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1. INTRODUCTION AND HISTORY

Homesdale (Woodford Baptist Homes) Ltd was established in 1947 by the Minister of
Woodford Baptist Church, the Rev. Herbert Hunter, to care for the elderly in the Church
and local community.

Initially Homesdale consisted of a Residential Care Home, but in the 1970’s the idea was
conceived that Sheltered Housing could be offered for those retired people who were
more independent.  In 1982, helped by grant from the Housing Corporation, Hunter
Court was completed.  Four years later and a further grant and Mountier Court was
finished.  

Homesdale now consists of 18 beds in the Residential Care Home and 70 Sheltered
Housing flats across Hunter and Mountier Courts.

3
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2. STATEMENTS AND AIMS

SHELTERED HOUSING SERVICE STATEMENT

In a Christian environment:-

Provide a caring, competent, efficient and innovative management for the association’s
housing stock tenants and staff.

Provide and maintain quality affordable housing for older people and/or people in need,
having regard of Tenant Service Authority (TSA) performance Standards.

Provide 24 hour emergency reassurance by way of a monitored emergency alarm
system and/or warden support.

Provide a home for older people where services to tenants can be facilitated in order
to allow tenants to remain in their own homes for longer.

To work closely with social service professionals and health care providers with the
ultimate goals of enhancing the quality of life for our tenants.

Provide housing and a support service for tenants in Sheltered Housing where
individuals have a real say in the process of providing support services

Within acceptable levels of ‘risk’, preserve the dignity and self determination of all
tenants.

OUR COMMITTMENT TO EQUALITY AND DIVERSITY

Homesdale is committed to ensuring its policies and practises provide equal treatment for

Access to Housing
Housing Management
Contractors and Consultants
Employees & Committee Members

All Staff and Committee members are committed to and promote Homesdale’s Equal
Opportunities and Anti Discriminatory Policy & Practise statement.

Sheltered Housing Booklet  17/2/09  9:59 am  Page 4



5

EQUALITY AND DIVERSITY PLAN

Homesdale has an Equality & Diversity Plan which aims to promote equality and
eliminate unlawful discrimination.  Monitoring systems have been introduced and are
reviewed in line with the Plan.

CHARITABLE STATUS

Homesdale is a charitable organisation and is registered with the TSA.

Homesdale is also registered as an Industrial and Provident Society, with the Financial
Services Authority.

3. OUR ORGANISATION

Homesdale is governed by a Management Committee, which carries ultimate
responsibility for Homesdale’s affairs.

The Committee compromises of members of local Churches.

The Committee has a wide variety of skills including finance, housing management,
human resources, and nursing.

Each year the Committee reviews the skills of its members and identifies recruitment
needs.

An up to date list of all the Committee members and contact details is shown on the
notice boards in Hunter and Mountier Courts.

OUR STAFF

All staff are based at the Homesdale Complex.  The Housing Officer’s  and Warden’s
offices are both situated in Mountier Court.

There is also an onsite Maintenance Officer who looks after the Complex and gardens.
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4. OUR COMMITTMENT TO YOU

We are committed to delivering a high quality of service and aim to respond effectively
to your needs in the services we provide.

Homesdale uses the Housing Corporation ‘A Charter for Housing Association Applicants
and Residents’ to set targets for our service delivery and monitor performance.

You will receive a copy of this with your Tenancy Agreement.

A Summary of targets is as follows

Be easy to contact

Be available to speak to you or make a time that is convenient 
Respond to your messages or letters within 2 working days
Visit your home if requested within 3 working days

Treat you fairly

We aim to treat all tenants and applicants equally, with respect and courtesy

Give you clear information

You will receive a Newsletter once a month
You can request a copy of your rent statement and Homedale’s annual report
We will keep all your details confidential 

Help you feel safe and secure

We will maintain our properties with security in mind
We will set aside funds each year for improvements
We will treat all problems that are dangerous as an emergency
We will not accept abusive behaviour 
We will help neighbours sort out nuisance complaints
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Help you look after your home

We will carry out repairs in our target response times
We will consult you on major repairs and liaise on arrangements
We will ensure our contractors are polite, tidy and courteous

Help look after the Complex

We will consult you about the services we provide in communal areas
We will inspect and record the standard of the communal areas regularly

Keep you informed about rent and service charges

We aim to make our rents affordable
We offer help and advice if needed

Invite you to take part

We will promote your participation  in Tenants’ Groups
We will hold Tenants’ meetings twice annually and consult you on relevant issues

Listen to your opinion

We will listen to you to understand what you want from us
We will consult you on all major issues that affect your property

React when things go wrong

Provide a professional service to all tenants
Take all complaints seriously
Put right mistakes and learn from them
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5. MOVING IN

Your tenancy start date will have been agreed with the Housing Officer before you sign
your tenancy agreement. This is the date from which you are responsible for paying the
rent, regardless of whether you have moved in.

