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On behalf of the Board
members and staff at the
Salvation Army Housing
Association (SAHA), I would
like to welcome you to your
new home. I also hope that
you will find this handbook
helpful and informative. It is
full of useful information
about the association, about
the services we provide to
you and your rights and
responsibilities as a resident

of a Housing Association. The handbook has been
devised in consultation with our current residents
and the resident editorial groups.

We have taken on board suggestions made by our
current tenants when devising this handbook and tried
to include all the essential information you need to help
you settle in to your new home as quickly as possible. If
you would like to know more details about any aspect of
our services please contact your Housing Officer,
Housing Support Worker or a Customer Services Officer,
who will be pleased to help you.

Welcome
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From time to time we may send you additional pages
for you to add to your handbook so you can keep the
information up to date.

We are also able to provide a large print or audio version
of this handbook.

Please remember, if you need any assistance our
Customer Service Centre is your first point of contact.
The phone number is a free phone number
0800 970 6363 therefore you will not be charged for
your call from most landlines. The opening hours are: 

8.30am to 6.00pm Monday to Thursday. 
9am to 5pm on Friday. 
Phone 0800 970 6363.

Please ring the above number in the case of any out of
hours emergency and follow the prompts. You will then
be connected to our Out of Hours Contractor.

You can also email SAHA. For all general enquiries e-mail
General.EnquiriesCSC@saha.org.uk or to report a
repair e-mail Repairs.RequestCSC@saha.org.uk .
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The following is a list of things that you need to
sort out when you move into your new home. Your
Housing Officer or Housing Support Worker will be
able to give you more advice if you require it.

Who You Must Inform About
Your Move

Gas and Electricity
As well as arranging connection of new supplies in your
new home, you will need to arrange for meter readings
and disconnections at your old address. The gas and
electricity companies offer a number of payment methods.
They also have consumer advisors who can give you
advice about how to use fuel wisely and keep costs down.

Local Authority Council Tax
Tell the council (council tax section) that you are a new
tenant, so they can arrange for your new payment,
which can be made in instalments. It’s better to sort this
out quickly as you could face a large bill later, or even
prosecution, if you do nothing.

Water Companies
Water rates are generally the resident's responsibility. You
need to contact the water company to arrange
payment. Again it’s better to sort this out quickly to avoid
big bills later.

Section 1
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Benefits Agency
If you are entitled to benefits, you should contact your local
benefits office as soon as you move so that your claim can
be altered and to prevent it being stopped.

Housing Benefit Departments
You may be entitled to help with your rent from the
Local Authority through Housing Benefit. If you are
already claiming housing benefit you must tell them of
your changes straight way. Some residents find it helpful
to ask the Council to make the payment direct to SAHA.

Your Housing Officer or Support Worker will be pleased to
explain benefits in further detail, and is able to offer a
benefits calculation which will give you an idea if you qualify
for help, and approximately how much you are entitled to.

Important Information
About Your New Home
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Household Insurance
As SAHA is not responsible for insuring the contents of
your home we strongly advise you to arrange for home
contents insurance to cover your furniture, personal
possessions and decorations. Residents can get
comparison quotations for household insurance from
the website. Your Housing Officer can also give you
further information and advice on low cost insurance.

Redirecting Your Mail
You can get the post office to redirect your mail from
your old home to your new one but you will be charged
for this service. If you don’t get your mail redirected, to
avoid identification theft/fraud, please ensure that you
notify your bank, building society and any credit
companies of your change of address to avoid your
personal details being posted to the wrong address.

Section 1
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Keys
SAHA does not keep spare keys to your home so, if
you lose your key and the lock has to be forced, you
will be charged for the damage. If possible, leave a
set of keys with a close friend or relative rather than
in your home.

Local Information
Your Housing Officer or Support Worker will be able to give
you information about your local facilities. You can also find
this information on SAHA’s website, www.saha.org.uk.
We also recommend that you register with a doctor straight
away, rather than wait until you are ill.

TV Licence
You will need to update the address on your TV licence. 
Write to TV Licensing, Barton House, Bristol, BS98 1TL or phone
0844 800 6790 or visit the website www.tvlicensing.co.uk 

Drivers Licence
Don’t forget that the address needs to be updated on your
drivers licence.

Telephone Connection
If you need a telephone line for personal and/or internet use,
please speak to your Housing Officer who can give you the
information you need to arrange for a line  to be connected.

Important Information
About Your New Home
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Helpful Information On Moving In

Settling In
After you have moved in, your Housing Officer will
contact you during the first few weeks of your tenancy,
to see how you are settling in and to answer any queries
you may have. Also a Customer Services Officer will
ring and ask you about your new home and the service
you received to see how satisfied you are. If you
have problems or enquiries prior to these contacts
please get in touch with the Customer Service Centre
and speak to an officer on 0800 970 6363.

Identification
Please remember that all staff who visit you at your
home carry with them a signed SAHA identity card with
their photograph on it. If you do not recognise a caller,
please ask to see their identification and, if in doubt,
do not let them into your home.

Furnishing and Decorating Your Home
SAHA do not usually provide furniture or carpets. If you
wish to redecorate your home, this will be at your own
expense, however in some circumstances SAHA will give
decoration vouchers to new tenants. It may also be
possible for you to apply for a loan from the Social Fund
through your local social security office towards the cost

Section 1
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of buying essential items for your home. You can ask the
Benefits Agency or your Housing Officer for information.
Additionally, SAHA have close links with The Salvation
Army and, whilst not all areas have furniture projects,
your Housing Officer or Support Worker can give you
more information and offer advice or assistance.

Heating and Hot Water
Make sure you know how your heating and hot water
systems work. Your Housing Officer will explain when
you move in and assist if you are not sure. If you have a
gas supply your housing officer will put a location 
tag on the valve so you will be able to see it easily in 
an emergency.

Important Information
About Your New Home
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Gas Leaks
If you smell gas it is important that you take the
following steps:

•  Put out all cigarettes and do not ignite a match or use 
any other naked flame.

•  Avoid using electrical switches (including light switches).

•  Open doors and windows to get rid of the gas.

•  Check if a pilot light has blown out or a cooker ring
has been left on.

If you think there is a gas leak, turn off the supply at
the meter and telephone National Grid immediately.
They maintain a 24hr emergency service and will visit the
premises to stop the leak and ensure your house is safe.
Also advise the Customer Service Centre at the earliest
opportunity. Please note that we need to give authorisation
for any additional repairs that may be necessary.

For any Gas Emergency call National Grid free on
0800 111 999.

Section 1
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Water
Your Housing Officer will show you where the stopcock for
your water supply is located and will put a location tag on
so you can easily identify its whereabouts in case of an
emergency. If you have a burst pipe you should firstly turn
the water off at the stopcock and turn on all the 
taps to drain the system. Try to catch the leaking water 
in a container to
decrease the damage.
Then report the burst
to SAHA’s Customer
Service Centre.

Frost Precautions
Water can freeze
inside pipes during
cold weather. This
cracks the pipes and
can cause damage to
the building and your
own decorations and
possessions. In the winter, when there is a risk of frost,
always leave some heating on if you are going to be
away from your home overnight or a few days. It only
needs to be on a low setting, but this will keep the 
pipes safe.

Important Information
About Your New Home
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Condensation
Condensation is moisture that is produced in all our
homes. The warmer the air is the more water vapour or
moisture it can hold. When warm air comes into contact
with a cold surface, such as windows or a cold wall, the
moisture turns to liquid and forms droplets of water,
which is known as condensation. This frequently
happens in warm, wet rooms like kitchens and
bathrooms. It is seen on windows as steaming up and
as patches of dampness on walls and ceilings.

Small amounts of condensation can be found in most
homes but, if it is not dealt with, mould growth will occur
and in severe cases this can lead to unhealthy living
conditions. If mould is allowed to grow on furniture,
clothes or decoration, they will become damaged. If you
think you have condensation in your home there are a
number of steps you can take to help the situation:

•  Raising the temperature helps reduce condensation,   
so try to keep your home as warm as you can afford.

•  Use central heating if you have it. It is best to have the    
heating on longer at a lower temperature.

•  Use draught excluders where possible. If condensation   
does form on windows wipe it off.

Section 1
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•  Open windows where possible to improve ventilation.
This will allow the air to circulate and help stop   
condensation forming.

•  Do not dry clothes inside if at all possible and certainly 
not on radiators. This will increase the moisture in 
the air.

•  Try not to put furniture in front of radiators.

•  Do not block air vents.

•  Never use portable gas heaters.

• Keep internal kitchen doors closed when you are 
cooking and keep lids on pans and open the kitchen   
window slightly.

• If you have a tumble dryer, 
ventilate it to the outside. 
If it is not possible try not 
to use it when you are 
cooking.

• When you are taking a 
shower or a bath, put cold 
water in the bath before 
you add hot water and 
always open a window 
afterwards.

Important Information
About Your New Home

17



Fire Safety
You can reduce the risk of fire by following basic
safety precautions:

•  Never dry clothes too close to heaters or cookers.

•  Make sure all fires are guarded, especially if you have 
young children.

•  If a smoke alarm is not already in your home, consider   
fitting one. Make sure the alarm conforms to the British 
Standard BS 5839 and if it requires batteries ensure they 
are tested and changed regularly. You can seek advice 
from your local fire officer. 

•  Don’t leave a candle burning in a room unattended.

•  Ensure you are able to unlock the door from inside.

Section 1
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Electrical Safety
You should be familiar with the dangers of electricity.

•  Make sure you know how to switch off the supply at 
the mains - ask us if you don't know.

•  Never take an electrical appliance into the bathroom.

•  Do not run electrical wires under carpets or lino where 
you cannot see if they start to wear out.

• Get electrical appliances repaired by qualified    
electricians - do not try and fix them yourself.

• Avoid overloading electrical sockets and make sure 
appliances are correctly fused.

Important Information
About Your New Home
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Security
We usually provide a Yale type lock for your front door.
If you lose your key or get locked out you can ring our
Customer Services Centre and they can arrange for a
locksmith to let you in but we would have to charge you
the full cost of this service.

