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Annex A

The Housing Executive has provided details of the following methods used to inform its
tenants on how to report a repair.

i) Housing Executive Website

i} Rent Statements

iii) Street Ahead 2020 magazine

iv) Information on reporting a repair is also shared with Supporting Communities
who include details in their E-zine.

Copies of the written communications provided to Housing Executive tenants are
provided below.
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1. Website (extract provided below). This includes:

a. Telephone number

b. Text

¢. NIHE COVID-19 Customer Service updates are regularly updated and links are posted on
our social media accounts continuously throughout the year (Twitter and Facebook).
Information is provided on how to report a repair. The links to these were provided to all
elected representatives in March 2020 and again in July 2020.

d. Annual winter weather campaign which details the methods of reporting a repair.

How to report a repair

@; Housingtxecutive

D you know that you can raquest and {rack a repair on the My Housing Execulive pontal?

My Housing Executive aliows you o access information aboul your tenancy and contact us securely
24 hours a day

Phone us: 13448 920 301 (includmg emergencies cutside oHice hours)
Text ua: you can text your repair 1o 66644 slarting your message with the word "Reparr” and

remambering to include your address

Fome > by Housing Eseculve > vk for Hous:ng Execulive [BRanls » CUsIomer senice updatss

Customer service updates

I this section
1 My Housiiy Execul se pontat . Cuslomer servie updales
3 haking Your blaney ‘Nork 4 Fay yous bils
5 Rent anears 8 Avoding debt
7 Soca Secier Fize Thlena Hedrem lae B Tower blocks
] Unseersai credil 1 wWallace supplementary payment
1 Teanalers and exchanges 12 HomaSwappet
13 Tenancy cond bons and adoce 14 Cuslimer charter
15  Ranlscheme 16 Fales

All repairs can be reported
+ Onkne
+ By calling us on (3448 920 601
* By text to 66644 starting your message with the word "Repair” and remembening to mclude your
address.
* On the new My Housing Executive tenant portal
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2.

Heme > Heus:ng Hep » Secars 290 mandgnzance » iop oS lor wints

Top tips for winter

In th's section
[ a3 Too ps for wintsr 2 Fite safety
3 Gay Safely 4 Ruop#nni] ol feplaces
5 Alvice aboul asbesics [ Hox to marian youw home
7 Fnd your sigpcock 8 If your oold walst 1ark 5 isakng
8 Leoking atier your pipes 41 ¢otd weathar 10 I vour waler 5 Cut off
i1 Whal 'o do n jevers woathat 12 Vhat1o doin acnsis o anmigency
13 If yeur foma s damaged 14 COMpe1SaTGn 1GF NOME MpICLEments

15 Vater Hvasng

Ban't Mesis up’
Curew spel s of severe cokd 1 15 pOSSIER Jor waer pres n your heme 10 freeZe This may 'ead 10 3 DUTSE PG <Nan e (Raw sels .n

Tais can darmage your home and belongings YWith these $1Mpie Pacautons yDu (a7 MiuCe 1he sk or deal w.th bursl prpes
Wou can 10 pul Mene 2boul (LLOILNG d fepa § duning e wallaf Taiis by » ewing Ty Shorl video on ow Taalute Cianm)

Follow these tips to protect your home from the worst of the winter weather

Rent statements are sent to all Housing Executive tenants and the repairs contact
number is detailed on the last page as shown below.
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MAKE YOUR MONEY WORK HARDER INDEPENDENT ADVICE

Make two callst Welfare Changes Helpline:
= Call 0800 232 1271 ('Make the Call'linel and check if you're Freephone 0808 802 0020 - Mon - Fri {9am-5pm)
getting all the money and support you should . . —
- €all 03448 920 900 | NGTH 18001 03448 920 900 and speak to ["ﬂ;?ﬁ:ﬂﬁ E:ETT;?“; g:g;"o;';"::;';‘g Advice Services:
your local Housing Executive office to find out how yau can make - Housing liighlspSe"nce' 028 5024 5640
your money work harder for you! .

L R Ly e L T anTTm

CONTACT THE HOUSING EXECUTIVE

Q Housing Benefit: 03448 920 902 | NGT'- 18001 03448 920 902 L nihegovuk
@ General Enguiries: 03448 920 900 | NGT': 18007 03448 920 900 n facebook-m;thl};mgexecUli.ve
& Repairs: 03448 920 901 | NGT': 18001 03448 920 901 Y

Housing
'NGT: Ne=xt Generation Text is for use by those who are deaf, hearing or speech impaired. @ text phane or App 1s needed. E)(ecutl\/e

T S BT NS
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3. Streets Ahead 2020 was delivered to all tenants in December 2020 (2021 edition is
due to be posted shortly) and included:
* A2 page feature on home safety included information on how to report
repairs in an emergency
¢ A'Getin touch' information section on the back page includes the repair line
telephone number and SMS option.