ELECTRICITY

You should be aware of where your electrical fuse box is in case you need to turn this
off or direct others to it in an emergency.

In most flats the fuse box is in the larger walk in cupboard.  In a few flats it is over the
front door.

You are responsible for arranging for the electricity account to be transferred to your
name.  You will need to contact the Warden or Housing Officer to arrange for access to
your meter to take a meter reading.  You can use whichever electricity supplier you wish
and the bill can be paid quarterly on receipt of the bill or by monthly direct debit.

WATER

Water charges are collected in the service charge and Homesdale then pays the water
company.

You should be aware of where your stopcock is in case you need to turn this off or direct
others to it in an emergency.

In most flats the stopcock is in the airing cupboard.  In a few flats it is under the sink in
the kitchen.

COUNCIL TAX

The Housing Officer will notify the LB Redbridge that the property will be occupied from
the date your tenancy commences.  You will have to pay Council Tax from this date.  If
you are a single occupant you will be entitled to a 25% reduction on you bill.  Please
check that this has been deducted when you receive your bill.

You may be entitled to Council Tax Benefit if you are on a low income and are without a
great amount of savings.  Please speak to the Housing Officer if you need further
confidential advice.
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TELEPHONE

All properties have an existing phone line.  You will need to contact the relevant supplier
to transfer the account.

TELEVISIONS AND TV LICENCES

Homesdale has a communal television aerial for each building, with a socket fitted in
each flat.

There is a also a television in both the communal lounges for tenants to enjoy

Homesdale has a concessionary license which covers all flats in the Complex so you
will not need an individual T.V. License.  You will be required to provide your full name,
date of birth and national insurance number so Homesdale can add you to the license.

Mountier Court currently has a communal satellite dish installed.  If you wish to be
connected to this, you will need to contact Sky TV.

Currently Hunter Court does not have this facility, but if you are interested please
contact the Warden.

Please remember a loud television can disturb nearby tenants.  Most televisions can be
fitted with earphones.

INSURANCE

Nobody likes to think that anything bad will happen to them however, if you have a flood
or fire and your belongings are destroyed and you need to replace them - if you do not
have contents insurance then it will be expensive.

Homesdale is only responsible for insuring buildings and fixtures, this includes kitchen
units, bathroom fittings and heating installations

Homesdale recommends that you take out home contents insurance to cover theft or
damage to your belongings.  We are not responsible for insuring your possessions.
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6. LIVING IN YOUR HOME

COMMON HALLS AND STAIRWAYS

Under Health & Safety Regulations, communal halls and stairways are a means of
escape in case of fire and must be kept clear.  They should not be used as a storage
area.

Fire doors must not be wedged open.

Homesdale is responsible for the maintenance of the communal areas.  Please report
any problems to the Warden.

DOOR ENTRY SYSTEM

The door entry systems allows you to speak to, and identify callers before releasing
the door.

Please do not let callers in if you are unsure who they are, instead ask them to contact
the Warden.  Do not admit callers on behalf of another tenant.  A genuine caller will not
be offended by you asking who they are.

KEYS

You will be given a key fob and a flat key per person.  The key fob will give you access
through the main door.  Only one of these will be given per tenant, copies cannot be given
to family or friends.  If your fob is lost or stolen please notify the Warden as soon as
possible. The fob can then be deactivated (to prevent misuse) and a replacement given.

One flat key is issued per tenant, however copies can be obtained from a locksmith for
family and friends.

You will also find window keys inside your flat.

CCTV

The Homesdale site is covered by CCTV recording 24 hours a day.  This covers the
main entrances and the grounds.  

Please be aware that Homesdale Close is a public road maintained by London Borough
of Redbridge and therefore Homesdale has no authority to prevent members of the
public or cars from using it.
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GENERAL SECURITY

Please ensure that you keep your flat door locked at all times using the latch on the
inside of the door.

