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Homelessness Prevention and Housing Advice

The Homelessness Prevention and
Housing Advice Service

Through our Homelessness and Prevention Team we will provide, support, advice
and signposting to anyone in Tamworth who is concerned about their home. The
aim of the Homeless Prevention and Advice team is to help people stay in safe,
suitable accommodation wherever possible. We can give you advice and help that
is relevant to your circumstances that will help you to stay in your home. We help
people who are living with their family, who own their home and those who rent
from a private landlord, the council or a housing association. Advice and help is
also available for anyone who is experiencing physical or emotional abuse or
violence.

The services we provide

Advice and Housing Options by;

• Provide tailored advice to suit your specific needs and circumstances
• Provide the option of mediation between you and your family, landlord or lender
• Maintain and manage a waiting list for council and housing association

accommodation
• Give advice and help on a wide range of housing options including renting from

a private landlord, the council or a housing association
• Signpost you to other service providers who may be able to provide further

guidance and assistance
• Offer telephone and face to face interviews at the council or in your own home
• Provide support and assistance when it is no longer possible for you to stay

within your home.

Mediation and support;

• When you are not getting on with your family and are thinking of moving
• When you are finding it difficult to keep up you rent or mortgage payments
• When you are having disagreements with your private landlord, for example

about repairs, rent or asking you to leave
• When you are experiencing physical or emotional abuse
• When you think you need general support because you are not coping very well

and finding it difficult to stay in your home
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If you are homeless we will:

• Complete a statutory homeless assessment if you are roofless or threatened
with homelessness within 28

• Provide you with the option of an interview or home visit
• Assess if you are vulnerable. This might be because for example you: are an

older person; someone with mental illness; are at risk of violence.
• Give you help and support if we decide that you are not a priority case and that

you are not vulnerable.
• Arrange temporary accommodation if necessary and work with you to provide

a more longer term housing solution
• Ensure that any necessary stays in temporary accommodation are kept to a

minimum

The standards you can expect from us

Tamworth’s “Quality Promises” leaflet sets out what our general standards are, for
example, how quickly we promise to answer the phone and respond to letter.

We will also:

• Interview carefully and politely everyone who may become homeless or is
homeless

• Show respect and be discrete when responding and dealing with cases
• Recognise the varied needs, expectations, and cultures of applicants and reflect

these differences in the range, sensitivity and relevance of the service provided
• Aim to speak to you within ten minutes of an agreed appointment
• Aim to interview you in a private interview room
• Visit you at home within five working days, if we agree that this will help to

prevent you becoming homeless.
• Work with other specialist and partner organisations and refer you to them when

this is necessary to your case
• Assess your homeless application and let you know in writing if we have given

you priority for housing within 33 working days.
• Tell you how to ask us to review your homeless application if you disagree with

our decision.
• Keep you informed about actions we have agreed to prevent you becoming

homeless or progress with your homeless application.
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Your responsibilities:

• We expect you to tell us truthfully everything we need to know to prevent you
becoming homeless or to assess your homeless application properly.

• We expect you to co-operate with the homelessness prevention and housing
advice team while they are assessing your requirements and taking any actions
that they agree with you or that they are legally obliged to do

• We expect you to inform us if your circumstances change
• We expect you to bring relevant documents when you first ask us to help you
• We expect you to keep to the rules of any temporary accommodation that we

may arrange for you.

Monitoring These Standards

We have developed these standards after consulting with our customers.

We will:
• Seek customer views in a range of ways
• Through customer feedback and statistical returns we will monitor and publish

how well we are doing against the standards that have been set.
• Review our standards with our customers once a year
• Respond to complaints in line with the councils procedure (see ‘Tell Us’ leaflet)
• Actively review and model our service to meet customer needs and

expectations

How to Contact Us

We are always looking for ways to improve our services and are keen to hear the
views of our customers and partners.

If you have any comments or suggestions concerning any of the information above
or you would like to get in touch with the housing advice team, contact us at:

Housing Advice Team
Marmion House
Tamworth Borough Council
Lichfield Street , Tamworth
Staffordshire B79 7BZ

Alternatively; Email: enquiries@tamworth.gov.uk OR; Telephone 01827 709 378 / 459
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Tamworth Borough Council’s Commitment
to our Customers

Council-Wide Quality Promises:

To ensure that you know what to expect from each of our services and the Council
as a whole we have developed the following ‘Quality Promises’:

• We promise to try to resolve your enquiries at the first point of contact, if we
can’t, we will tell you straight away

• We promise that you will know who is dealing with your enquiry, how to contact
them and they will be aware of your case

• We promise to answer your calls promptly and if the person you want to talk to
is not available, get the right person to contact you as soon as possible

• We promise that if you contact us by e-mail, we will acknowledge your enquiry
the same day and let you know how long it will take us to get back to you with
a full response

• We promise that if you write to us we will respond within 7 days, if it is likely to
be longer than this, we will tell you

• We promise to consult with you regularly about what you want and expect from
us and we will be honest about what we can do for you

How Can I Comment on the Service?

We have a ‘Tell Us’ form on which you can make comments, suggest how we can
improve services or make a formal complaint. Our Tell Us scheme helps us to
learn from your views to improve our services, and ensure we meet our Quality
Promises. Forms are available in all reception areas. If you prefer, contact us
directly on 01827 709 709 and we will send you one in the post.

Alternatively you can fill in our on-line ‘Tell Us’ form at
www.tamworth.gov.uk/forms.asp

We are currently consulting on our service standards to ensure that we meet
our customers’ expectations. We are keen to receive feedback from you
regarding the documentation you have read. Please complete the form below
and return it to a Tamworth Borough Council office or alternatively ring 01827
709378 or 01827 709459 where someone will be happy to discuss the service
standards with you
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Notes
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Homelessness Prevention
Service Standards

Have you found the information in this leaflet helpful?

If you would like to comment on the content of this leaflet, including which
information you found most helpful and where you would like to see additional
information please complete and return this slip to the Housing Advice Team at
Marmion House, Lichfield Street, Tamworth B79 7BZ

What did you like / find helpful about the leaflet?

________________________________________________________________________________________________________

________________________________________________________________________________________________________

________________________________________________________________________________________________________

What information would you have liked the leaflet to contain that it didn’t?

________________________________________________________________________________________________________

________________________________________________________________________________________________________

________________________________________________________________________________________________________

Would you like to participate in any further consultation we may do on
homelessness prevention service standards in the future? Y/N

If Yes please provide your name, address and contact telephone number

Name: ______________________________________________________________________________________________

Address: __________________________________________________________________________________________

Contact number: ________________________________________________________________________________
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Alternative Formats

If you, or someone you know, require this information in an alternative format please
phone Housing Advice on 01827 709455, or email enquiries@tamworth.gov.uk.
Alternative formats are: Large print, Braille, audio tape, PC disc format.
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