Make sure your home is securely locked up when you
go out or away and remember to cancel newspapers
and milk, to reduce the chance of burglary.  Be careful
about allowing unknown callers into your home.  If you
do not recognise a caller ask to see proof of identity.
SAHA employees
carry identification
cards and so
do employees of
the council, gas,
electricity and
water companies.
Builders sent by
us to do repairs
should have a
works order with
them, so if in doubt
do not let the caller
into your home.
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High Fuel Bills

If you receive a gas or electric bill that you can't afford
to pay all at once, get in touch with the company
straightaway. They will usually be happy to make
arrangements for you to pay the bill by instalments and
give you information on different ways of paying future
bills, such as saving stamps, monthly budget savings
schemes and fuel cards.

The gas and electricity companies also have consumer
advisers who can tell you about ways of using fuel wisely
to keep costs down. Check that your heating and hot
water systems are set to a reasonable temperature level
and that your hot water cylinder lagging is properly in
place and in good condition.
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We will contact you periodically to get your views
on our service. This will include a customer service
officer contacting you to get your views as a new
tenant on the quality of your new home and the
quality of service you received from your Housing
Officer. As with all questionnaires, keeping us
informed helps us to improve our service to you.

One of our most important surveys is the repairs survey,
which is included in every order acknowledgment letter
we send if you order a repair. We also carry out a
percentage of repair surveys over the phone. Your
assistance in taking the time to send the surveys back,
using the freepost envelope provided, or giving us a few
minutes of your time during a phone call is appreciated. 

SAHA also conducts a nationwide survey, called the
STATUS survey. This is sent out by post every two years.
We ask that you complete this survey and return this in
the envelope provided. This is an important survey that
tells us how satisfied you are with all aspects of our
service and from the feedback we can develop local
plans to make your local services how you want them. 

Through your feedback, good or bad, we are able
to measure and improve our services. 

Your Feedback Counts

Section 1
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Who We Are

Section 2

The Salvation Army Housing Association (SAHA)
was established in 1959 and was registered as a
housing association in 1977. We are a national
association operating in 64 local authorities,
primarily providing supported housing. Whilst we
enjoy a close partnership with The Salvation Army,
the two organisations are legally separate and
operate independently of each other.

SAHA has charitable status and is registered with the
Tenant Services Authority, as a Registered Provider. 
The Tenant Services Authority is an organisation set up by
the Government. They regularly monitor and inspect our
work and make sure that our policies are effective and fair
and that we are using public funds correctly. 

Dunedin, Cheltenham, Gloucestershire



Our Aims

About Us
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SAHA's aim is to provide affordable, quality housing
and equitable services for people in need, with an
emphasis on supporting independent living and
the empowerment of single homeless people. The
association has a strong Christian ethos and a
commitment to helping vulnerable people. A key part
of the association's work is life skills training, which is
designed to help people gain independence and thrive
in the community. Increasingly we are doing this in
partnership with local authorities.

SAHA owns just over 3,400 homes spread across
England, with most properties in the south east and
north west. Our single biggest client group is single
homeless people with support needs, for whom we
provide almost 2,000 bed spaces in residential centres,
which are often managed on our behalf by the Salvation
Army. A number of our schemes are provided as
accommodation for people moving on from the centres.
We also own and manage 135 units for young people in
foyer-housing and over 250 homes for older people.
Additionally, we have almost 1,000 permanent general
needs properties.



As a social landlord, we aim to transform lives and
empower people by providing quality housing and
personal support. As an employer we want our
employment practices to be fair and strive for a
workforce whose diversity reflects our communities,
who have the skills and understanding to provide
excellent services, that meet the needs and aspirations
of the people we serve, regardless of their backgrounds.

“We believe in making a difference by understanding
our differences”.

Transforming Lives

Staff Team based at SAHA's Head Office, London

Section 2
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Our organisation is based upon Christian values which
include compassion and unconditional love that God
gives freely to everyone and which we, in turn, offer
through our work. Our mission is about transforming the
lives of those people who come to us seeking our
support. We believe that by putting their needs first and
given the time, space, encouragement and support we
can help them realise their true potential and find
personal restoration in order to contribute and integrate
in society.

Our Values

Values About Our Organisation

About Us
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We believe in the equal value of every person. We stand
for respect for everyone and tolerance and understanding
between people of different backgrounds, beliefs,
opinions and outlooks. We believe that everyone is a
learner and should be encouraged, supported and
challenged to become who he or she can be.

A healthy community is one in which people feel that
they belong. We believe that successful delivery of our
mission happens when inclusive communities are
fostered and people feel they belong and have a role.

Values About The Way We Work
We believe in operating in an open and transparent way,
being accountable and exercising responsibility in using
resources efficiently and
effectively. We believe in
always giving the best of
our time and energies,
striving for excellence
through persistent and
repeated efforts.

Values About People
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We consulted current residents and our service
standards reflect what they told us they want.

• We will always introduce ourselves by giving our     
name when answering the telephone, and when 
meeting you face to face.

• We will ensure that staff carry ID cards at all times:
in the office, out on estates or schemes, visiting you at
home or when attending meetings.

•  We will deal with your enquiry honestly, respectfully  
and confidentially.

•  We will aim to deal with your enquiry at the first point 
of contact, and if we can’t we will explain why, tell you 
who your enquiry is being sent to, and provide a name 
and telephone number for contact.

•  We will always try to get it right first time, but if we  
cannot, we will apologise and work hard to put things 
right and learn by our mistakes.

• We will provide clear and accessible information to
you on the services we provide in leaflets, via the website  
www.saha.org.uk and via a quarterly newsletter. 

Service Standards

Section 3
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•  We will ensure our services are accessible to all sections 
of the community.

• We will communicate to you clearly, swiftly and 
effectively in an appropriate manner.

• We will acknowledge your written correspondence 
within one working day of receipt of your letter, and   
respond fully within ten working days.

•  We will provide written communication in language 
that is clear, easy to understand and free of jargon. 

• We will regularly consult with you to ensure that
the services we provide are relevant and meet
your needs.

• We will treat all your personal information in a  
confidential manner.

•  We will deal with your
complaints promptly, within
the specified timescales, in 
a positive manner and learn 
from our mistakes.

• We will ensure that our staff 
are sufficiently resourced and
trained  to  provide  a  high 
quality service.

Our Commitment to
Customer Care
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SAHA is committed to the principle of equality
and diversity and our Equality and Diversity
policy sets out how we intend to make this
commitment a reality.

A full copy of this policy is available on request.

We are committed to providing housing and housing
management services in a fair and equal manner. Where
possible we will assist our vulnerable residents in
obtaining appropriate care and support services.

We aim to ensure that our policies and procedures
do not involve direct or indirect discrimination against
any member of the community who may be
disadvantaged because of their race, colour, ethnic or
national origin, nationality, gender, sexuality, marital
status, appearance, mental or physical disability, 
mental illness, religion, age, or due to their vulnerability
within society.

Equality and Diversity

Section 3
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At the time of housing or re-housing we ask you for
information about your ethnic origin, age, and gender.
These records are monitored and the association will
take corrective action if it is apparent that existing
procedures do not allow equal access to housing and
related services for all sections of the community.
The information you give us is treated as confidential.

SAHA will ensure all housing applicants are treated fairly
and are not subjected to discrimination or harassment.

Our Commitment to
Customer Care
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Complaints

Whilst we hope that you will be satisfied with the
services we provide, we recognise that occasionally
you may wish to make a complaint. 

We have a complaints procedure, which was formally
approved by our residents, which sets out the steps you
should follow when making a complaint. A leaflet is
available which sets out the procedure and timescales
in which you should expect your complaint to be
dealt with.

If you are not satisfied with our response your complaint
will be escalated to the next stage of the procedure as
explained in the leaflet, however it is our aim to resolve
all complaints in the first stage of the process. 

We will always undertake a thorough investigation of
every complaint and use complaints as a way to learn
how we can improve services. However in some cases
the association can not change some elements of the
service which you may not be happy with, for example,
after consultation with residents and approval by Board,
we cannot make any changes to service charges set
within that financial year. 

Section 3
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In these circumstances we would send you a letter
setting out all the details.

If you would like a copy of the leaflet, “How to
Complain - Learning how to better our services”
or would like a copy SAHA’s full complaints policy,
contact our Customer Services Department on free
phone 0800 970 6363. If you complain and are not
satisfied with our response and have exhausted SAHA’s
complaints process you may appeal to the independent
ombudsman at:

Housing Ombudsman Service, 
81 Aldwych, London,WC2B 4HN.
Tel: 020 7421 3800 
Minicom: 020 7404 7092,  Fax: 020 7831 1942
Email: info@housing-ombudsman.org.uk

Our Commitment to
Customer Care
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Confidentiality of Information

A high priority is placed on confidentiality. 
We will ensure that:

• Access to confidential information is strictly limited to a 
“need to know” basis.

• Personal information will usually only be disclosed with 
the prior informed written consent of the individual or 
individuals concerned, and only then if it is to assist in the 
delivery and development of support.

•   Interviews and conversation about personal information 
will be carried out in private.

• Confidential information held on computer will be 
password protected and records held on paper will be 
filed away in a lockable cabinet.

•   SAHA conforms with Data
Protection regulations, which
state that it is an offence to
disclose information to third
parties without the individual’s
prior informed consent.

Section 3
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Your Tenancy Agreement
All SAHA residents have a Tenancy Agreement.
It is a legally binding document that sets down in
detail the responsibilities and duties of both SAHA
as a landlord and you as a resident.

Although SAHA have a number of different types of
tenancy agreements, the majority of general needs
residents are offered an Assured tenancy and the majority
of Foyer and Residential Centre residents are offered a
licence agreement. There are however other types of
tenancy we use, including Assured Shorthold tenancies,
Secure tenancies and Starter tenancies. 

Secure Tenancies 
Residents who signed their tenancy agreement before
15th January 1989 are “secure tenants” and have rights
under the 1985 Housing Act. There is no time limit on
how long you may rent your home and if you transfer to
a new SAHA tenancy after that date, you retain your
rights as a secure tenant. The terms of a secure tenancy
agreement can only be altered by the association after
consultation with residents.

Section 4
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Assured Tenancies
Since the 15th January 1989, tenancies are let under
“Assured” tenancy agreements, to incorporate the
changes brought in by the 1988 Housing Act. All Assured
tenancies are subject to the terms of the “Charter” which
sets out the rights and responsibilities of assured tenants
and Registered Providers. You will find a copy of this
document in your sign-up pack.