For properties on the ground floor Homesdale advises that all windows are closed at
night and when you leave your property.

If you open windows in the communal areas, such as the lounge and laundry, please try
to remember to close them when you leave the area.

REFUSE DISPOSAL

There is a refuse chute in both buildings at the end of the corridor.  Please ensure you
wrap all your rubbish securely before putting it down the chute. 

Please do not leave any rubbish in the bin areas.  If your rubbish is too large to go down
the chute please carry it downstairs and place it in the bin, or speak to the Warden who
will try to arrange for someone to do this for you.

AIDS AND ADAPTATIONS

If you feel your property needs to be adapted to suit your needs and maintain your
independence, please contact the Housing Officer to discuss this. You may be entitled
to a grant to fund this work.

MEALS

Homesdale Residential Care offers a meal service to Sheltered Housing.  You can have
a midday meal either in your flat or join others in the dining room.  The Warden can give
you further details of this service.
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7. WARDENS

The Warden’s office is situated on the ground floor of Mountier Court, just inside the
main entrance.  If you live in Hunter Court you can use your key fob to enter Mountier
Court.

The Warden is on duty from 7.30am-4pm

Homesdale has a number of Wardens to ensure you receive the service 7 days a week

What does the Warden do?

Provides background support without interference

Respects your privacy and dignity

Calls each tenant daily

Will be your first port of call for any issues

Will provide a friendly environment for you to live in and honour confidentiality
in dealing with your matters

Liaises with family, doctors, social services and other professionals

Will respond to emergencies by calling the emergency services as and when
necessary and notifying your relatives or relevant person you have listed on
your records

Inform tenants of local facilities and alternative sources of help and support to
respond to your changing needs to help you live in your home as long as
possible

Encourage involvement of relatives

Records repairs in Maintenance Log

Will be responsible for the safety of tenants

Will encourage social activities and events in the Complex

Will maintain accurate records, requests and complaints relating to the scheme
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The Warden does not

Provide medical, domestic, or nursing care

Dispense drugs or medication or collect prescriptions

Take responsibility for your valuables or securing your home

Handle your money

It is important that you

Tell the Warden the names and contact details of your nearest relatives, friends
and doctor in case they need to be contacted in an emergency

Tell the Warden if you are going to be away overnight in case there is an
emergency at the Complex

EXTRA CARE

Homesdale is registered as a Domiciliary Care Agency. This means that Homesdale may
be able to help you with things such as personal care, daily tasks (such as shopping,
laundry etc), and medication.  If you feel you may need help in these areas contact the
Domiciliary Care Manager who will be able to discuss the support you need and how
this can be achieved.

MORNING CALL

To ensure you are well, a call is usually made to each tenant in the morning.  Should
you have any concerns please inform the Warden.

If you do not respond to the call the Warden will enter your flat to check on your well
being.

If you are going out very early please let the Warden know

ALARM SYSTEM

When the Warden is on duty (between 7.30am-4pm) you can use the alarm system to
contact the Warden about any concern or problem you may have.  However, once the
Warden has gone off duty (between 4pm-7.30am) the call system should be used for
emergency contact only.  If it can wait until the next morning, speak to the Warden
during your morning call.

Whoever answers your call will take the appropriate action required at the time to deal
with your needs.
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8. COMMUNAL FACILITIES

Homesdale has communal facilities for use by the tenants.  The costs of running these
are included in your rent and service charge.  They include:

Guest Room

Laundry

Lounge

Gardens 

Car Parking

GUEST ROOM

A Guest Room is provided in both buildings.  This is a twin bedded room and can be
used for relatives and friends from out of the area to stay overnight.

There is a small charge  per person per night for the room.  

The room has its own toilet, tea making facilities and small fridge.  Tenants or visitors
must provide their own bed linen (top and bottom sheet and pillowcases).

To book the room speak to the Warden, who will let you know the availability.  If the room
in your building is booked it is possible to use the room in the other building if available.
To avoid disappointment please make your booking as soon as you can.

In an emergency and the Guest Room is not available a visitor may stay overnight but
you must inform the warden. This will ensure Homesdale is aware of the number of
occupants in the building should an incident occur overnight.

