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Why Service
Standards Matter
for Our Residents

Service Standards are essential because they set
out what residents can expect from us in a clear,
fransparent and consistent way.

They help to build frust by ensuring that services are
delivered fairly, efficiently, and with respect valuing
the needs of our residents.

By defining response fimes, levels of support, and
communication commitments, service standards
will allow residents to hold us accountable and feel
confident in the quality of service received.

They also promote better outcomes by encouraging
early intervention, supporting tenancy sustainment,
and fostering a more inclusive and responsive
housing management service.

Our Commitment to You

These service standards are developed to support the vision of Housing Services, A Place
called Home, which sets out to establish and deliver a resident led housing service for
residents that live in our homes and communities.

A Place called Home is made up of three key priorities:
Resident-led services, putting you at the heart of everything we do

High-quality housing services and home improvements
for warm, secure sustainable homes

Welcoming, safe and vibrant neighbourhoods




Domestic Abuse
What you can expect from us...

A guide for residents on how we respond to concerns about domestic abuse.

We're committed to creating a safe and supportive environment for all residents. If you or
someone in your household is affected by domestic abuse, we’'re here to listen, support,
and work with you to find the right help.

How we respond Working together to

Domestic abuse concerns can be raised 1] ppOr‘l' y0u
directly by you, your family, or referred to us
through the Multi Agency Risk Assessment BliieRelet=RiNelol=lal=lo MR F
Conference (MARACQC).

Refer the concern to our Community

When a concern is raised, we will: Safety Team and document the steps

we take.

* Check if emergency help is needed Work closely with you and otheragencies
and contact emergency services if involved in the MARAC process to find
necessary. the best way forward.

e listen with care and respect to Address any housing-related issues that
understand your situation. may be affecting your wellbeing—such

* Record the concern in our housing as repairs (including damp and mould),
systemm and make sure it's reviewed rent arrears, overcrowding, or the need

quickly so you get the support you need. for rehousing.
Stay in regular contact and advocate
on your behalf to make sure your needs

Early support are met.

Escalate concerns either directly to the
We believe that early support can make a police or through MARAC when needed
real difference. We'll help connect you with to ensure your safety.

services that are right for you—such as your
GP, domestic abuse support organisations,

or Early Help—so you can access the care CIOSing and moniioring
and guidance you deserve. cases

’
Our team’s a pprOOCh We’ll only close your case once we’ve spoken

Our staff are trained to recognise signs of With you and confirmed that the right support
domestic abuse and respond with empathy S N Place.
and professionalism. We're committed to
being aftentive and respectful in every
inferaction, and we’ll always guide you fo

the right support.

We want to make sure you feel safe, heard,
and supported moving forward.



Monitoring
our service

Every month, our Community
Safety Manager reviews
domestic abuse referrals and
cases to ensure we're meeting
our standards and continuously
improving the way we support
residents.