Assured Shorthold Tenancies
Residents who have
assured shorthold
tenancies can rent
their home normally
between six and
twelve months, but
as each scheme is
different you are
advised to seek
further advice from
your Housing Officer
if you have this type
of tenancy.

Your Tenancy: Rights
and Responsibilities
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Starter Tenancies
A Starter Tenancy, which is similar to an assured
shorthold tenancy, can be issued to new residents who
have not held an assured or secure tenancy immediately
prior to being rehoused by SAHA. After one year,
providing you have conducted your tenancy in a
satisfactory manner and you have not breached your
tenancy agreement, your tenancy will convert to an
Assured Tenancy. 

Licence Agreement
A licence agreeement is the most insecure type of
tenure and is usually given to residents in Foyers and
Residential Centres as the accommodation is temporary
with shared facilities. There are no statutory grounds for
ending a licence, however, in accordance with good
practice guidelines SAHA requires that a licence is ended
by giving reasonable notice as specified within the terms
of the agreement.

Security of Tenure
You have the right to stay in your home as long as you
occupy it as your only or principal home and you keep to
the conditions of your tenancy.  Security of tenure means
that you cannot be evicted from your home unless you
break a condition of your tenancy as set out in your
tenancy agreement. 

Section 4
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Housing Officers and
Support Workers
always explain the
terms of the tenancy
agreement before you
move in so you have a
good understanding
of what actions could
lead to you losing
your home. 

Your tenancy can only be ended in the following ways:

•  If SAHA serves you with a Notice to Quit in cases where 
we believe the property has been abandoned. In these    
instances strict legal procedures will be followed.

•  If you end it voluntarily, by giving us notice.

• By the courts if SAHA wants to end your tenancy in 
which case a strict legal procedure must be followed.

If this happens you will be given a legal notice called a
Notice of Seeking Possession. This notice states the
reasons why SAHA wants to end your tenancy and the
date after which we may apply to the County Court to
do so. 

Your Tenancy: Rights
and Responsibilities
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Security of Tenure (cont.)
In this situation, you should contact SAHA to discuss the
situation or seek independent legal advice from a
Housing Aid Centre, Citizens Advice Bureau, Law Centre
or Solicitor. If the problem is resolved by discussion and
agreement, following issue of the Notice, SAHA will not
take any further action. If the situation is not resolved,
SAHA will ask the court to set a hearing date. SAHA
cannot evict you unless the County Court grants a
possession order. If your tenancy is ended in this way,
you will not have any rights to alternative
accommodation from SAHA and you may be deemed
to be “intentionally homeless” by the local authority.

Ending Your Tenancy
To end your tenancy agreement, you must give SAHA
four weeks notice in writing, ending on a Sunday.
If you are transferring to another property or there are
good reasons why you cannot give us four weeks
notice, we may allow you to give less. This can only be
agreed with your Housing Officer. You will be charged
rent for the full four week period, unless you have
received prior agreement as above.

Section 4
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Keys must be handed in before 12 noon on the day
following the end of your tenancy end date and you
must not leave anybody else in the property. If you keep
the keys after this time and date you will be charged
with the extra rent and the cost of fitting a new lock,
unless there are extenuating circumstances.

You must leave the property in a clean and tidy
condition and free from all rubbish. If you have removed
any fixtures and fittings which are the property of SAHA
they must be replaced. SAHA will not accept
responsibility for anything left in the premises. You will
be charged for the cost of cleaning and rubbish removal
as well as damage to any fixtures and fittings.

Finally, you should arrange to have your gas and
electricity meters read, your telephone disconnected
and your mail redirected.

Your Tenancy: Rights
and Responsibilities
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Succession - Taking Over a Tenancy
When Someone Dies
The Rights of a Spouse, or Partner Living as
Spouse, of Sole Resident
In the case of residents holding Secure and Assured
tenancies, your spouse, or partner living as your spouse,
has the right to "Succession". This means that in the event
of your death they can claim the tenancy, providing they
were living with you immediately prior to your death as
their only or principal home and providing you had not
yourself already succeeded to the tenancy. Members of
the family can only succeed if they had been living with
the deceased for 12 months prior to death. Succession can
only legally occur once, however SAHA has the discretion
to grant further successions and will consider giving the
tenancy to a member of the tenants household if the
tenancy does not pass to a husband, wife or partner. Your
Housing Officer will be happy to advise you if you feel you
have a claim to succeed to a tenancy. All claims to succeed
to a tenancy must be made in writing, however SAHA may
require any successor to move to smaller accommodation
if the existing property will be under-occupied.

Access to Your Home
No matter what type of tenancy you have with SAHA,
you have the right of access to your home 24 hours 
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a day. The only exceptions are if you have shared facilities
that may be open only at specific times during the day,
or if we require access to carry out a repair.

Joint Tenancies
Joint Tenancies are usually granted where two adults
have applied to us together for rehousing - usually this
will be you and your partner.

Both joint residents have equal rights and are equally
responsible (both individually and jointly) for keeping
the conditions of tenancy. This means that the
responsibilities and rights related to the tenancy cannot
be split in half. Each person is therefore responsible for
paying all of the rent even if the other person leaves.



Relationship Breakdown
If a relationship breaks down, one partner may decide
to move out of the home.  Before doing so you might
want to consider obtaining advice from a solicitor,
or Citizens Advice Bureau, to make sure you receive
proper advice.

In divorce or judicial separation proceedings the courts
sometimes make an order stating which one of the joint
residents should be given the tenancy.  In deciding, the
courts usually make an order giving the tenancy to the
partner who is the main carer of the children.  However,
occasionally the courts are undecided which means
neither partner can be given a sole tenancy unless, one of
them no longer wishes to have a legal interest in the
property and signs a "Deed of Surrender and Release" and
leaves. This means SAHA will then be able to transfer the
joint tenancy to a sole tenancy to the partner still living at
the property, if the remaining partner agrees to take on all
obligations and responsibilities relating to the tenancy,
including arrears.  Please contact your Housing Officer for
more information as you may need additional help from a
solicitor in this complex area of law in order to protect your
interest in the property.
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Domestic Violence
If your partner has been violent towards you and you are in
danger, or have been forced out of your home, you will need
independent advice as a matter of urgency.  You can seek
advice from a Citizens Advice Bureau, who may put you in
touch with a solicitor. The association will provide you with
a sympathetic, supportive and non-judgemental service so
please also talk to your Housing Officer in confidence. 

An interview will be offered to any person experiencing
domestic violence within 24 hours of contacting their
Housing Officer or Support Worker, and where this is not
possible for example due to a weekend, we can refer to
an appropriate agency. We will offer support to all
members of a household and also to neighbours if they
are affected by the incidents. 

The National Domestic Violence Helpline
www.nationaldomesticviolencehelpline.org.uk provides
confidential support and advice to all victims, 
24 hours a day, seven days a week on 0808 2000 247.
In addition there is a national Victim Support line
www.victimsupport.org.uk on 0845 30 30 900 which
provides support whether the crime is recent or in the past,
and whether or not you want to report the incident to 
the police.

National Centre for Domestic Violence (advice on
injunctions etc.) www.ncdv.org.uk
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Lodgers
A lodger is someone who lives with you as part of your
family and in return for a charge that you make receives
services from you such as meals or laundry.

If you are a resident with a Secure tenancy or Assured
tenancy you have the right to take in a lodger, or invite
other people to live with you.  We ask you to let us know
the person's name, age and sex. This is because we need
to make sure that your home is not being overcrowded. 

All members of your household and their visitors must
abide to the terms of the tenancy agreement.

Sub-Letting
A "sub-tenant" is someone who lives separately from
your family, receives no services from you, has exclusive
use of part of your home (i.e. their own room) and pays
rent to you.

If you are a resident with a Secure tenancy or Assured
tenancy and you continue to live in your home you can
sub-let part of it so long as you ask our permission first.
We will not withhold our consent unreasonably,
however as this is a complex area of law you need to ask
your Housing Officer for further information.
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You do NOT have the right to leave your home and rent
it to another person, nor to hand on the keys to
someone else.  The association takes legal action to
repossess homes where this happens as we have to
ensure all properties are let to people in housing need
according to our charitable objectives.

If you are claiming Housing Benefit and/or Income
Support and decide to take in a lodger/invite
a person to live with you or sublet, you must inform
the council and/or Benefits Agency as this
constitutes a change of circumstance.  SAHA is also
legally obliged to inform the local authority or
Benefits Agency. Your benefits may be reduced
because of the income you receive in such cases.
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Absence From Your Property
If you are absent from your home for 30 days or more you
are required to notify your Housing Officer or Customer
Services and provide a contact address, as this affects our
building insurance.

If the association has good grounds to consider that a
property has been left empty and the resident is not
returning, legal action will commence to repossess that
property.  Rent will continue to be due from the resident
while proceedings are being taken until the property
is repossessed by the association. The resident will be
responsible for the rent arrears incurred and charged the
cost of any damage and neglect to the property.
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Communal Areas
Residents who live in blocks of flats usually share halls and
stairways and sometimes other communal areas and
gardens. The association arranges for contractors to clean
shared areas and to maintain communal gardens.
Residents usually pay for this in their service charge.
Communal areas are for the benefit of all residents, so
residents should feel free to make use of the gardens etc. 

Car Parking
Car parking spaces are sometimes provided outside
blocks of flats, or on estates, for the use of residents and
their visitors. Spaces are not usually allocated to
individual residents. The only exception is the allocation
of car parking spaces for people who are registered
disabled and use a vehicle. Car parking areas should not
be used to carry out extensive repairs to vehicles, as this
is likely to cause a nuisance to other residents.

When a vehicle, that is untaxed and/or in an
unroadworthy condition is left in car parking areas, the
Housing Officer will make enquiries and take appropriate
action.  If we believe that such a vehicle has been
abandoned we will attempt to contact the owner.  If the
vehicle is still not removed then SAHA may make
arrangements to have it taken away. Any costs we incur
may be recovered from the owner.
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Pets
If you wish to keep a pet you must first obtain written
permission from the association, which will not be
withheld unreasonably.  We will ask you to complete a
form so that you will have written evidence of
permission to keep a pet. Please contact our Customer
Service Officers for a copy of the form. If you do have
permission to keep a pet, then it should not be allowed
to foul common areas of shared gardens and should not
be exercised on shared grounds. If nuisance is caused to
your neighbours you may be asked to find your pet a
new home.