LAUNDRY

There is a laundry in both Mountier & Hunter Court.  Each laundry has 2 washing
machines, 1 tumble dryer and 1 spin dryer.  The Warden will explain how to use the
machines.

Mountier Court has a rota for using the laundry.  Please speak to the Warden about the
available slots.
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In Hunter Court you can use the laundry at anytime if the machines are available.

Please ensure you observe the comfort of others and do not use the laundry at
unsociable hours.  If there is a notice displaying hours of use please respect it.

LOUNGE

Communal lounges are provided for your use at any time.  Family and friends are
welcome to take part in any functions or activities that are taking place in the lounge.  

Tea and biscuits are served every weekday afternoon from about 2pm-4pm.

GARDENS

The gardens and grounds are provided for the pleasure and enjoyment of the tenants.
Homesdale employs a Maintenance Officer who also looks after the grounds.

CAR PARKING

There are parking facilities at Homesdale, however they are at a premium and there are
no allocated parking spaces.

The spaces can only be used when visiting the Complex.

Please ensure you and your visitors’ park considerately, completely in a marked bay.

Please do not park in Homesdale Close unless there are no other spaces available.
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9. THE ALARM SYSTEM

The pullcord in your flat activates the alarm system and should be used in an
emergency. Please do not tie up or knot the pullcord.

When the Warden is on duty (between 7.30am-4pm) you can use the alarm system to
contact the Warden about any concern or problem you may have.  However, once the
Warden has gone off duty (between 4pm-7.30am) the call system should be used for
emergency contact only.  If it can wait until the next morning, speak to the Warden
during your morning call.

Whoever answers your call will take the appropriate action required at the time to deal
with the problem.

The Warden or emergency support will be able to hear you and speak to you over the
system.

You can request a pendant alarm, which is worn round your neck.  If you feel you need
this speak to the Warden.

Please do not tie up or knot the pullcord.
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10. SUPPORTING PEOPLE

Supporting People is a way of funding the support services you get as a sheltered
housing tenant. It began on 1 April 2003. Before then you used to pay for these
services as part of your rent and service charge.

It helps to pay for the support services that enable you stay in your home and live
independently for as long as possible.

These include:

a warden

a community alarm service

It does not pay for personal services such as shopping, cleaning or collecting
prescriptions.

If you are receiving housing benefit to cover your rent you will also have your Supporting
People charge paid for by the Local Authority Supporting People Team.

CONTRACT WITH LOCAL AUTHORITY

Homesdale has to enter into a contract with the Local Authority Supporting People Team.

The contract states what services we must provide and the quality of those services.
The Local Authority Supporting People team will monitor the service provided by asking
Homesdale for regular performance reports and inspecting the services.

NEEDS ASSESSMENT & SUPPORT PLANNING

In order to ensure you receive a service from Homesdale that meets your needs we will
complete a needs assessment, risk assessment and support plan for you.  This will help
to ensure that you are given the appropriate support whilst living at Homesdale.  It will also
enable you to have more influence over the support services at Homesdale.
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You are involved in the process during your time at Homesdale and your views are
recorded throughout the process.  The process has been developed so you can address
issues and problems confidentially and develop possible solutions.
The assessments and plans are reviewed on a 6 monthly basis, or when your need
changes.  However, you can request a review at any time, just contact the Warden to
arrange this.

Needs Assessment – this is an initial assessment to check the support offered at
Homesdale fits the need you have and is usually done before you come to Homesdale.

Risk Assessment – this is completed once you have moved in and will evaluate the existing
or potential areas for concern.

Support Planning – this is to address issues, and put forward an action plan to maintain
independence.
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11. YOUR RENT

RENT

The rent you pay includes the cost of

management
maintenance
major repairs
renewals and improvements

SERVICE CHARGES

Tenants also have to pay a service charge.  They are listed separately and include
communal items such as

lighting/heating in communal areas
gardening
cleaning in communal areas
exterior window cleaning
lift maintenance
fire safety equipment maintenance
laundry equipment
cost of heating, hot water and water rates for your flat
housing management staff costs
depreciation of equipment such as boilers, lift and emergency equipment

The service charge is reviewed annually and you will be provided with a breakdown.

HOW THE RENT IS SET

ASSURED RENTS

Assured rents are set by Homesdale on an annual basis in accordance with the
Government’s rent restructuring requirements.  You will receive one month’s written
notice of any change in you rent.  

