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Housing Associations Preventing Homelessness
Good Practice Guidance Note No. 1:

Welcome Visits

Introduction
All tenants should receive a post tenancy home visit 4-6 weeks after sign-up and this must be documented on their file. The welcome visit is an opportunity for the tenant to meet their housing officer and for the housing association to pick up and resolve any issues that may have been identified. An important  focus of this meeting should be about ensuring that the tenancy is sustainable so it is important that the Visiting Officer (V.O.) not only picks up problems that have arisen but that s/he is aware of the potential problems that might arise and tries to address these at this meeting.  
Before the visit:
Check the rent account

· The V.O. should check the rent account to see if rent payments are established. If this is not the case the V.O. should consult with their rent recovery teams to discuss what the situation is and what action needs to be taken. 

Look at the tenancy files
· The V.O. needs to make sure that they are aware of any tenancy issues that have arisen and check whether there are current support services, and whether the tenant has English as a first language.
Check outstanding repairs
· Liaise with contractors if necessary, establish progress for positive feedback or updates

Makes sure you take all the relevant information to the visit e.g.
· Housing officer leaflet / rent payment leaflet etc.
· Information about caretaking service if appropriate
· Details of any major works programme
· Information about residents’ associations and tenant involvement.
· Find out if decorating vouchers were awarded and if so how much
· Provide information about home insurance 
Risks
· Are there any known risk factors?
· Should the visit be carried out by a lone member of staff?
The visit:

Begin by explaining what the meeting is about and how long it will take. Keep a structured format as this will ensure that nothing is missed.
Verify information

· Check personal information held on the system and make sure that any changes are captured
· Verify photo id. 
Relationships

· Explain the role of the housing officer
· Explain what the housing officer does and how they can help

· Give leaflets if available

Responsibilities

· Repairs - Give the tenant a leaflet (where available) and/or pass on daytime and out of hours contact details

· Tenancy responsibilities – reiterate tenant and landlord responsibilities in relation to the tenancy agreement 
· Nuisance – explain organisational provision and support, reinforce their responsibility as a good neighbour
· Gas servicing – explain legal requirements for servicing and the consequences of not allowing access

Condition of the home
· Inspect the property, note any concerns and explain the tenant’s responsibilities
· Check whether decorating vouchers have been spent
· Explain expectations in terms of maintaining the property

· Explain about floor coverings and issue with noise.
· If there is a garden, explain responsibility to maintain
Other things to ask:

· Are there any issues with rent and rent payment?
· Are they on benefits, if yes have they had a benefit assessment (either carry one out or arrange for a welfare benefits officer to visit when back in the office)?
· Have they settled into their new home?
· Have they met their neighbours?
· Have they got a list of the contact numbers they need (contractors, housing officers etc)?
· Have they got information about the locality (schools, doctors, benefit offices drop in sessions, relevant local community groups etc)?
· Are they receiving support from any outside agency?
· Is the support agency aware that they have moved?
· Do they know about any support that can be offered by their landlord?
· Do they need any aids or adaptations?
· Are there any changes in their family circumstances?
· Do they have any queries about their tenancy?
· Do they know how to get involved, have you given leaflets or information about tenancy involvement in their area?  
· Are they interested in any courses that are being run (work preparation, DIY or any other community development programmes?
After the visit

·  Record visit (as per organisation’s procedures)
· Confirm id and amend any changes to family composition

· Report repairs (if any)

· Update information about rent account

· Arrange a welfare benefits assessment (if needed) 

· Contact or make referrals to support services

· Contact or make a referral for courses to community development team

· Deal with any tenancy issue

· Send letter confirming issues raised (if any)
· Arrange any follow up visits if necessary 

