6 months  
 

· make our homeswap register available on the internet and in our offices 
 

· assist you to find a suitable homeswap 
 

· make a decision on whether to approve your homeswap within 42 calendar days 
of you finding a suitable tenant with whom you wish to swap 

 
Sheltered Housing Services 

 
Your Community Scheme Manager 

 
Our Community Scheme Manager will: 
 

· welcome you, introduce you to the scheme and explain how to use any 
communal facilities 
 

· normally be available between 9am and 5pm from Monday to Friday (excluding 
bank holidays) 

 
· contact you daily or however often you prefer, to check on your well-being and 

arrange any help you need 
 
· agree with you a support plan that meets your needs, and then pass your name  

to other agencies who can offer you help 
 

· liaise with your family and other agencies to provide more support after illness 
 

· ensure you live in a safe environment 
 



Contact Us  information is on page 2 of this service standards booklet   Page 63 

· assess and respond to an emergency immediately 
 

· help and encourage you to arrange social activities and take part in the 
management of your scheme 
 

· check and monitor health-and-safety issues daily and sort out any problems 
urgently 
 

· test intercoms, pull cords and pendants every three months 
 

· check your personal contact details with you every three months to ensure they 
are up to date. 

 
Community Scheme Managers cannot offer the following services: 

 

· Personal care 

 

· Lifting or manual handling 

 

· Collecting prescriptions or giving you medication 

 

· Collecting pensions or handling money 

 

· Shopping 

 

· Cleaning, ironing or washing. 

 

You and the Community Scheme Manager can contact each other by: 

 

· intercom call 

 

· the Community Scheme Manager visiting your home 

 

· you visiting the Community Scheme Manager’s office 
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· telephone call 

 

· email 

 

· text. 

 

Your Supported Housing Manager 
 

Your Supported Housing Manager will: 

 

· Regularly visit all sheltered housing schemes 

 

· Attend resident group meetings 

 

· Visit you individually on request to discuss and concerns you may have about 

your sheltered housing scheme. 

 

Getting the Support You Need 
 

We will: 

 

· Produce an individual support plan for you in consultation with you and any 

friend, family members, or interpreter, you wish to have present. 

 

· Ensure the support plan covers: 

· financial help with benefits 

· referrals to the occupational therapist for aids and adaptations to your home 

· referrals to other agencies for help with daily living e.g. cleaning or shopping 

· referrals to other agencies for help with personal care 

· scheme activities, such as social events, outings, coffee mornings 

· how to get repairs done; and 



Contact Us  information is on page 2 of this service standards booklet   Page 65 

· risk assessments. 

 

· Show you a copy of the plan pro-forma before completing it and offer you a copy 

of the plan for you to keep yourself 

 

· Review the plan at least annually, whenever your circumstances change and 

whenever you wish to have the plan reviewed. 

 
Getting Help Outside Normal Working Hours 

 
We will: 
 

· Provide an emergency out of hours service which you can contact by using the 
pull cord in your home or by pressing your pendant if you have one. This will 
contact our Emergency Alarm Centre and they will be able to either send out one 
of your own emergency contacts, such as a friend or relative, or our duty 
Community Scheme Manager and / or emergency services, depending on your 
needs at the time. 

 
In Your Home 

 
Pull cords and pendants 
 
We will: 
 

· Provide pull cords in your sheltered home 
 

· Offer pendants to those of you who are particularly at risk or vulnerable. 
 
Rent and Bills 
 
We will: 
 

· Offer you general advice on rents, service charges and supporting people 
charges 
 

· Offer you general advice on benefits and tax credits 
 

· Put you in touch with our specialist Income Management Team if you require 
more detailed advice and assistance or find yourself in arrears with rent or other 
charges 
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Central Heating 
 
We will: 
 

· Show you how to use the heating system when you move in and again in the 
autumn of each year 
 

· Repair, maintain and service the heating system for you free of charge. 
 

· The heating system will be serviced each year within 12 months of its last 
service. 

 
TV Aerials & Licenses 
 
We will: 
 

· Provide each sheltered housing scheme with a communal aerial upgraded to 
receive digital channels. Some individual bungalows still require an individual 
aerial. 
 

· Apply for a communal concessionary TV licence for all our sheltered housing 
schemes. 
 

· Inform you if government rules mean that your home is not covered by a 
concessionary licence. 

 
Stop Taps 
 
We will: 
 

· Show you where your stop tap is located so that you can turn it off in an 
emergency. 