If you are not happy with the level of rent charged you can appeal to the Rent
Assessment Committee.

SUPPORTING PEOPLE CHARGE

This charge is shown separately from your service charge.  It covers support related to
the Warden service and alarm system.
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12. PAYING YOUR RENT

Rent and service charges are payable monthly in advance by Standing Order.

Paying your rent is your responsibility, you must ensure it is paid regularly when due.

HOUSING BENEFIT

If you are on a low income or have low savings you may be eligible for Housing Benefit.
If in doubt always apply.

If you need help with your application please contact the Housing Officer.  You can also
request assistance from a visiting officer from the Housing Benefit department to go
through the form with you.

It is important to notify the Housing Benefit department immediately if your
circumstances change.  

If The Housing Benefit office requests that any of your benefit is repaid, Homesdale will
seek to recover this from you.

SUPPORTING PEOPLE

If you are receiving Housing Benefit you will also have your Supporting People charge
paid.  This is always paid directly to us.
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13. REPAIRS, MAINTENANCE AND IMPROVEMENTS
What is Homesdale responsible for?

Repairs to the building such as external structure, including the roof and roof
covering, brickwork, pointing, lintels, external walls and openings, load bearing
and structural walls

Windows, window frames, window ironmongery including window locks, doors
and door ironmongery

Door entry system, security and fire fighting equipment

Guttering, downpipes, rainwater pipes, drains gulleys, underground sewers

Mains water supply

Gas supply

Lifts including motors, hoists, cables, doors, shafts and associated plant and
machinery

Floors 

Bathroom fittings including bath, basin, toilet, cistern, taps, waste pipes, water
supply

Central heating radiators, pumps, pipes

Boilers, annual servicing 

Lighting, electrical switches, socket outlets and fittings

Kitchen fittings including sink, taps, waste pipe, water supply, cupboards,
worktops, drawers

Communal kitchens, lounges, corridors, stairwells

Cleaning communal areas

Grounds Maintenance

What are your responsibilities?

To report any repair or defect

To repair any improvement you have carried out

To put up curtain rails, adapt doors to accommodate carpets etc
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REPORTING A REPAIR

Report the repair as soon as possible to the Warden, or Housing Officer 

The details will be noted in the maintenance log with the date it was reported

You will be notified of whether the handyman or an external contractor will carry
out the repair

Repairs are completed in order of urgency which is not necessarily the order
they were reported in

Repairs are classified into categories, ranging from emergency to non urgent
routine repairs.  Each category has an allocated time in which it must be 
completed.

EMERGENCY  respond immediately
Examples include, uncontrollable plumbing leaks.

EMERGENCY  complete within 1 day.  Either repair or overcome worst effects
Examples include, electrical faults, damage to windows/doors which result in
breach of security.

URGENT  complete within 7 days. Affects comfort or convenience of Tenant
Examples include, blocked gutters, defective toilet cistern, defective radiator 

ROUTINE  complete within 1 month. Causes no serious discomfort to Tenant.
Examples include, tile off wall, defective window above ground floor

NON URGENT/ROUTINE complete within 3 months.  Causes no discomfort
and needs to be placed in a programme of jobs for specific
trades/contractors.
Examples include kitchen cupboard door fallen off

The timescales above are the longest time each category of repair should take,
however, Homesdale will make every effort to ensure repairs are carried out as
promptly as possible.

PLANNED & CYCLICAL MAINTENANCE

Tenants  will be informed with sufficient notice of any planned or cyclical maintenance, and
given information as to what will be involved and the possible effects during the work.
Tenants  views and needs will be taken into consideration when planning the programme
of work.
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THE RIGHT TO IMPROVE YOUR HOME

If you want to make your own improvements or alterations to your home such as
installing a shower you must write to us to get our permission.

We would only refuse permission for good reasons Eg. If it would be unsuitable for
future occupants, would make the property difficult to let in the future.

REDECORATION

The property will have been decorated by Homesdale while it was vacant and before
you moved in.  Homesdale has a cyclical maintenance programme of giving each tenant
the opportunity to have their property redecorated every 5 years.  When you have been
in your property 5 years you will be contacted and asked if you wish to have your
property redecorated.  The redecoration does not include the inside of cupboards.  All
properties are painted in the same colour scheme, white woodwork and magnolia walls.
If we give you permission it will be in writing and the following conditions will apply:

it will not be detrimental to the scheme or succeeding tenants

it will be carried out at no expense to Woodford Baptist Homes

it will be carried out to a good standard and comply with appropriate
regulations

it will be carried out by a skilled contractor

it will be inspected by us upon completion

You must send us three estimates indicating your preferred contractor. If we consider
the estimates reasonable you may start the work once we have given written
confirmation.

