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Our Promise to You:
We will provide information on the Tenancy Support 
Service:

• On our website www.sandwellhomes.org.uk

• In your local Neighbourhood Office

• From your Housing/Tenancy Support Officer

• By telephoning the Tenancy Support Service on  
 0121 569 5099

• Or email community_care@sandwellhomes.org.uk

Tenancy Support Service
Sandwell Homes has a team of 24 Tenancy Support 
Officers and 3 Senior Tenancy Support Officers who 
provide support to vulnerable tenants in their own 
homes in the borough of Sandwell.

The Tenancy Support Officers are available:

• Monday to Thursday 9.00am – 5.30pm

• Friday 9.00am – 5.00pm
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Our Service Standard to you:
We will in agreement with you:

•  Assist you in resettlement and provide help with setting 
up your tenancy.

•  Provide assistance to enable you to sustain your tenancy 
and maintain your independence.

•  Help with most of the day-to-day issues that can cause 
problems in looking after your tenancy.

• Help you apply for benefits if applicable.

•  Provide advice on budgeting or arrange for help from 
other specialist organisations.

•  Support with settling any rent arrears.

•  Support with gaining access to other services.

•  Liaise on your behalf with statutory and voluntary 
agencies.

•  We will endeavour to meet your language, cultural and 
any other diverse needs.

The role of the Tenancy Support Officer
The Tenancy Support Officer will work with you to identify 
your support needs. The support given will be for a short 
period of time to help regain skills and confidence to 
maintain your tenancy and live independently. 
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The length of time you receive support from the Tenancy 
Support Officer will depend upon your particular needs.

•  Once we receive a referral, a Tenancy Support Officer will 
arrange an initial visit with you within 10 working days. 

•  The role of the Tenancy Support Officer will be explained 
to you at the initial visit.

•  The Tenancy Support Officer will explain and undertake 
with you an assessment of your support needs.

•  If your application is accepted you will then receive a 
letter, which will tell you the name of your Tenancy 
Support Officer and the date of your first support visit.

•  If your application is refused you have the right to 
request a review.

•  Your application for Tenancy Support from initial referral to 
the outcome of the assessment will take no longer than 
20 working days. 

•  On your first support visit your Tenancy Support Officer 
will develop an Individual Support Plan, with you, which 
will recognise your needs and priorities.

•  Agree with you the hours of support and number of visits 
per week.

•  Your Individual Support Plan will be reviewed within  
20 working days and thereafter every three months.
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Your Responsibilities
As a tenant;

•  To accept the support offered by your Tenancy Support 
Officer.

•  Carry out actions agreed in our meetings.

•  To attend appointments at the time agreed or if you 
cannot keep an appointment to contact your tenancy 
support officer  to rearrange.

•  To treat your Tenancy Support Officer with respect.

•  To be appropriately dressed.

•  Not to be under the influence of alcohol or illegal drugs.

•  Please do not smoke during your support visits.

•  Arrangements need to be made prior to any support 
meeting if you require family or friends to be present.

•  Please make sure that any pets are moved to a safe  
and secure place.



Want to know more?
For further information please contact;

Tenancy Support Service

Sandwell Homes Limited,

Dartmouth House, Sandwell Road,

West Bromwich B70 8TQ.

Telephone: 0121 569 5099

Supporting People Team

1st Floor, Kingston House, 438 High Street,

West Bromwich B70 9LD.

Telephone: 0121 569 5267
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If you would like a copy of this document translated, or require a copy 
in Braille, large print or audio tape, please contact 0121 569 6030

Your nearest Housing office is:

SS13/MAR/09/0