{ g o
Emergency
Repair
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What can my Patch Getin touch
Manager help me with? BeeSasessisny

e ferlbomriety ey

Patch Managers are here o look after you and help resalve your
housing issues, Here are some of the ways your Patch Manager can B ?UR TENANT PORTAL

support you. 1 L 9 0 Onl LEnant

Eamcutive 318

| lowe my hoine but need 1ome tupport 10

| lcan conthiue to live there independentty.

7 AT o, hide. gov.ul
‘Wnh a refeeral e an Occupational Theraput, we can carry

- |
out ruror and major ada ptations to make 1t €5t fos you to % B? PHOME
da everyday tasks. You thould chat te yoar Patch Wanager GENTRAL ENQUIRES
ahaul the diffKutnes you re having so they can detrmne whae
adapions can bo made to your home so 1t Moets youe needs 0344892!0 9 0
Thity can stuo refer you to soertalist erganaat:ons that prowde 2 m‘ o (i
additsaria] support sernces ta belp you manage yous home R A '3
* £F
—_— 03448 920 901
) o
P Minding il difficult to manage my monay and v 45 it

_I'n worried about falling behind on my rent. You com ble ceport a repa

Your Paich Manager can Laik you through your stuation and texting SREA [sryrung y
ard

P

#nnissthe various options wadable to balp you manage A ge wil i
B your reat pryments. 4 you yke they canalzo mder you 1o fa - and tem. ver 10
( one of our Fmancial mouson Ofixers who can check address)
hat you'ne gerung all the benefits you re entaled to, and ] -

Tl ki money go turther
| heipyoumake your o @ BY EMAIL
Fot [ el engubrles o

Information Safhe.gov.uk
My home no longer meets my family's Y
naeds and | woild Uke to move, ! | BY SOCIAL MEDIA
- o ' 5 L
1F you wousd Baa ta bve i a different H
. — aroperty, your Patch 1"va been having difficulties with
Manager can hels you complete 3 my neighbours and nesd soma
traraher applicabon and heip resotving them.
etk you through your
housing options. tf you're wermed abont anu
% social behaviowr. or are having
a chipuie wh yous nesghbout,
@ you snould 1peak sopour Follewus o
Patrh Masager They will
Kandle your complantin

i 2 senutne way and work (\ %
Aangsida aur partnary 0! BY VISITING OUR OFFICES
H I'ﬁm:‘”"m _M ‘We uwiilerstand that s may prafer |

Like us o0 Facebosk

4. Information on reporting a repair is also shared with Supporting Communities who
include details in their E-zine (extract below).

@

SC E-Zine March 2020




Annex A

Housing Executive and Covid-19

The Housing Executiva has issued this
guide to its response to the current public
health crisis caused by the pandemic
coronavirus.

In line with government advice on the management
of the coronavirus oulbreak, it has become
necessary to make changes in the way we detiver
our services, These changes are intended to
protect our customers and our staff while ensuring
that we conlinue lo provide key essenlial services,

The main changes are as follows:

Local Cffices:

All public reception areas in our focal offices will
close with immediate effect and until further
notice. Stafl will still be working from our offices
and we can be contacted on these lelephone
numbers:

. (3448 920 900 - Genera! enquiries
. 03448 920 901 - Repairs
. 03448 920 902 - Housing Benaefit

Please nole that stalf will not be carrying cut home
visits until further notice,

Homaless Services / Applying for a housa

Our services will be disrupted as a result of the
closure of cur local offices and slaff being unable to
carry out home vislts, However, wa will conlinue lo
provide advice and assistance by

telephone. Customers should contact the general
enquifies number above

Housing

Rental Paymants

Customers facing financial difficulties as a result of
the on-going emergency should telephone their
patch manager for further advice. We will have a
sensitive approach to Lhose in financial difficulty
Repair Service

To minimise the spread of the virus and in keeping
with the Governments advice on social distancing,
over the coming days our repairs service we will be
moving to an emergency service only until {urther
nolice. We will therefore only carry out repair
works where there is a risk Lo life of property.

When reporting a repair, staff will be asking if
customers are self-isolating, and, i so, our
contractor will be advised. Our contractors wll
have to carry out a risk assessmen! before
attending to the works and they will contact you to
advise on whal to do next.

Repairs can be raported by telephone - 03448 920
901 of online Report a repair online

Hous|ng Benefit

Housing Benefit payments will continue as
normal. Should you wish to make a new claim or
advise of a change in circumstances please
telephone the Housing Benefit number above