Harassment
SAHA does not tolerate any
form of harassment,
including racial harassment,
and will offer support to
victims of harassment and,
wherever possible, will take
action against any resident
who harasses others for
whatever reason.  Every
resident is entitled to live
peacefully and enjoy their
home without their safety
being threatened by their
neighbours or anyone else. 

Section 4

52



Racial Harassment
The association will deal actively with all incidents of
racial harassment. Contact your Housing Officer if you
have been abused or attacked because of your race,
or if your home has been damaged or defaced,
for example by racist graffiti. Your Housing Officer will
prioritise visiting your home to discuss the problem with
you and see what we can do to help. Your Housing
Officer will then report their concerns to
a senior manager. Racist graffiti will be removed
within 24 hours.

If your home is damaged or defaced or needs re-
securing we will deal with this as an emergency.  If you
are a victim of racial harassment and in danger in your
present home, we will try to find you alternative
accommodation within SAHA or from another registered
landlord, if you wish. 

We will deal with you sympathetically if you feel you are
being harassed.  Please ask for help and please do NOT
give up your tenancy without talking to your Housing
Officer first.
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Noise and Nuisance
It is a condition of your tenancy that you do not cause
a nuisance or create a disturbance and we expect
residents to show consideration for others, particularly in
blocks of flats where there are shared entrances and
shared gardens. Noise from neighbours is the most
common form of nuisance.  Everyone can help alleviate
this problem by being considerate to each other and by
keeping unnecessary noise to a minimum, particularly
late at night or early in the morning.

If you are being disturbed by noise from a neighbour
contact Customer Services Centre, report this to your
Housing Officer or ring your local environmental health
department for help and advice. You can also report a
noise nuisance online at directgov.gov.uk

What is Anti-Social Behaviour
Anti-social behaviour is behaviour which has caused or
is likely to cause harassment, alarm, distress or serious
on-going nuisance or annoyance to people.

Anti-Social Behaviour
We recognise that anti-social behaviour can have a
damaging impact not just on the victim(s) of anti-social
behaviour but also on the community as a whole. It can
lead to existing residents feeling isolated, frightened or
unhappy in their homes and result in people feeling
they have to move away.
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What Will SAHA do About Anti-Social Behaviour?
We take a ‘zero tolerance’ approach to anti-social
behaviour and we will use a full range of remedies to
tackle any incidents. This will include warning letters,
Acceptable Behaviour Contracts (ABC), Anti-Social
Behaviour Orders (ASBO), injunctions, tenancy demotion
and in very serious and persistent cases, eviction. We
work and share information with other agencies
including (but not limited to) the police, local authority
and social services in order to find effective ways of
tackling anti-social behaviour.

The association takes a victim centred approach when
dealing with anti-social behaviour. We support victims and
we will, if appropriate, provide interpreters, women
interviewers and involve the police, social services and/or
Victim Support. We will investigate all complaints regarding
harassment and anti-social behaviour thoroughly and
quickly. If threats have been made we will contact victims
within 24 hours. We will take effective action including,
monitoring, mediation and applying for injunctions against
the perpetrator, if necessary.

If you would like further information please call Customer
Services Centre on 0800 970 6363  and they will send
you additional information.
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Language Line
Remember we can provide
information in other languages.
Call our customer service team
on 0800 970 6363 give your
phone number and say which
language you need. 
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Paying Your Rent
In return for living in your home and receiving services,
you are responsible for ensuring the rent is paid to us.

Paying Your Rent on Time
Rent becomes due on the Monday of each week, and
can be paid weekly, fortnightly or monthly, in advance.
Any payment not made on time will be treated as
arrears. Even if you receive Housing Benefit, you are still
responsible for ensuring that you do not fall behind with
your rent payments. If Housing Benefit do not pay, for
any reason, the outstanding amount on your rent
account is your responsibility. 

Rent Setting
Like the cost of all things, your rent will increase from
time to time to keep up with inflation. How we set your
rent is carefully controlled by the Government. The
Government “Rent Restructuring Policy” was introduced
on 1st April 2002. It states that Housing Associations and
Local Authorities must all follow the same formula for
setting rents, known as target rents, so that by 2012
different landlords operating in the same areas will
charge similar rents for similar homes, based on property
value, local earnings, property size and condition and
location.
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Before we change your rent, we have to give you a
month’s written notice. For the majority of tenancies the
rent changes on the first Monday in April of each year.

If you are a secure tenant, the Rent Officer Service sets a
maximum rent every two years. We suggest the rent we
want to charge and the Rent Officer decides if this is fair.
If you are a secure tenant and you think your rent has
been set too high, you have the right to appeal to the
Rent Assessment Committee. Often SAHA sets the rent
at less than the amount set by the Rent Officer Service
and we cannot set a rent that is higher.

If you are an assured tenant, an assured shorthold tenant
or a licencee, we set your rent. We will review your rent
annually on the first Monday in April of each year. If you
think we have set your rent too high, you can appeal to
a Rent Assessment Committee, but you should always
seek advice first. By law, the Rent Assessment Committee
has to set a “market rent”. This can often be higher than
the rent we actually want to charge you and therefore
you can actually finish up having your rent increased
rather than decreased. That is why we suggest you seek
advice before contacting them from a local law centre or
Citizens Advice Bureau about making an appeal against
a rent rise. 
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What Should I do When My Rent Increases?
If you receive Housing Benefit, you must take a copy of
your rent increase letter to your local Housing Benefit
Office as proof that your rent is due to increase. You
should do this as soon as you receive your letter before
the increase is due. 

If you pay your own rent then you must increase your
payments from the date advised in your rent increase
letter. So if you are paying by Standing Order you must
contact your bank. If you are paying by Direct Debit,
then we will ensure your  payments are increased from
the effective date, making it far the easier option of
payment as the changes are automatically done for you.

Service Charges
Sometimes the association charges a service charge in
addition to the basic rent, to cover the costs of additional
services you enjoy. Service charges are set according 

to the cost of the services
provided, which are listed on
your tenancy agreement 
and may include, for 
example, communal garden
maintenance, or cleaning of
the communal areas of a
block of flats.
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Service charges are reviewed annually at the same time
as your rent. If a change is required, you will be consulted
on the services that will be included in the service charge
for the following financial year and you will be given four
weeks’ notice in writing before any changes are made.
We aim to keep service charges as low as possible whilst
providing a good service.

Water Rates
With most types of tenancy agreements your rent does not
usually include payment for water rates; this is an additional
cost to you. The water
company will send
you their invoice for
water charges each
year. Although water
rates are not eligible
for Housing Benefit,
you will be able to
arrange payments by
instalments.

Council Tax
With the exception of licence agreements, your local
authority council tax department will send out your
council tax bill each April and you should check whether
or not you are entitled to a rebate. Again it is possible to
pay by instalments.
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Paying Your Rent and
Service Charges
Your rent is due weekly in advance, on Monday of
each week. It is important that you pay the correct
amount at the correct time, to avoid going into
rent arrears. You can pay your rent in any of the
following ways:

Different Methods to Pay 

CallPay
It’s so easy. Just ring Customer Service Centre or your
Housing Officer, they will ask you for details of your
tenancy and debit card and they then will confirm that
the payment has been made, all within a few minutes.

Allpay
You will be given a swipe-card at the beginning of your
tenancy which you can use to make payments at any
Post Office with cash, cheques or debit cards.  You can
also use the swipe-card to pay by cash at any local store
displaying the PayPoint logo.

H.B. Direct
Please remember to request all Housing Benefit
payment to be paid direct to SAHA.
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Direct Debit
Contact the Customer Services Centre for a Direct Debit
Instruction form, fill in all of the information requested
and send it back to us to the address shown on the form
and we can set this up for you. If you pay by direct debit
for a full twelve months SAHA will send you a high street
voucher by way of a “thank you”.

Standing Order
You can also pay your rent by bank or building society
standing order.  Please ask us for a standing order form,
which you will need to complete and send to your bank
or building society. We must make sure your resident
reference number is quoted in order that your rent is
correctly credited.

Cheques
Payment can be made by cheque at any time. If posting a
cheque to us please ensure you write your name, address
and tenancy number on the back of the cheque.

Postal Orders
If you do not have a bank account you can purchase
postal orders from the Post Office and send them to our
Head Office.  Please remember to include your reference
number together with your name and address to ensure
that your account is correctly credited with the payment.
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Payment Direct to Staff
In exceptional circumstances, you may be unable to pay
rent through the bank and may want to give it to your
Housing Officer or another member of staff. Although
we discourage this practice, if you offer cash and it is
accepted by a member of staff you should ask for an
official receipt and ask them to show you their SAHA
identification before giving your money to them.

An official receipt states the date, your name and
address, the amount of payment made, whether by
cash/cheque/postal order - and the name and signature
of the member of staff. Please keep the receipt safe
because we may need to inspect it later if there is any
query about your rent payments. In some circumstances
a member of staff may
refuse to accept cash
from you as they may
not want to carry large
sums of money on
them. If this is the case,
the member of staff 
will advise you how you
can make a payment.  
Please remember that
cash should NEVER be
posted.
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Difficulties in Meeting Rent Payments
Any resident who has difficulty paying the rent, or is
worried about a rent increase, should contact his or her
Housing Officer or the Customer Service Centre. Your
Housing Officer will be able to offer you advice and give
you general information  about benefits that you may be
entitled to. If you need more professional advice and
assistance with debts, your Housing Officer will be 
able to refer you to a local debt advice agency.
www.nationaldebtline.co.uk is an agency that can
offer you support and advice regarding debt. The number 
is 0808 808 4000 or visit their website at National 
Debtline UK.

Rent Statements
Every three months we will send you a rent statement
setting out the amount you should have paid and the
amounts we have received.  Please check your
statements carefully to make sure all the payments you
have made have been correctly credited to your account.
Your statement will show how much you have paid or
how much you are in arrears at the end of the last week
detailed on the statement.  If you disagree with the
balance, or have any queries, please contact us. If at any
time you would like to check the balance on your rent
account please contact our Customer Service Centre on
0800 970 6363 or use our on-line service.
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Housing Benefit and Council Tax Benefit
If you are on a low income you may be entitled to some
help with your rent through the Housing Benefit
scheme.  To make a claim, contact your local council who
will ask you to complete a claim form.