When the work is completed you will be responsible for maintaining the Improvements
you have done unless we agree in writing that we will be responsible for them.

When you leave, you can take the installation or improvement with you as long as you
make good any damage and put back what was there before you altered it.

RIGHT TO COMPENSATION FOR IMPROVEMENT

Under certain circumstances you have the Right to Compensation for Improvement
under the Housing Act 1985 and the Tenants’ Charter.
If we have given permission as detailed above, on terminating your tenancy you can
make a written claim for compensation.
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The entitlement to compensation will be based on the original sum agreed and the time
elapsed since the improvement was carried out.

The amount of compensation will be offset against any rent arrears or any works
required to repair damage to the property.

There will be no entitlement if the tenancy is terminated following legal action.
Further details of this are available on request.

14. GETTING INVOLVED

Homesdale believes that involving you in the way the Complex is run helps provide the
best service.

TENANT MEETINGS

Twice a year, the Warden will arrange meetings, open to all tenants, where the
management of the complex will inform tenants of new developments and consult about
such developments. Tenants will be able to bring any matters to the meeting that they
wish discussed.

CONSULTATION MEETINGS

There will be meetings, as appropriate, to discuss issues that may arise if the timing of
regular meetings is not appropriate.  These are usually called to discuss a particular
issue or proposal that will affect the whole Complex.

NEWSLETTER

The Warden will publish & distribute a monthly news letter, (Courtdale News), which will
inform tenants of relevant news, forthcoming events & encourage contributions from
tenants. 

AMENITY COMMITEE

Homesdale encourages and supports tenants groups.  There is currently an Amenity
Committee which plans social events throughout the year.

The Warden will arrange an Annual General Meeting where the Amenity Committee is
elected and reports on the year are given including financial reports.
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SURVEYS

Homesdale sometimes looks to get feedback on particular issues through a
questionnaire or survey.  This is often a valuable tool to look at specific questions and
gauge a consensus of opinion.

Homesdale conducts a full tenant satisfaction survey every three years

15. SAFETY IN THE HOME

FIRE

The details of emergency fire action is on the inside of your front door.  

Close doors at night and ensure fire doors are not wedged open

Ensure cigarettes are extinguished

Don’t dry clothes over heaters

Do not leave chip pans unattended

Keep exits and passageways clear

Do not overload electrical points

SMOKE ALARMS

All flats have a mains operated smoke alarm in the lounge or main room.  These can
be set off by cooking (especially frying) smoke and sometimes dust or talcum powder.  

Please be aware of this and try to close the kitchen door if frying.

The alarms are cleaned and tested annually.  You will be notified when this is to happen.
When your smoke alarm sounds a message notifies the Warden or Care staff that a
smoke alarm is sounding, and in which flat.  The member of staff will then either speak
to you through the panel on the wall or come to your door to check the situation and
will act accordingly.
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FIRE SYSTEM

When the fire alarm sounds a message notifies the Warden or care staff that it is
sounding and the staff member can get details of the specific location of the alarm from
the fire panel.

The staff member will then check this area and silence the alarm if no evidence of fire
or smoke can be seen.
If the alarm does not cease then you will need to follow the fire procedure.  A reminder
of this is on the inside of your front door.

In Sheltered Housing the Fire Officer has instructed Homesdale to operate a ‘stay put’
policy.  If the fire alarm sounds you remain in your flat with your front door closed.  You
should get ready to evacuate and make yourself visible at your window if possible.  You
should wait for instructions from Staff or the Fire Service.

If you discover a fire you should sound the alarm and vacate the area by the nearest fire
exit or move behind the next set of fire doors and wait until instructed on what to do.

ELECTRICAL SAFETY

One of the main causes of domestic fires is overloaded electrical points.  For your own
safety and that of others,

Unplug appliances not in use

Put correct fuses in plugs

Check flexes and plugs for signs of wear
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16. NUISANCE AND ANTI SOCIAL BEHAVIOUR

Anti social behaviour can be any action that causes distress, disturbance or nuisance
to yourself or others

Persistent noise from music or TV
Pollution from fumes or smell
Dumping of rubbish
Malicious damage

We encourage and help you to try to solve the issues yourself if possible.  

