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Advertisement

DIRECT
Debit

Rent payments made easy...

® No cheques to write
® No paperwork or postage
® No queuing

Payments are made for you, by your Bank or
Building Society. You simply complete and sign
a Direct Debit authorisation then send it back
to us and we take care of the rest.

Take the hassle out of paying your rent.
Sign up for Direct Debits today...

Ring the Rents Hotline
on 01670 542121
for more information.




Introduction

This leaflet explains our furnished tenancy scheme,
which we run in partnership with the Newcastle Furniture

Service.
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Providing services fairly

We aim to ensure that our customers can use our
services regardless of age, race, sex, disability, religion
or sexuality.

We do this by ensuring our staff are trained to understand
the different needs of customers and by monitoring our
services to make sure they are provided fairly to
everyone.

Our staff will:

® help you fill in forms

® provide an interpretation service if your first
language is not English

@ give you information, on request, in different

languages or in different formats such as large

print, Braille, CD or audio tape

use plain English

take account of any special needs you may have

provide you with support if you need it

welcome calls using Typetalk

arrange for you to speak to or be visited by a

member of staff of the same sex as you,

if you wish

provide induction-loop systems

® Vvisit you at home if you can't get to our office

® provide you with a sign-language service.



What is the furnished tenancy service?

We can supply furniture to help you set up your home.
There is a weekly charge for the furniture, which we add

to your rent. If you get housing benefit, it may meet the

cost for you. Please contact us for more details of the
service and charges. A furniture package is also available
for existing tenants in certain circumstances. Please contact
us for more details.

How does the service work?

We ask you to sign an agreement for the furniture you
want. We will then arrange to deliver the furniture to your
home.

Can I choose the furniture I want?

Yes, you choose the things you want from a range of
furnishings and white goods (fridges etc). We will show
you what is available and explain the costs. The amount
you pay depends on what you choose.

Will I get new furniture?

Not all the furniture is brand new but it is all in excellent
condition.
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Can I buy the furniture?

The furniture belongs to Your Homes Newcastle and they
cannot sell it to you.

How do I return the furniture when
I no longer need it?

All you do is tell us you would like to end your agreement
and we will arrange to collect the furniture.

What if the furniture becomes faulty,
is worn or needs replacing?

You should contact Homes For Northumberland if you have
a problem with any furniture you have been given. We will
arrange an appointment for someone to call and check and,
if necessary, repair or replace it.

Can I take the furniture with me
if I move home?

If you transfer to another of our homes, you must tell us if
you would like to take the furniture with you. We will
contact Your Homes Newcastle so that they can change
their records. You may only take the furniture with you if
you move to another Homes For Northumberland property.



Can I have furniture from the scheme
again the future?

You can have furniture again, as long as you returned in
good condition all the furniture you borrowed.

What happens if the furniture is
damaged or stolen?

If items are damaged or stolen, you are responsible for
the costs of replacement. You must have household
insurance to cover you in case of accidental damage or
theft. We can give you details of our own low-cost
insurance scheme, which allows you to pay by
instalments.

Your furnished tenancy service -
our promise to you

We are committed to providing you with excellent
services. These are the standards of service all our
customers can expect us to meet.

We will regularly review and publicise our performance
against these standards to make sure that we continue to
provide a high level of service to our customers.
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We will take action to improve our services where we do
not meet these standards.

We have agreed the following service standards with our
customers:

We will:

® deliver your furniture on a convenient day within
5 working days

® offer you a morning or afternoon appointment for
delivery or collection

® assemble any items that need it

® make sure your cooker and any electrical
appliances are in good working order and are
fitted safely

® replace any item of furniture that need changing
due to wear and tear within 5 working days of
you telling us about it

® repair or replace any faulty electrical appliance
we have supplied to you within 2 working days of
you telling us about it

® collect furniture within 5 working days of you
asking us to.



Spending money wisely

We aim to get the most out of the money we have
available.

You can help us by:

® having adequate home contents insurance
® |ooking after the furniture we provide to you
® paying for the service on time

® Kkeeping any appointment we make with you.

Improving our service

We will always try to provide the best services that we
can so we make sure we learn from any complaints and
compliments.

If you are not satisfied with our service, please let us
know and we will try to sort out your complaint
immediately. Our complaint leaflet explains how to
complain.

We also welcome your comments and suggestions and
regularly ask for your views on our services.
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For more information, please contact
us at:

[=] Homes For Northumberland
Civic Centre
Renwick Road
Blyth
Northumberland
NE24 2BX

Phone: 01670 542430 (Blyth Office)
Y Phone: 0800 0461 431 (Alnwick Office)

fiay RNID Typetalk service —
prefix numbers with 18001

Text: 07950 080908

Fax: 01670 542420 (Blyth Office)
Fax: 01665 510352 (Alnwick Office)
Email: repairs@hfn.uk.com

) B)

)
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www.hfn.uk.com

Visit any Northumberland County Council Information
Centres:

Avenue Road, Seaton Delaval
Keel Row Centre, Blyth
Forum Way, Cramlington
Greenwell Lane, Alnwick

The Fourways Centre, Amble.



Other useful contacts

® Newcastle Furniture Service
Your Homes Newcastle
Unit 1, Walker Riverside
Wincomblee Road
Walker
Newcastle upon Tyne
NEG6 3PF

Phone: 0191 278 1888

Fax: 0191 278 1884

Minicom: 0191 278 7727

Email: furniture.service@yhn.org.uk



We can provide this information in alternative
formats and languages. If you would like
information in another format or language,
please contact one of our offices.
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Arabic

B l Rl @3 02 {5 TG 8 SRR i FAC Al W 3 @2 ow ke wEwib A eEE
engall TS B, SIE WAT T TR @ A GF SR @R T

Chinese KRNTUEREERNEEHRIANBESRA, IREFEIFRRNECHEARE
(simplified) &%, BSRINGE—HBLBFR,

Chinese RMBELEANECHRANESIRE, SERERCRARBERS
(traditional) #&MHHEE,

TH qT DN depfeded BrEfel R WIS I AT H Fhd Tl PR 3T
Hindi 3T WEfe AT AT F SABR Ged § A pUA EAR Prfe A 4 el

Th F TUH W

Mozemy udostepni¢ Panstwu te informacje na ré6znych nosnikach i w ré6znych

Polish jezykach. Gdyby chcieli Panstwo otrzymac informacje na innym nosniku lub w
innym jezyku prosimy skontaktowac sie z jednym z naszych biur.

Podemos disponibilizar esta informagéo em formatos e linguas alternativas.
Portuguese Se gostasse de receber informag&do noutro formato ou lingua, por favor
contacte um dos nossos escritérios

L wrt feg wEadt gesd genet w3 gmRt fag ye's 99 Aae dfl W 3HAT wiEddl
Punjab| & fan 93 soAe #F Iwr feg ude I9d, fagur I3d AF wE3d fed fed &
UCCECE)

Mo6zeme poskytnut tieto informacie v dalSich formatoch a jazykoch. Ak
Slovak budete chciet informacie v inych formatoch a jazykoch, prosim, kontaktujte
jednu z naSich kancelarii.

. Bu bilgileri bagka formatlarda ve dillerde sadlayabilmekteyiz. Bilgiyi baska bir
Turkish formatta veya dilde almak isterseniz, liitfen ofislerimizden biriyle irtibat
kurunuz.
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with the help of
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In partnership with Northumberland County Council.
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