Your Housing Officer can tell you whether or not you are
likely to be eligible for Housing Benefit and will help you
complete the claim form.  Remember Housing Benefit
is an entitlement - if you are eligible it is your right to
claim it.

If you are claiming other types of welfare benefit it
is likely you will automatically be entitled to Housing
Benefit.

Please request that the local authority pays your Housing
Benefit direct to SAHA. This saves time and money and
therefore directly benefits all residents.

Once you are told that you are entitled to Housing
Benefit, you must let the Housing Benefit Department
know about any changes in your circumstances,
(including rent increases).
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When it is time for your housing benefit claim to be
renewed the Housing Benefit Department will send you
a renewal claim form. It is extremely important that you
complete this form and send it back immediately,
otherwise your housing benefit could be stopped.

There sometimes may be a delay before payments are
made by the Housing Benefit Department. If this occurs
it is important that you let our Customer Service Centre
know that you are waiting for your claim to
be processed and that YOU will chase the local
authority yourself.  We may be able to help chase this,
but remember it is your responsibility to follow up
your claim and make sure your rent is paid.

Brewers Yard, Southminster, Essex
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Rent Arrears
If you start to fall behind with your rent payments, or if
you are finding it difficult to pay your rent, get in touch
with your Housing Officer straightaway.  He/she will
provide help and advice which, in most cases, will avoid
legal action against you.

If you cannot clear the arrears straightaway, your
Housing Officer will discuss with you an arrangement to
pay off the arrears gradually, week by week.

Your Housing Officer will be sympathetic to any
problems you may be experiencing and will be able to
check whether you are entitled to any benefits that may
increase your income, for example if you are sick,
unemployed or on a low wage.  If you have other debts
we can offer advice about your household budget or put
you in touch with someone else who can give specialist
advice on dealing with debts.

If we cannot reach an agreement with you to pay the
arrears, or if the arrears are not reducing, we will start
legal action by serving a Notice of Seeking Possession.
This means it is our intention to go to court after the
Notice expires, unless the arrears are repaid or a suitable
arrangement is made to pay them. If we do have to
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proceed we will ask for a possession order, which could
ultimately lead to you losing your home. We never want
to evict a resident, but occasionally we have no
alternative.  Our policy is that at every stage we are
willing to listen and try to come to some arrangement
with you.  Our aim is to help, so please contact your
Housing Officer if you cannot pay your rent.

Please remember that no matter what the
circumstances, an early call to us will help us
help you.

Sheringham Close, St. Helens
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Your Rent Statement Explained
‘Personal Details’
These are the details of who is the registered tenant with
the property address.

‘Tenant Number ‘
Is your personal six digit reference number.

‘Rent Details’
Show a breakdown of what you actually pay for.

‘Period No.’
Is the week number of the financial year.

‘Rent Due’
Is the total charge due for your property.

‘Payment Received’
Shows  personal  payments  you  have  made,  housing
benefit payments and supporting people payments.

‘Arrears’
Money that is owed on your rent account.

If you would like a more in-depth explanation of your rent
statement please ring our Customer Service Centre on
0800 970 6363.



Section 6
Repairs, Redecoration
and Improvements

Beccles Court, Wickford, Essex



> Repairs Service
> Salvation Army Housing 

Association Responsibilities
> Residents’ Responsibilities
> Reporting Repairs
> Gas Safety
> Contractors
> Carrying Out Repairs   

Yourself
> Decoration

> Improvements/ Alterations-
Without Compensation

> Compensation
> Compensation for Failure 

of Service
> New Homes
> Aids and Adaptations
> Planned Maintenance

Section 6

Repairs, Redecoration
and Improvements



Repairs Service
When repairs are necessary we rely on you to
report them to us by ringing our Customer Service
Centre on 0800 970 6363. In this Section we will
explain which repairs are our responsibility, which
are yours, how to report repairs and what to do in
an emergency.

SAHA are responsible for keeping the structure and
exterior of your home in a good state of repair.
This includes:

•  Drains, gutters and external pipes.

•  The roof.

• Outside walls, outside doors, windowsills, window  
catches, sash cords and window frames (including  
necessary external painting and decorating).

•  Pathways, steps and other means of access.

•  Plasterwork.

•  Garages and stores.

• Keeping boundary walls and fences in a good state 
of repair.

Salvation Army Housing
Association Responsibilities
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We are also responsible for keeping in good repair and
working order any installations provided by the
association for space heating, water heating, sanitation
and for the supply of water, gas and electricity. 
These include:

Basins, sinks, baths and toilets (including plumbing).

Electric wiring (including sockets and switches), 
gas pipes and water pipes.

Water heaters, fitted fires, chimney flues and central
heating installations.

Westbourne Court, Swindon
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There are some repairs that are your responsibility
for which you will have to carry out and pay.  If you
request SAHA to carry out these repairs on your
behalf, you will have to pay SAHA the costs of
completing the works. 

These include:

•  Clearing the waste to a blocked sink, bath, toilet or basin.
•  Blocked drains - if you caused the blockage.
•  Bleeding of radiators.
•  Replacing lost or damaged keys.
•  Replacing keys and locks to internal doors.
•  Mortice locks (unless supplied by the Association).
•  Mending fuses/replacing batteries for door bells etc.
•  Broken window panes resulting from resident damage.
•  Repair of any damage caused by you, your family or visitors.
•  Repair of any fittings and fixtures that you provided yourself.
•  Repairs to TV aerials (except communal TV  aerials, 

which are SAHA’s responsibility).
• Eradication  of  certain  types  of  vermin  and  insects,

such as wasps - your local authority may perform 
certain services free of charge.

Residents’ Responsibilities
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•  Removal of garden rubbish.
•  Hairline cracks to plaster.
•  Plumbing to washing machines

(unless supplied by the Association).
•  Tap Washers.
•  W.C. seats.
•  Residents' own improvements.
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When you notice that something needs to be
repaired which SAHA is responsible for, contact our
Customer Service Centre on 0800 970 6363.  The
centre is open from 8.30am to 6.00pm Monday to
Thursday and Friday 9.00am to 5.00pm. Please tell us
if you notice any external repairs which need doing,
such as leaking gutters, water pouring from
overflows and similar defects, even if you are not
directly affected. Please also let us know if repairs are
needed to communal areas, such as loose stair treads,
broken handrails or banisters, faulty door locks etc.

A Customer Services Officer or the contractor will make
a mutually convenient appointment with you for the
repair to be carried out. 

Reporting Repairs 
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When you report a repair, we
issue a works order to our
contractors and a letter is
sent to you giving details of
the contractor’s name, the
priority the repair has been
given and the timescale by
which the job should be
completed.  We also enclose
a questionnaire for you to fill
in after the repair has been
completed which enables us to monitor the quality of
service we are providing. Please take the time to
complete this as your feedback enables us to improve
the service we provide. We provide a business reply
envelope for its return.

If you are not able to keep the appointment please ring
Customer Services Centre, giving as much notice as
possible, so they can inform the contractor and make
another appointment.

Please remember that a missed appointment costs
the association and contractor money. Therefore,
if you break an appointment with a contractor,
that has been agreed with you in advance, we may
ask that you pay an amount to compensate the
contractor for wasting their time. 
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What Is An Emergency Repair? 
Emergency repairs are faults or disrepair which causes an
immediate risk to your safety, your security, your health or
to your home. An emergency repair should be made safe
within 24 hours. This may mean that we temporarily fix
the immediate problem to reduce the risk and return at
a later time to carry out a permanent repair. 

How Do You Report It? 
You can report an emergency repair at any time by
phoning our Customer Services Centre on 0800 970 6363.
If you ring outside of Customer Services opening hours you
will need to follow the prompts given on the message to be
put through to our Out of Hours Contractor.

Information We Need
When you are reporting a repair please give the Customer
Service Officer your name, address and if possible a
daytime telephone number. Please tell us as clearly as
possible what is wrong and the location and as much
information about the problem as you can to assist our
contractors in dealing with the repair at the first visit.
Customer Service Officers are trained to ask you questions
which will also help to find out exactly what the problem
is and how we can help.
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Giving Access
It is a condition of your tenancy that you give us, and our
contractors, access to carry out any repairs, or to inspect
the property.  We try to give at least 24 hours notice, and
in an emergency we try to give you a time when you can
expect the contractor to attend.  For routine repairs, our
contractors try and call at a time convenient to you, but
they cannot visit at weekends or evenings unless in
exceptional circumstances.
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How Long Will The Repair Take to be Completed?
Some repairs are more urgent than others so when you
report a repair we give it a “priority category” which
says how quickly it needs to be completed. 

The category could be an “emergency” to be
completed in 24 hours, “urgent” to be completed in
seven days, or “non-urgent” to be completed within 28
days. Our Customer Service Centre staff have the
discretion to change the priority category of a repair to
enable the repair to be completed sooner, if a resident is
vulnerable e.g. elderly residents or residents with
disabilities. 

We aim to ensure that all repairs are completed within
the timescales they are given. These targets are very
important to us and we monitor our performance
against them. Each year we publish a report showing our
performance in this service area, we tell you how we are
performing in our quarterly newsletter we send to you
and we publicise the results on our website.

Repairs Included in Emergency Priority
(24 Hour Target)
• Gas leaks MUST be reported to the Gas Emergency

Services on freephone immediately on 0800 111 999.

• Board up for security including insecure windows 
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where a repair will be completed within five days.
•  Uncontrolled burst to water supply/loss of supply.

•   Total loss of electrical supply (excluding supplier faults).

• Unsafe power, lighting, electrical fitting (where there 
is immediate danger).

•  Loss of water supply (excluding supplier faults).

•  Loss of gas supply (excluding supplier faults).

•  Blocked flue to open fire or boiler.

• Total loss of space heating  (31st October to 1st May all 
schemes and all year round for sheltered schemes).

• Blocked or leaking foul drain, soil stack or toilet pan  
(where no other toilet in property) There may be a 
subsequent recharge if a blocked WC pan is as a result
of inappropriate use.

•  Uncontrolled leak from water or heating pipe, tank or
WC cistern.

•  Uncontrolled leaking roof.

•  Fire door closing incorrectly.

•  Dangerous glazing in communal areas.

•   Failed entrance door locking / security system (not lost     
keys).
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Repairs Included in Urgent Priority (7 Day Target)
•  Door entry phone not working.

• Extractor fan to internal kitchen or bathroom not working, 
with no other external form of ventilation

•  Externally leaking overflows.