The first thing to do is make the person aware that what they are doing upsets you.
They may not be aware that they have upset you.  Try to be reasonable and objective.

If the problem persists than contact the Warden.  All reports are dealt with in
confidence.

You will then be contacted to discuss the problem further.  Homesdale will then offer
help and support to try to resolve the problem.  This may involve the other party.

You may be asked to keep a diary of events to help us gain a picture of what is
happening.

It is Homesdale’s aim to resolve all issues at this stage.

HARASSMENT

Homesdale will strive to ensure the organisation is free from harassment, bullying and
intimidation.

Harassment includes verbal abuse and physical assaults. It can also include incitement
and abusive behaviour such as spitting and threats.  Homesdale will ensure that the
issues are tackled and appropriate action taken.

We undertake to 

Ensure the workplace is free from discrimination or harassment. 

Promote respect within the workplace.

Ensure the tenants and staff are aware of Homesdale’s stance on harassment,
and the measures that will be taken against perpetrators of harassment.

Monitor incidents of harassment, and the action taken.

Regularly review policies that address harassment, bullying and intimidation,
including policies that link to these issues.  These include Protection of
Vulnerable Adults, Whistleblowing, Safety of Staff and Lone Working.
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17. COMPLAINTS

Homesdale recognizes that things sometimes go wrong.

If you are not happy with any aspect of the service provided by Homesdale you may
wish to make a complaint.

Homesdale promises to: 

Deal with your complaint promptly, efficiently, courteously and fairly

Keep you informed

Record and monitor your complaint with a view to improving the service

Homesdale has a Complaints Policy & Procedure, a copy of which is available in the
Policy Folder in either of the communal lounges, or this can be provided by the Warden.

A summary of the procedure is 

STEP 1 – Informal Complaint

Make the complaint to the senior person on duty, Homesdale aims to resolve your
complaint immediately

If the complaint is more complicated or you are not satisfied, you will be given the name
of the person who will investigate the complaint. You will receive a full response in 10
working days. Homesdale aims to resolve all complaints at this stage. If you are still not
satisfied you can make a formal complaint. 

STEP 2 – Formal Complaint to Manager

Contact the Chief Executive in writing detailing the complaint.  Your complaint will be
acknowledged in writing.

The Chief Executive may appoint someone to gather information and you may be asked
what you want Homesdale to do to resolve your complaint.

Homesdale will answer your complaint in 15 working days.
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STEP 3 – Complaint to Management Committee

If you are still not satisfied you can approach the Management Committee.
The Chief Executive will pass all the information onto them.  The Management
Committee may need to discuss the complaint with you. 

Homesdale will answer your complaint in 20 working days.

STEP 4 – Complaint to Housing Ombudsman

If you are still not satisfied after completing the steps above then the Housing
Ombudsman can pursue the complaint for you.  They will have expected you to have
followed all of the stages of Homesdale procedure.

Housing Ombudsman
81 Aldwych

London
WC2B 4HN
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18. MOVING ON

There are many reasons you may wish to move on.  

If you wish to transfer to another property owned by Homesdale all applications are
considered in line with our Transfer policy.

To be eligible for a transfer you must have lived in your present property for a year.

If you require additional personal or nursing care which can’t reasonably be delivered in
your flat you may have to look at a residential or nursing home.

If you need financial help Social Services will need to carry out an assessment of your
needs and recommend the type of care needed.  If you do not need any financial help
you can apply directly.

Homesdale has a residential care home with 18 beds.  If you would like to consider a
place there contact the Care Manager.

MOVING OUT

You must give one calendar month’s notice if you wish to end your tenancy.  Rent is
payable for this period.

You must leave the property in good condition and remove all possessions, including
the carpeting.

You need to return all keys to the warden.

Please leave a forwarding address.

You will need to inform your electricity supplier of the meter reading.  The Warden will
give you access to your meter.
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Homesdale (Woodford Baptist Homes) Limited
Telephone: 020 8989 0847      www.homesdale.co.uk

Registered with the Housing Corporation no. LH2021 and with the FSA as an Industrial and Provident Society with charitable status no. 13406R
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