We can help you understand this information in your language. Customer Service Standard Leaflet 4

We can provide documents in large print or

audio. Please ask a member of staff.
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French INous pouvons vous aider a comprendre ces informations
dans votre langue. Nous pouvons fournir les documents
en gros caracteres. Demandez a un membre du
personnel.
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Polish |Mozemy pomdc w zrozumieniu tych informagji w
Panstwa jezyku ojczystym.

Mozemy dostarczy¢ dokumenty duzym drukiem.
Poproscie osobe z personelu.

Portuguese | Podemos facilitar-lhe esta informacao na sua lingua.
Disponibilizamos documentos impressos em letra grande.
Por favor dirija-se a um dos funcionarios.
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Our Aims

One of the main aims of Connect is to build successful communities.
By the operation of lettings procedures that are open and
accountable, Connect aims to build sustainable communities and to
help applicants find homes that are suitable for their needs.

Connect Housing Association is a member of the Leeds Homes
Register. The register is operated by Leeds City Council. It is made up
of people who have requested housing from the council and housing
associations in the city. In order to be considered for a Connect
home, you need to be a member of the Leeds Homes Register. We
can help you with your application for the register.

We also participate in a Choice-Based Lettings Scheme that is
operated by Leeds City Council. This means that we (and a number of
other landlords) advertise some of our available homes in the Leeds
Homes advertising paper. You can express an interest in being
considered for any of those homes by following the details given in
the paper.

We do not have a lot of vacancies each year and we receive many
expressions of interest in our properties, so unfortunately we are not
able to help everyone. If we are able to offer you a home, we aim to
provide a home in an area that you have requested, in good condition
and of the size and type that is needed by your household.

We will also try to help our current tenants who are in housing need

by the operation of transfer and mutual exchange procedures and by
taking part in national mobility schemes.
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Leeds Office
205 Roundhay Road
Leeds LS8 4HS
Tel: 0113 285 0400
Fax: 0113 234 0482
minicom: 0113 235 0416
Huddersfield Office
The Media Centre
6 Friendly Street
Huddersfield HD1 1RD
Tel: 01484 353 530
Fax: 01484 353 545

Email: corporate.services@connecthousing.org.uk

Website: www.connecthousing.org.uk
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When dealing with your enquiry or application:

We will;

Provide you with a Leeds Homes Register application form if
you need one.

Offer help and advice to complete the application form.

* Aim to put all completed applications onto the register
within 10 working days. Write to you with your application
number.

* If we cannot consider re-housing you at the moment
because of current or previous circumstances (e.g. anti-social
behaviour, former tenant arrears), explain why and clarify what
you can do to change this. Provide an opportunity for you to
appeal, if you disagree with our decision.

Give advice about applying to other organisations and
agencies who may be able to help you.

Offers of Accommodation:

We will;

Tell you how much the rent and any service charge will be.

Make sure that you have had the opportunity to view the
property before we make a firm offer to you.

Tell you when the tenancy will need to start.

Give you two working days to decide if you want to accept
the offer.
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Signing-up for a property
We will:

.  Provide you with information about how to have your gas
supply uncapped and how to get your utility supplies registered
In your name.

«  Give you a copy of your tenancy agreement and the Tenants’
Handbook and take time explaining them to you.

Transfers
We will:

« %k Aim to register all transfer applications that we receive
directly within 10 working days. You may choose to send your
Leeds Homes register application form to another landlord and
that may mean we are not aware that you want to be
considered for a transfer. If you do this, please contact us to tell
us that you also want us to consider you for a transfer.

«  Provide advice about the options that are available to you to
move home. These options include nomination to national
mobility schemes and Connect’s procedure for mutual
exchanges.

Leaving your home

If you decide to leave your home, we will:
. Tell you the length of notice needed to end your tenancy.
«  Give advice on leaving the property clean and tidy.

« Tell you about any outstanding rent and service charges.

@ -

« Let you know where and how to hand in the keys.

. If you have damaged the property, charge you for the costs for
repairing the damage.

. If you leave any personal items in the property after you have
returned the keys, charge you for their removal.

Service Standards

Service standards tell you what you can expect from Connect
Housing. We want to come up to our service standards and, to check
this out, all standards marked with a % are measured and monitored.
However, if you spot that we fall short, please contact a member of
the Community Services Team or the Service Improvement Team and
we will investigate your concerns. Or, alternatively, you can make a
formal complaint (see Service Standard Leaflet 2 or the “How to
Make a Complaint” leaflet) if you believe this is more helpful.

We will review our service standards every year with your help and
involvement. We will consult you in a variety of ways to make sure
our services meet what you expect. We are committed to the use of
external quality standards and independent assessment of what we
do. We are also committed to constantly working on our service
standards so that you regularly experience improvements in what we
do.



