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Customer Service

We are drawing close to having a new suite of leaflets available, fact 

sheets are also being produced to explain the processess involved in 

homeless applications.

A comprehensive list of maps have been produced to assist clients 

that have been placed into supported accommodation.

Tameside Housing Advice web-site should be up and running during 

the next quarter.



Customer Feedback

During this period there have been no customer feed back surveys. 

We have ended our association with the external company that did 

them because we are using service users to conduct them on our 

behalf.

The survey has been changed following service user feedback and 

volunteers were asked to trial the new survey (training on telephone 

techniques was provided before they started).

We now have arranged for them to call in and carry out the full 

survey for us.

The week commencing the 26th of October was chosen to enable 

people that are currently on college courses to attend as it is half 

term.
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Advice cases- Outcomes
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Method of Prevention

0

10

20

30

40

50

60

2nd Qtr
1st Qtr

Re-housed - Private Sector

Re-housed - via Housing 
Register

Family intervention

Sanctuary

Quarter Two

4

43

0

40



Homelessness
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Homelessness Acceptances
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Prevention Fund Spend

Prevention spend for Quarter 2 09/10 was £640.61, this included a 

loan of £450 to assist family to provide furniture etc. This allowed 

them to move into a housing association property sooner as they 

were waiting for their community care grant to come through, 

therefore stopping the client having to apply for an overlap of 

housing benefit.

The rest of the prevention fund spend has mostly consisted of 

assisting clients to return to suitable accommodation via transport 

and sundry expenses.



Temporary Accommodation
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Housing Registers
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Debt Advice
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Number of CasesAt THA 22 new cases have 
been opened during this 

period, 15 cases have been 
closed, Total case load at 

present 51.

The main focus of the work 
we have been doing is around 
the Mortgage Rescue Scheme 
and will be for the foreseeable 
future. To date we have had a 

total of 71 enquiries from 
clients with mortgage 

difficulties and applications are 
progressing on 8 cases with a 

further 6 in the pipeline.



Networking
THA recently went to London to attend a conference and below is a programme of the events,  

Howard and Scott found the day very useful and were able to plot where the service was in 

comparison to others. The comparison was very favourable but they realised THA cannot rest on our 

laurels and can always learn. 

Below are some of the topics that were covered.

Planning and designing new service models through Enhanced Housing Options - emerging practice and 

initiatives, innovation from 'trailblazing' authorities, new service, partnership and delivery ideas

ÅProvider innovation and service enhancements - great ideas and initiatives from a range of providers:

Jo Beck, Enhanced Housing Options Manager, London Borough of Greenwich Housing Department -

choice and opportunity for socially excluded adults (ex-offenders, victims of domestic violence, vulnerable 

young people, black and minority ethnic communities)

David Rubick, Agency Manager, Anchor Staying Put - advice, advocacy and support enabling older people 

to make an informed choice about whether to move house and advising them of all available options

Andrew Church, Head of Community Investment, Cambridge Housing Society, supporting people 

through the recession with packages including skills for jobs, financial capability and a laptop loan scheme

Sarah Thurman, Director, Hyde Plus, The Hyde Group - on a range of customised support services for 

tenants and shared ownership residents addressing worklessness, financial inclusion and fuel poverty

Chris Deery, Head of ICT, Solihull Community Housing - using the Internet to improve tenants' access 

to housing services such as choice-based lettings, as well as to wider opportunities for training, job seeking and 

social networking NEW ADDITION

Ann Duffield, Head of Policy and Housing Options, Northwards Housing - on improving customer 

service and improving communications with customers including a handbook for staff with do's and don'ts and 

top tips NEW ADDITION



New Service Partnership
Threshold, as part of the Community Support Foundation consortium, will run the service in partnership with 
Tameside Housing Advice.

Community Support Foundation offers a unique partnership model of a housing advice service and a housing support 
provider working together to meet the housing needs of offenders.

This is the first Greater Manchester wide service that has been procured via Supporting People funding. As such it is 
an opportunity to demonstrate that a cross boundary service can be effective and thereon provide the consortium 
with unique experience with which to deliver other multi-authority services should the opportunity arise

The new team based at Housing Advice will be the hub of this new service taking all referrals for accommodation. It 

will be working with prisoners due for release who have a housing need; including prison housing advice services, and 

probation staff. A key aspect of the service will be the signposting to existing agencies if appropriate, the local 

offender service; or where the case is relatively straightforward, provided with some advice.

Using Housing Advice and Housing Register expertise the service will develop an open approach to working with 

RSLs and private landlords. It will work in partnership with RSLs to work through barriers relating to suspension 

policies. We will also support and signpost offenders to become involved in a wide range of tenancy training and 

meaningful occupation type activities to help them sustain their tenancies. 

Service users will be heavily involved in developing the service and providing feedback on its effectiveness. 



Surgeries

At THA it is recognised that going out into the community is an 

excellent way to help in the prevention of homelessness. 

For this reason we hold a number of surgeries in and out of the 

borough.

Probation surgeries are being held weekly at Hyde and Ashton.

HMP Forrest Bank is being visited once a month.

Tameside Hospital (mental health ward) receives weekly visits.

Young parents outreach happens weekly in Ashton and every four 

weeks in Hattersley.



Ask Us

Over the next quarter we will be looking at ways to engage with 

service users and get people involved with ôSUGAõ (new name for 

service user group).

Some of the things we will be asking them to get involved with include 

surveys, newsletters and there own pages on our web site.

Melanie Fraser after successfully completing the necessary courses is 

now qualified to deliver MARAC training.