•  Defective light 
fittings/sockets.

•  Manhole covers
(make safe in 24hrs/ 
complete in five days).

•  Loss of space heating
(30th April to 1st November 
– non sheltered).

•  Loss of, or faults to,
water heating.

•  Tap which cannot be 
turned off

•  Rotten timber flooring or handrail.

•  Loose or detached banister or handrail.

If a resident is vulnerable, repairs listed in the urgent
category may be ordered with a three day target, at
the discretion of the Customer Services Officer. 
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Repairs Included in Non- Urgent Priority (28 Day Target)
•  Brickwork/Pointing where associated with a damp or

structural problem, otherwise this is included in longer
term planned maintenance.

• Cupboard/sink units where use has been restricted by 
condition.

•  Internal doors/fittings.

•  Minor plumbing leaks e.g. waste pipes/radiator valves.

•  Fencing/gates maintaining security.

•  Floor/wall tiling.

•  Garages and Outbuildings.

•  Guttering and blockages.

•  Plasterwork.

•  Window adjustment.

•  Damp proofing repairs.

•  Roof and flashing repairs where no associated leak.

•  Paving/pathway repairs where ‘trips’ may be present.

Major repair works, such as kitchen and bathroom
replacements, will generally be incorporated in planned
maintenance programmes. Residents will be informed
of timescales and dates of such programmes, and will be
consulted over choices of materials and colours.



Gas Safety
Gas Safety Checks
To ensure your safety and to meet our legal obligations,
we must carry out annual gas inspections. We must do
this even if your gas appliance seems to be working
properly and even if you don’t use them. The contractor
who visits to carry out the service and safety check will
carry out a number of tests on the gas appliances and
will give you a copy of the Gas Safety Certificate so that
you know that all is well. The tests are designed to make
sure that you are not at risk from carbon monoxide
poisoning or unsafe appliances. When carrying out the
annual gas safety check, if a contractor finds a faulty
appliance he will “condemn” it, which means you will not
be allowed to use the appliance. The contractor will
inform SAHA.

Faulty Appliances
If you have a faulty appliance you could be in danger of
suffering carbon monoxide poisoning. The early
symptoms of carbon monoxide poisoning include
tiredness, drowsiness, headache, pains in the chest and
stomach pains. Remember you must never use a gas
appliance if you think it isn’t working properly. Signs of a
faulty appliance include yellow or orange flames, soot
or stains around the appliance, and pilot lights that
frequently blow out.
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General Tips on Gas Safety
There are some rules you can follow yourself which
reduce any risk:

•  Never use a gas appliance you suspect is not working 
properly.

• Never attempt to repair or modify a gas appliance
yourself.

•  Never cover a gas appliance or block any air vents.

•  Never block or cover outside flues.

• Always be available at the time when a contractor  
comes to service your appliance. Not giving access
to a contractor contravenes the terms in your tenancy 
agreement which could result in you losing your   
tenancy.
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What to do if You Suspect a Gas Leak:
•  Put out any cigarettes, matches or other naked flames.

•  Turn off the gas at the meter.

•  Open the doors and windows.

•  Do not turn electrical switches on or off.

•  Do not use your own phone, or mobile phone in the 
house, to call for assistance.

•  Call The Gas Emergency Services on 0800 111 999. 
They will repair any leak from your meter or from outside 
your home, or make safe any other gas leak as a 
temporary measure.

• Then call SAHA on 0800 970 6363 and we will 
carry out any permanent repair that is required.

The association employs contractors to provide a day to
day service to residents throughout the country. SAHA
expects those who work for us to comply with a code
of conduct whilst in your home. This means the
contractor should:

• Arrange a convenient time to carry out the repair.

• Introduce themselves and show proof of their identity.

• Explain to you what they will be doing.

Contractors
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• Not to play radios or smoke in your home.

• Treat you politely at all times.

• Provides a service that reflects your cultural requiremenets

• Protect your belongings from damage while they carry 
out the works.

• Keep your home secure while working there.

• Work safely.

• Leave you with all essential services at the end of each 
day even if they have not finished their work (e.g. water, 
electricity, gas etc.).

• Clean up any mess they make and take away all rubbish 
and materials at the end of each day.

The Customer Service Centre carries out satisfaction
surveys each week with at least 12% of residents who
have had repairs completed, to see if they were satisfied
with the service. However, if you have had a repair and feel
that the person carrying out your repair did not meet
these standards please contact Customer Service Centre
and let us know, to enable us to improve your service.
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If you have an Assured, Secure or Assured Shorthold
tenancy you have the right to carry out certain repairs
yourself and receive a refund from us.  However this
right only applies to some minor repairs and you
will require the
permission of the
association before
you carry out any
work.  You also have
a statutory right to
carry out a repair if
we fail to carry out
a repair within a
reasonable time.

If you feel that a repair
is taking longer than it
should, please contact
the Customer Service
Centre which will
investigate the delay
for you. Alternatively
you may wish to
contact your local authority's Environmental Health
Department who will be able to offer advice and assistance
to residents if their landlord fails to carry out a repair.

Carrying Out Repairs Yourself

Section 6

88



Redecorating After Repairs
If we carry out repairs and, as a result, damage or disturb
your decorations we will redecorate the area affected.  For
example, if a section of wall is repaired, we may have to
redecorate by painting the whole wall.  Alternatively we
may give you an allowance to cover the cost of materials,
if you would prefer to do the work yourself.

External Decoration
We are responsible for redecorating the outside of your
home and usually do this about every five years.  Before
painting we inspect the exterior of each property and
carry out any necessary repairs to windows etc.  We try to
give at least two weeks’ notice before arranging access
for inspections, repairs and painting.  We ask for your co-
operation in leaving windows open during painting.

Communal Areas
We are responsible for redecorating shared hallways,
staircases and other communal areas. We usually do this
every four to five years.  Sometimes residents want to get
together to paint shared hallways themselves, in which
case we will give an allowance to cover the cost of
materials, however you must discuss and agree this with
your Housing Officer BEFORE starting any work.

Decoration
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If you have an Assured or Secure tenancy you have the
right to make some minor alterations to your home,
such as altering kitchen units etc provided you have
written permission FIRST.

As long as the proposed work would not, for example,
make your home less safe (such as fitting bars on windows
which would prevent escape in cases of fire or flood),
reduce the amount of living space you have, or increase
our costs in maintaining your home, we will usually give
permission.  We need to make sure that the work is done to
a good standard and that you have the necessary planning
permission or building regulations approval.

The works would, of course, be done at your expense and
you would need to sign an agreement that, if you move in
the future, you either leave the improvements in place or
remove them and make good the affected area.   

Any improvements carried out by yourself will not affect
your rent. If you are thinking of improving or altering your
home, please contact our Customer Service Centre
BEFORE starting any work.

Improvements and Alterations -
Without Compensation
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Right to Compensation for an Improvement
Subject to SAHA's approval in advance, residents with
Assured or Secure tenancies may be entitled to
compensation for an improvement to their home when
they end their tenancy if the improvement is still a benefit
to the property and is one that the association would
normally provide such as central heating.

If a resident leaves the property and the improvement still
has a value, the resident will be entitled to compensation
based upon a formula.  Details of the scheme and the
type of improvements that residents can undertake are
available from our Customer Service Centre.

Compensation
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We aim to provide a good repairs service and to
carry out repairs within the association’s
timescales.

When a repair is not carried out within the target repair
period and, as a result, you are without a service such as
heating or hot water, or unable to use a room, then you
may be able to claim compensation from us. If the
contractor fails to keep an agreed appointment, you
may be awarded a payment to compensate for the
inconvenience caused. The amount of compensation
you may be entitled to varies according to the severity
of the problem. If you want further information on our
Compensation Policy, please ring Customer Services
Centre. Additionally, if you would like independent
advice on repairs because you feel the association is
not doing what it should, you can speak to either
the Environmental Health Officer or the Citizens
Advice Bureau.

Please note that works that require quotations, usually
costing in excess of £1,000, are excluded from this
compensation procedure as SAHA is required to seek a
number of quotations from different contractors before
we can issue a works order to ensure we are getting
value for money.

Compensation for Failure of Service
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New Homes
If your home is newly built or has been newly converted,
the builder is liable for most repairs for the first six or 12
months. This is called a defects liability period. Central
heating and electrical appliances, such as extractor fans,
are under guarantee for 12 months. If you have moved
into a new, or newly converted property, please do not
redecorate your home during the first 12 months, as you
need to allow the new plaster to dry out completely.
Please do not make any alterations, as this may affect the
builder's liability.

After 12 months we will make an appointment to inspect
your home with the
builder and make
arrangements for any
necessary repairs to be
done.  Please note that
any major cracking will be
dealt with by the builder.
Hairline cracks are a
natural consequence of
plaster drying out and
should be filled by you
when you redecorate.
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Aids and Adaptations
Adaptations are types of equipment installed in
peoples homes to help people with disabilities
lead more fulfilling lives. Stair lifts, grab rails and
ramps are typically the kind of aids that can be
provided to help people stay in their homes, and
play an active part in the community. 

If you, or someone you live with, find it difficult to get
around your home, you may benefit from an adaptation
to your home. SAHA is committed to managing its
housing in the most effective way to meet its residents’
needs. This includes, where possible,  adapting
properties to keep abreast of your changing needs.
Therefore, if you, or a member of your family, are in need
of an aid or adaptation SAHA may be able to assist you. 

Who do I Contact?
If you think that an adaptation to your home would assist
you, you should request an assessment by an occupational
therapist. The occupational therapists team may work for
the local authority or health authority, depending on where
you live. Your local authority or your GP will be able to tell
you who to speak to. Additionally, your Housing Officer or
a SAHA Customer Services Officer will be happy to assist
you in this process. An occupational therapist will carry out
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an assessment of your needs. They will look at your housing
situation and decide if you would benefit from an aid or
adaptation to assist you to remain independent in
your home.

