
Decent Homes,
Decent Living in Sandwell

Customer Information
You will be left with an information
pack containing useful information on
the proposed improvement work,
contact details for the Customer Liaison
Officer and the out of hours emergency
number.

Before works starts, you will be sent 21
day and 7 day letters informing you of
start dates.

The Customer Liaison Officer will keep
you informed of proposed works and
liase with you before, during and after
the work.

Frequently asked questions

QDo I need to stay in every day 
during the works?

A Due to the nature of the works you
will not visited every day so please
go about your daily routine as
normal. If in doubt contact your
CLO.

QWill there be much mess?

A This will depend on the type of
work being carried out, but in some
cases it is unavoidable. Work areas
will be tidied and cleaned up after
each day.

QWill I still have a kitchen to cook in?

A You will be left with cooking,
washing and toilet facilities at the
end of every working day.

QWhat if I need help packing and
moving my things?

A Please speak to your CLO about
additional help.

QWill I be shown how to use new
systems?

A Once all the work is complete, you
will be given a demonstration on
any new systems and left with user
instructions.

QHow will my carpets be protected?

A We will protect yor furniture and
carpets using protective flooring
and dustsheets.

QWhat if I have problems out of hours
or during weekends?

A Your CLO will leave you with an
emergency out of hours number.

QWhat if I’m not in when someone
visits to carry out work?

A You will be given prior notice about
who to expect and when but should
they not find you in, you will be left
with a calling card.

QWhat if I’ve booked holidays or have
appointments?

A Please let your CLO know as soon as
you can so that work can be
planned around these dates and
times.

QWho do I contact if I have any
problems?

A Your CLO will leave you with
contact numbers should you
experience a problem or need to
ask any questions.

General Contact Numbers
Once the works have started to your
home your Customer Liaison Officer will
be your first point of contact and they
will leave you with contact numbers for
themselves and the out of hours
emergency service.

For any other information about the 
5-year Decent Homes Investment
Programme please :

For Oldbury or Rowley: 0121 569 6000

For Smethwick or
West Bromwich: 0121 569 6000

For Tipton or 
Wednesbury: 0121 569 6000

Sandwell Homes Investment Directorate
Church House
5-14 South Road
Smethwick
West Midlands, B67 7BN

www.sandwellhomes.org.uk

Your support is appreciated
It is important that you allow us access
to carry out all the improvement works
necessary and whilst we understand that
improvement works can be disruptive
and sometimes inconvenient, upon
completion you will benefit from
modern facilities, greater comfort and
possibly reduced heating bills.

Demonstrating our commitment
to the social housing sector

    



What is the Decent
Homes Standard?

The Government has set a target
to make sure that all social
housing meets standards of
decency.

A decent home is one that:

lmeets the current legal minimum
standard for housing

l is in a reasonable state of repair

l has reasonably modern facilities and
services - a kitchen less than 20 years
old, a bathroom which is less than 30
years old, and an bathroom and toilet
in an appropriate place; and

l has a reasonable degree of thermal
comfort.

Most properties will require some
upgrading work, which may include
one or more of the following:

l Chimney repairs

l Electrical rewiring

l Insulation work

lMinor alterations

l Repairs or renewing of roof coverings

l Replacing doors or windows outside

l Installing central heating

l New fitted kitchens and bathroom
fittings

This will make sure that all of our
tenants will have access to and
should expect a minimum standard
of housing. We are committed to
making sure that the Decent
Homes Standard is achieved in all
council homes.

How do you contact tenants and
leaseholders about improvement
work?
We send out an introductory letter to
you if you are about to have your home
improved. The letter will tell you who
the construction partner is, this is who
will be carrying out the work in your
home.

What happens next?
A customer liaison officer (CLO) from
one of the construction partners will
contact you to arrange a visit. At this
visit, a detailed survey will take place
to identify exactly what improvements
need doing to bring the property up to
the Decent Homes standard.

Always ask to see identification before
you let anyone into your home. If you
are not sure, do not let them in until
you can confirm who they are.

Tenants’ Choice
If appropriate, we
will be offer you a
choice of colours for
items that need
replacing in the
kitchen and
bathroom. This may
include kitchen
units, worktops, wall
tiles and wall coverings.

The customer liaison officer will discuss
the proposed work with you including
how the work may affect you. We will
also be given an idea of how long the
works should take.

Your customer
liaison officer
The customer liaison
officer (CLO) is
responsible for
making sure you
receive first-class
customer service at
all stages of the
improvement work. They will be your
first point of contact before, during and
after the work is completed.

They will help support and advise you.
So, if you have any questions of worries,
contact your customer liaison officer.

www.sandwellhomes.org.uk
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