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A fresh start in
a hew home

You're bound to have some
questions. This leaflet will try

to answer them. If there’s anything
else you want to know, just ask.
We'll always do our best to explain
and help.

About retirement
housing

Like most of your new neighbours,
you value your independence

but want the peace of mind that
comes from knowing there’s
someone on hand if you need
support.

The place you are renting is

your home. Our visiting scheme
manager will respect that. They
won't intrude or invade your
privacy. But they will help you

get the most out of life, whatever’s
right for you. And if there’s a
problem they’ll deal with it or

help find the right person to sort

it out.

Contacting your visiting
scheme manager

Getting in touch with your visiting
scheme manager couldn’t be
easier. They have their own office

nearby and you're free to pop

in and see them in office hours.
But please bear in mind that your
visiting scheme manager isn't
office based and most of their time
is spent out and about, checking
on the well being of residents.
However you can contact them on
their mobile telephone. They will
provide you with their number.

If you prefer to use the
call system in your new
home, depending on
the call system you
have, your call will be
answered by either
your visiting scheme
manager or the 24 hour call centre.

How we can help

Your visiting scheme manager

is there to help you lead a full,
independent life. You decide how
much involvement you want them
to have in your life. There are lots
of ways they can help, such as:

- getting to you quickly if there is
an emergency

« setting up a support plan with

you to make sure you get all the
help you need



» making contact regularly to see
how you are. They'll call daily if
that's what you need.

« finding the best people to help
if there’s a problem.

- advising you on any problemes,
like getting repairs done or
benefits sorted.

« making sure the scheme or
block is safe, secure and well
maintained by reporting

problems to the relevant person.

« reviewing your support plan
on a regular basis.

- offering advice, information
and support, on a wide range
of matters.

- setting up social activities,
everything from theatre trips,
to keep fit clubs. You get
involved only if you want to.

Getting other,
specialist support

There are lots of things your
visiting scheme manager can
help with, but when they can't,
they’ll put you in touch with
other specialists for help with
things like:

« cooking and cleaning

« taking pills or medicines

- getting personal care

» collecting your shopping,
pension or prescriptions —
although your scheme manager
may be able to help out if it's an
emergency

Your welfare is our greatest
concern. If there is anything you
are worried about or need, please
let us know. We'll do our best to
make it happen for you.

Our support to you

Your visiting scheme manager
may work between 8.30am and
4pm each weekday, depending on
where they are based. Your visiting
scheme manager will confirm their
working hours to you.

In the evenings,
at night and at
the weekends,
all calls from (
your call system
are put through
to our 24-hour
call centre. If you need somebody
with you, we'll get them there
quickly.

We place great value on providing
support. If your visiting scheme
manager is on holiday we will
arrange cover for them.



If we're doing something well,
please tell us. We want to know
what you think about our service -
and that includes things you think
we could improve. Either tell your
visiting scheme manager or write
free to:

Retirement Housing &
Caretaking Services
FREEPOST

Northwards Housing HQ

If you wish to complain about
the service, you can call us on
0161 720 5802 or write free to
the address above.

Common questions

The first days in a new home
always raise a lot of questions.
Here are some common ones,
with answers.

Do | have to pay for the visiting
scheme manager service?

Yes, approximately £20 a week,
although this is free if you claim
Housing Benefits. This pays for the
visiting scheme manager and call
system.

What do | do about water,
gas and electricity charges?
You are in charge of your own
home. This includes your water,
gas and electricity payments.

It's important to let suppliers
have readings when you move in,
but we can help with this. Some
schemes have a fixed weekly
heating charge.

I need a repair
to my home.
Who do | call?
One call to
Northwards’
Customer Service

Centre should get the problem
sorted out. The number is
03000 123 123. Please let your
visiting scheme manager know
if the problem continues.

Do others have keys to my
home?

Not unless you want them to.
Some people feel safer knowing
that our scheme manager has a
spare set of keys so they can help
if there is an emergency. It's a
choice for you to make, but our
staff can advise you.

What happens if | need help and
the Scheme Manager isn’t there?
If you have one, pull the cord in
your flat, or press the button on
your Warden Call Unit. This will put
you through to First Call. They will
help over the telephone or call a
service for you.




Health and Safety

Warden Call System
These are regular checks on the Warden Call System as we need to
ensure it is in proper working order.

No Smoking Policy
Northwards Housing operates a no smoking policy. This means that
there is no smoking in any communal areas at the scheme.

Mobility Scooter Procedure
If you have a scooter, please store it in your home and not on the
landings.

What happens if there is a fire?

If the fire is not in your flat, please stay put. However, if the fire is in your
flat, you should make your way outside using the stairs.

Please do not use the lifts.

Scheme events & activities

Visiting scheme managers arrange a variety of events, activities and
social groups. These include things like exercise classes, shopping
trips, mobile library service - a bit of something for everyone! You are
welcome to join in and be involved in any of the activities, which the
visiting scheme manager will organise.



Your home, your details

We're delighted to welcome you to your new home!

e N
Your visiting scheme manager is

Their office is (location)

The telephone number is
_ )

Your views

Your opinions and suggestions
are important to us.

You can get involved by:

- Attending quarterly resident

meetings so you can have your « Contributing to the scheme
say about the service. newsletter.

« Attending the Retirement « Joining one of the other
Housing Forum. Northwards forums.

For more details on any of the above, please speak to your visiting
scheme manager.




Extra services for customers with reduced hearing or vision

To get this leaflet in Braille, on CD, or a magnifier:

Call: 03000 123 123 E-mail: info@northwardshousing.co.uk
Fax: 03000 124 123 Text phone: 0161 274 0899
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