How do we Assist?
SAHA will offer advice and assistance and, if your request
has the written support of an occupational therapist, SAHA
will consider the recommendation and decide if the
adaptation can be carried
out. We may request you
to seek financial assistance
in the form of a Disabled
Facilities Grant and, if you
wish, SAHA staff can assist
you with this process. This
will mean completing a
form to assess your ability
to pay which depends on your income and savings. Grants
can be used on any adaptation that will assist a disabled
person to get into and around the home or, for example,
to provide a suitably adapted kitchen and bathroom
facilities. If your grant is successful, SAHA will appoint a
contractor to carry out the works. We will monitor the
progress and we will visit you after the work has been
completed to ensure you are satisfied. 
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Planned Maintenance
SAHA plans for major works through our Planned
Maintenance programme.  These include works such as
replacement of all windows, bathrooms or kitchens on
an estate. Residents are consulted on proposals made
within the planned maintenance programme so we can
see what your priorities are. This information is used to
ensure the programme meets your needs and
expectations. We also write and give everyone advanced
notice of our intention to carry out work and let you
know how it will affect you. You will be consulted and,
where relevant, given choices on such things as finishes
and colour schemes. We will conduct a survey after the
works have been completed to see how satisfied 
you were with the process and the improvements. 
Your feedback helps us to continually improve the
quality of our services.

Moving Out While Works Are Done
If the association requires you to move out while work is
carried out in your home, you will be offered alternative
accommodation to live in for the duration.

You may also be able to claim disturbance allowance for
the inconvenience.  Your Housing Officer will be able to
provide further advice.
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Home Loss Payment
If you need to move out of your home permanently, due to
extensive works, and you have been a SAHA resident for at
least 12 months, you may be entitled to receive a home loss
payment.  Please speak with your Housing Officer for
further advice.

Ivy Cottages, Steeple, Essex
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Order Your Repair On-Line
SAHA residents can order their repairs on-line through
SAHA's website. Go to http://www.saha.org.uk/ and
click on the "Residents Online Services" link. You can
report repairs and track repair orders. You can also pay
your rent, and view any transactions and balances on
your rent account. You can also change your personal
details to ensure they are kept completely up to date, for
example, if you change your mobile phone number you
can change it online. You will need a username and
password to access the portal. If you have not received
a username and password please contact the Customer
Service Centre on 0800 970 6363 and ask for their
assistance. The Tenant Portal is a secure area and can
only be accessed by SAHA's residents.
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Supported Housing
Support Provision
SAHA is committed to meeting the needs of vulnerable
residents through the provision of supported housing.
SAHA has staff that possess a high degree of professional
expertise in the delivery of housing related support
directly to our residents.  SAHA also works in partnership
with a range of specialist service providers and local
agencies. The partnerships compliment SAHA’s services
and enhance the lives of our service users, as they bring
specialist skills and knowledge which ensures the
highest standards of service provision is available to  

Floating Support
The aim of “floating support” is to deliver support into
residents’ homes for as long as it is needed. When it is no
longer required the service “floats off” to other residents
on the scheme who are in need of additional support.
SAHA provides floating support on a number of specific
schemes and therefore access to the service is subject
to availability. SAHA’s Housing Support Workers who
deliver the service can assist with the following:
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•  Benefits Advice.

• Housing related issues, including dealing with 
neighbourhood disputes, rent arrears and refunds, 
repairs and maintenance.

• Mobility, including assistance in accessing aids and
adaptations.

•  Social support, including assistance with independent 
living, emotional health and well-being.

•  Assistance in accessing services for Drug/Alcohol abuse.

• Assistance and guidance on security and safety 
awareness.

Tom Raine Court, Darlington
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Sheltered Housing
The aim of sheltered housing is to provide self-contained
accommodation for those aged over 55, to enable
residents to lead completely independent lives, with the
added security of a Scheme Manager to give support
when and if the need arises. Many residents of sheltered
schemes have access to community alarms which give
24 hour peace of mind in cases of emergency. 

A Scheme Manager provides support, whilst encouraging
independence and good neighbourly relationships.
Examples of activities provided by this service are:

•  Assistance in setting up and maintaining home or 
tenancy.

• Advice, advocacy and liaison.

• Help in managing finances and benefit claims.

• Budgeting, planning, purchasing and managing payments.

• Assistance in gaining access to other services.

• Assistance in maintaining the safety and security of 
the dwelling.

•  Assistance in establishing personal safety and security.

• Working to encourage good neighbours with peer 
support and befriending, to combat social exclusion. 
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•  Access to local community organisations.
•  Assistance in arranging aids and adaptations.

• Dealing with disputes, and/or anti - social behaviour,
nuisance, and or harassment.

Scheme Managers are also responsible for the practical
management, and health and safety, of the building and
communal areas. A Scheme Manager does not offer a
personal care service but if you are in need of such a
service, your scheme manager will be able to help arrange
this.

Support Package 
All residents who receive support are required to sign a
“Support Agreement”. Residents are advised to request an
assessment of their eligibility for this service based on their
financial circumstances and the Scheme Manager can
assist in this.

The needs of the service users are comprehensively
assessed prior to the service being offered, and continue to
be assessed on a regular basis thereafter. Service users may
also request a review whenever they feel it is needed. The
Housing Support Workers and Scheme Managers develop
goal-orientated and individualised support plans and risk
assessments to address residents’ needs and ensure they
achieve the outcomes they expect from the service.
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Supported and Sheltered Housing
A high priority is placed on confidentiality and
maintaining professional boundaries.  
We will ensure that:

•  Access to confidential information about service users is 
strictly limited to a “need to know” basis.

• Personal information will usually only be disclosed with 
the prior informed written consent of the individual or 
individuals concerned, and only then if it is to assist in the 
delivery and development of support.

• Interviews and conversations with service users about 
personal information will be carried out in private.

• Confidential information held on computer will be 
password protected and records held on paper will be 
filed away in a lockable cabinet.

• SAHA  conforms  with  Data 
Protection regulations, which
state that it is an offence to 
disclose   information   to
third   parties   without   the 
individual’s   prior   informed 
consent.
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Protection From Abuse 
All possible measures are taken to ensure that SAHA
safeguards its service users and staff are highly trained in
this aspect of our work. However, if you have been the
victim of abuse or neglect, or suspect someone else has,
please ask to be put through to a Senior Manager by
ringing 0800 970 6363. Your call will be dealt with in the
strictest confidence. 

Customer Complaints
As a Support Service User, you have every right to
complain about the Salvation Army Housing Association.
SAHA aims to get it right first time, but even the best
organisations can get it wrong. When we do get it wrong
we will learn from your experience. If you have a
complaint about an aspect of your support service, we
would encourage you to raise your complaint verbally
and informally. We will do everything we can to resolve
your problem through an informal route. If you are
not happy with our response you are entitled to make a
formal complaint. A leaflet which sets out our
Complaints Procedure is available on request from
Customer Services Centre on 0800 970 6363 and can
be found on SAHA’s website.

Supported and
Sheltered Housing
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Professional Boundaries
SAHA have strict guidelines in place for staff whilst working
with you, for example staff must not give residents any
medication, including painkillers. There must be no financial
transactions between staff and residents other than the
collection of rent, including the loaning of money or
purchase of any items. Staff must not disclose any personal
information such as phone numbers or addresses to
residents and must not disclose too many details about their
personal life as this can blur boundaries. Staff must not
contact residents outside of work for any matter not relating
to work. 

A full copy of our guidelines on “Professional Boundaries” is
available on request. However, if at any time you have any
concerns about the behaviour of a member of staff, please
speak to a senior manager, or another member of staff who
you feel comfortable with. You can contact a senior manager
by ringing our Customer Services Centre on 0800 970 6363,
or alternatively you can discuss any concerns you may have
with a Customer Service Officer. 
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Resident Involvement
happens when residents
‘have a say’ in the
services they receive
and when they are able
to influence the
decisions that affect
their home.

SAHA need to know what
you think, to allow us to
improve services to meet
your needs.  You can be
involved and give us your
views in many different ways, depending on your own
preferences. 

This section is intended to give residents an idea of the
options that are available.  

Please take a few minutes to check out  your options,
then simply complete the form at the end of the section
and hand it to a member of SAHA staff, or return it in the
FREEPOST envelope provided in the wallet in the back
of the cover.

About Resident Involvement
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How Much Time Will It Take?
Different levels of involvement will take different amounts
of time.  The quickest way is to simply fill out a short survey
from time to time.  If you want to do more, you could come
to meetings - they last approximately an hour.

We have one-off meetings and also regular events, so you
can choose what you want to attend, and when.  To show
how much time activities take and how they can
influence services, each activity listed in this leaflet has a
key. It’s up to you when and how you become involved.

Don’t Be Put Off!
We are here to help you get involved at a level you are
happy with. We want
to encourage everyone
from our diverse
communities to be
involved. Whatever
your needs, we aim to
offer something for
you.

We offer training
and support where
necessary, just ask
and we will be
happy to help!
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How You Can Be More Involved

1. Residents’ Meeting

SAHA hold a number of residents meetings every year. This
gives residents an opportunity to talk to either a Support or
Project Worker, or local Housing Officer on specific issues
who can give one-to-one feedback. You can contact your
local member of SAHA
staff to find out when
these meetings are
scheduled, normally an
agenda is distributed to
residents before the
meeting and minutes are
issued after the meeting,
to let everyone know what
has been discussed.

Activities with more clocks take more time

Activities with more stars have a
greater influence on services

Section 8

110

KEY GUIDE
Look out for the Key Symbols next to each activity.

Face Painting with the
Housing Officer at Halloween



2. Scheme ‘Neighbourhood Improvement Agreement’

This involves the local member of SAHA staff (Support or
Project Worker, or local Housing Officer) holding a
meeting with residents to identify what they think of the
scheme ‘now’, and how they would see the scheme if it
was, in their opinion ‘excellent'.  Together, we agree on
actions that will make your locality a better place to live,
with the overall aim of it becoming an “excellent” place to
live. This is monitored and reviewed every 12 months.

3. Resident Focus Group

A Focus Group is a discussion with a group of people
about a particular topic or area of SAHA’s service. These
can be one-off sessions held locally, that enable SAHA
to gain a better understanding of your opinions
regarding a particular aspect of our service delivery.

More activities on the next page! �
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4. Residents’ Associations

Although residents' associations may have slightly
different objectives, most include improving the local
area, bringing residents together and representing
residents when talking to people from the local authority
or SAHA. SAHA are keen to see more residents setting
up associations and, if required, we will attend meetings
and offer help and advice. Support is also offered  to
those residents who wish to have informal groups rather
than formal associations. They can have a constitution,
which lays out the rules of the association and explains
its purpose. TARAs (Tenants and Residents Associations)
may be entitled to a set-up grant from SAHA. 