 
Decorations 
 
We will: 
 

· Advise you what help is available, if you are no longer able to decorate your 
home and have no-one else who can help you. 

 
Pets 
 
We may: 
 

· Take action against residents who keep pets, which cause a nuisance to others. 
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Safety Checks 
 
We will: 
 

· Offer you an independent check of your personal electrical appliances, free of 
charge, to make sure everything is safe for you to use. 

 
Suited Locks 
 
We will only enter your property if: 
 

· You call for help through your community alarm pull cord or pendent 
 

· You don’t respond to an intercom call or visit 
 

· You or your fellow residents are in danger. 
 

If you are not there we will: 
 

· Leave you a note to inform you that we have been in your home and why. 
 
Home Contents Insurance 
 
We will: 
 

· Arrange buildings insurance, BUT this does not cover your personal contents 
e.g. furniture, clothes etc. We strongly advise you to take out a home contents 
insurance policy. 

 
In Communal Areas 
 
Communal Areas 
 
We will ensure: 
 

· All sheltered housing schemes have a communal lounge, kitchen and laundry 
 

· The lounge will be primarily available for events organised by residents of 
Community Scheme Managers, but can be booked for a special occasion where 
family and friends attend. 

 
Laundry 
 
We will: 
 

· Repair, maintain and service all laundry equipment. 
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Heating 
 
We will: 
 

· Ensure that communal areas are heated to a comfortable temperature for all. 
 
Notice Boards 
 
We will: 
 

· Provide a notice board in every sheltered housing scheme 
 

· Ensure the following information is provided on the notice board: 
· a map of the sheltered housing scheme; 

· a map of the local area; 

· details of places of worship of all religions; 

· details of local clubs; 

· details of local doctors’ surgeries, clinics, dentists and chemists; 

· details of any local neighbourhood projects; 

· a bus time-table; 

· taxi and Dial a Ride numbers; 

· information about local shops and post offices; 

· information about Gloucester City Homes services and service standards. 

 
Refuse Disposal 
 
We will: 
 

· provide each scheme with a communal refuse area for bins for use by all 
residents, with the exception of schemes which already have individual areas for 
bins outside each property. 
 

· provide advise on how to re-use, recycle and reduce your waste. 
 
Smoking 
 
We may: 
 

· take action against residents or visitors smoking in communal areas or failing to 
put cigarettes in bins when smoking in communal gardens. 
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Communal Gardens 
 
We will: 
 

· maintain all communal gardens associated with our sheltered housing schemes 
 

· allow residents who wish to plant and look after specific areas if they request to 
do so. 

 
Individual Gardens 
 
We will: 
 

· Advise you what help is available, if you are no longer able to look after your 
garden and have no-one else who can help you. 

 
Car Parks 
 
We will: 
 

· Provide car parking spaces at each sheltered housing scheme for use by 
residents and their guests 
 

· Where required, mark spaces for use by disabled drivers 
 

· Mark an areas close to the entrance of the scheme for use by emergency 
vehicles only. 

 
Safety & Security 
 
Door entry systems and bogus callers 
 
We will: 
 

· Provide a communal door entry security system for each sheltered housing 
scheme 
 

· Offer advice on what to do if you are faced with a potential bogus caller 
 

· Ensure all our staff and service partners carry identification cards 
 
Fire precautions 
 
We will: 
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· Ensure that fire doors are not wedged open. It is essential that they are shut at 
all times and kept free of clutter to provide protection in case of fire 
 

· Provide fire protection systems in each sheltered housing scheme 
 

· Offer advice on what to do in case of fire 
 

· Carry out regular fire tests. 
 
Abuse 
 
We will: 
 

· Ensure all our Community Scheme Managers are trained to recognise when a 
resident is being abused by another person including: 

· financial abuse; · physical abuse; 
· verbal or psychological 

abuse; · neglect; 

· sexual abuse; · racial abuse; 

· discrimination; · self abuse. 

 
Social Events and Committees 
 
Social Events 
 
We will: 
 

· encourage residents of each sheltered housing scheme to suggest or arrange 
social events in the lounge for the benefit of all residents 
 

· encourage residents of each sheltered housing scheme to form a social group 
that can arrange, organise and look after the finances for their social activities. 

 
Resident Committees and Sheltered Housing Forum 
 
We will: 
 

· encourage residents of each sheltered housing scheme to set up or join a 
resident committee so that you can discuss issues of common concern and 
interest with our Community Scheme Managers. 
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