5. Customer Panel

SAHA has a Customer Panel consisting of residents from
foyers, centres and general needs housing; who are
consulted (usually through surveys) on a regular basis
on various issues, such as potential policy or procedural
changes, or more local issues. Their feedback is taken
into consideration before any changes are made and
their ideas are incorporated as much as possible. The
Customer Panel also have the opportunity to attend
conferences/workshop days - where the group meets
up to provide feedback, suggest ways to improve SAHA’s
services or receive training.
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6. Resident Editorial Group

The group is made up of a small number of residents,
approx. 8-10, split between the North and South.
Meetings can be chaired by a resident and facilitated by
the Resident Involvement Coordinator or a SAHA staff
member. Meetings occur alternately between the North
and South as required throughout the year, to ensure all
members get an opportunity to attend locally.  

The group is responsible for reviewing all key documents
that SAHA provides to residents to ensure that they are
written in plain English and are presented in a user
friendly way. Documents are provided to the members
(maximum 3) in advance of the meeting so they can be
reviewed at the resident’s leisure before the meeting
takes place. At the meeting, the language and
presentation of each is debated along with issues such
as corporate branding. 

All documents that go through the group are branded
‘approved by residents’ to demonstrate the group’s
valuable input. 

More activities
on the next page! �
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7. Being a ‘Mystery Shopper’

As a Mystery Shopper, residents can test out different
aspects of  SAHA’s services (e.g. reporting a repair, or
making a complaint) and feedback on their experiences.
This helps us to ensure residents are happy with the
service they receive, and are able to tell SAHA if anything
needs improving. Mystery Shops are carried out on a
regular basis (normally each month.)

8. Resident Working Group Members 

SAHA operates a number of working groups regarding
certain topics. These include subjects such as diversity,
information technology (IT), or tackling anti- social
behaviour. Different working groups meet at different
intervals with some being monthly, while others are two
monthly or quarterly. Meetings are usually at SAHA’s
main offices at London and Bolton.

9. Resident Committee Members

Committees are basically formal meetings, where those
attending are told in advance what is going to be
discussed.  SAHA has a number of residents who work
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“Have you found the perfect activity yet?”

with SAHA staff and Board members on its Monitoring
Committee. This is responsible for monitoring SAHA’s
performance and service standards, and meets quarterly.
Training is available for committee members.

10. Resident Board Members

The Board takes overall leadership of Salvation Army
Housing Association. There are twelve voluntary Board
members headed by a Chairperson. As with committees,
Board meetings are formal meetings. The Board
members are advised before the meetings what items or
documents are going to be discussed, the meetings then
follow a strict agenda of items for discussion. Presently,
the Board makes one place available for a resident Board
member. There is a procedure for the selection of
resident Board members. If you would like to know more

please contact SAHA's
Resident Involvement
Coordinator via the
Customer Service Centre
who can provide more
details. Training is
provided to new Board
members.
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Learning and Training
If you feel that you would like to take part in some
of the involvement options covered in this section,
but perhaps would like to develop your skills and
confidence first, SAHA can help! 

We will discuss what type of training would best suit
your needs and then send you on an appropriate
course. SAHA work with the following organisations to
provide training: 

•  TPAS (Tenant Participation Advisory Service). 

•  National Communities Resource Centre (Trafford Hall). 

•  InSTEP (Information Services for Tenants: 
Empowerment & Participation).

• The Learning Together Partnership

All resident involvement related training is funded by SAHA,
including appropriate travel costs. Courses cover all issues
from Personal Development Skills, Tenant Inspectors/
Mystery Shopping and Project Management, to
Planning a Community Garden, Alternative Ways to
run Meetings and Negotiation and Influencing Skills.

For a full & up-to-date list of training courses contact SAHA's
Resident Involvement Co-Ordinator on 0800 970 6363.
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Your Guide to
Resident Involvement

Tell Us How We Can Involve You
Please complete the ways you would like to be
involved at SAHA - you can select as many options
as you want, we can send you further information.

1. Residents’ Meetings 
2. Putting together a ‘Neighbourhood

Improvement Agreement’ 
3. Residents’ Focus Groups 
4. Residents’ Associations 
5. Customer Panel 
6. Resident Editorial Group 
7. Being a ‘Mystery Shopper' 
8. Resident Working Group 
9. Resident Committee Member 
10. Resident Board Member 

Any other suggestions ...............................................................................

Please tick if you would like to be contacted  
about Resident Training
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Name: ......................................................................................................................................
Address: ...............................................................................................................................
Email: .......................................................................................................................................
Tel. No: .................................................... Mob. No: ................................................  ....

Please circle your answer
Do you have regular access to the internet?
Yes No     

How often do you access the internet each week? 
Never             1-5 times             6-10 times             10 times + 

Have you accessed SAHA’s website?
Yes No

Would you like assistance accessing SAHA’s website?
Yes No

Preferred method of us contacting you: 
Phone             Face-to-Face             Post             Email
Other  ...................................................

You can return this to us by either passing it to your
local member of staff, or send it to: 

Salvation Army Housing Association,
FREEPOST NAT17385, Bolton, BL1 4YZ.
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Moving to Another Home
SAHA appreciates that many residents’ needs will
change at some point in their tenancy, which means
they will be looking to move to a different home or
area. If you want SAHA to consider you for a transfer
you must fulfil the following two conditions: 

(i) Your rent account must be clear and should not have  
been in arrears during the last six months  (emergencies, 
such as flooding, harassment etc. will be considered 
separately).

(ii) You must have looked after your home properly and 
kept it in a reasonable decorative order.

Your Housing Officer will tell you if you are eligible to
apply for a transfer and if you are, will ask you to fill in a
transfer form.  He or she will then visit your home to
discuss your application in detail. SAHA will award you
points based on your needs, circumstances and length
of time on the transfer list.

Because there is a shortage of accommodation available
to let to residents who request a transfer, the association
aims to house those in the most urgent need.  This
means that each case is prioritised according to the
points awarded. If you would like a leaflet giving more
details please ring our Customer Service Centre.
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SAHA is a member of HOMESWAPPER, which is a
service to help you swap your home with another
tenant, provided you hold an assured or secure
tenancy. This is not applicable to tenants who
have assured shorthold tenancies or licences.
HOMESWAPPER is the largest mutual exchange
service in the UK and as we are members you can
use this service for free. The HOMESWAPPER
service will hold details of mutual exchanges from
all over the country.

You can search for homes at www.homeswapper.co.uk
without registering and search results even include maps
to help you work out
the location of the
home you may wish
to swap to. 

Alternatively you can
ask your Housing
Officer or Customer
Services Officer for
more details.

Homeswapper
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Mutual Exchanges
If you have either an Assured or Secure tenancy,
you have the right to exchange tenancies with
another SAHA resident, a local authority resident
or a resident of another Housing Association,
providing that both residents have their landlord's
written permission.

We will not withhold our consent unreasonably, but may
do so in certain circumstances.  The main reasons for
withholding our permission are:

•  There is a Court Order for repossession of your home  or 
against the proposed incoming resident; or legal action 
has been started against the resident.

• The exchange would lead to one of our homes 
becoming overcrowded or under-occupied.

•  The accommodation is not suitable for the needs of the
incoming resident.

• There are rent arrears on your rent account, or the   
account of the incoming resident.

• The person moving in does not need social rented
housing.

122

Section 9



Pre-Termination Inspection 
The association requires four weeks’ notice in writing of
your intention to vacate your property. Within the notice
period the association will carry out a “pre-termination
inspection” to inspect the property to ensure it meets
the termination standard. 

Incentive Scheme
At the pre-termination visit,
your Housing Officer will
explain to you what
happens when you leave
the property. SAHA operates
an incentive scheme for all
residents vacating their
properties and will give a
tenant high street vouchers
if the property is left in a
clear and clean condition
and the property is in good
order. If your property meets

this standard when you leave, your Housing Officer will
arrange for the vouchers to be sent to you. If you have rent
arrears on your account when you leave, the value of the
vouchers will be deducted from the arrears.

Ending Your Tenancy

Moving On

123

Clissold Court, Nailsworth,
Gloucestershire 



When You Leave
Any outstanding arrears will still remain your
responsibility and SAHA will actively pursue the recovery
of them.

You will be expected to give your electricity and gas
suppliers a meter reading when you leave. If you do not
do this the amount you owe may be estimated by the
suppliers and you may be overcharged.

When you end
your tenancy you
are obliged to
hand your keys to
your Housing
Officer and to
give SAHA vacant
possession on
the day your
tenancy ends.
Failure to hand in
the keys will
result in rent

being charged until the keys are returned to the
association.

When you leave you must not allow anyone else to
occupy the property, or give the keys to anyone else.  
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Right to Acquire (Purchase)
Because SAHA has charitable status, you do not have the
right to buy your home from us in the same way that
most council residents do UNLESS you live in a house or
flat built or bought with Social Housing Grant (as
opposed to Housing Association Grant). It is a condition
of the Social Housing Grant system that residents have a
statutory Right to Acquire.  This system was introduced
for houses built with Social Housing Grant after 1st April
1997.  Your Housing Officer will be able to tell you if you
qualify for this scheme.

How to Apply
Ring Customer Services and ask to claim a Right to
Acquire. If you qualify, they will send you an application
form for you to complete. When you send it back to us,
we will check that you have a Right to Acquire. If so, you
will need to arrange for a valuation to be carried out on
your property which will give an up to date purchase price
of the home you currently rent. The discounts for this
scheme are fixed amounts published by the Government.
The amount of discount you receive will depend on
where you live. If you would like further information,
please ring Customer Services Centre and ask for an
information leaflet to be sent to you.

Home Ownership
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Customer Service Centre
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Please remember, if you need any assistance our
Customer Service Centre is here to help you. If you have
a problem, a complaint or a compliment about the
service you have received, or you need information in a
different language or a different format, a Customer
Service Officer is waiting to take your call.

The phone number is a free phone number from
most landlines, 0800 970 6363.

The opening hours are: 

8.30 am to 6pm Monday to Thursday 
9am to 5pm on Friday. 

Customer Services Centre based at Bolton



www.saha.org.uk

Customer Service Centre: 
Phone 0800 970 6363 (free from most landlines) 

Opening Hours: 
8.30am to 6.00pm Monday to Thursday 
and 9.00am to 5.00pm Fiday.


