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Welcome to your Spring Housing Customer Handbook 

This handbook was designed with the help of our customers. It provides a short guide to 

the services we provide and your responsibilities as a resident living in one of our 

supported schemes.  

 

About Spring Housing Association 

Spring Housing Association was set up in 2014 to provide accommodation and support 
services to individuals who are at risk of homelessness. Our main aim is to provide high 
quality housing options, deliver holistic housing services to maximise tenancy sustainment 
and offer individuals a pathway into employment, training & advice. 

“A housing charity investing to prevent homelessness” 

 

Our Mission is “To create long term prosperity by investing to prevent 

homelessness and social isolation’’ 

 Our aims are: 

 

o To provide high quality accommodation for people in housing 
need. 

o To prevent and reduce homelessness 
o To assist people on a journey away from housing need 

towards a future of stability, happiness and independence. 
 

 As part of our specialist service we provide: 
 

o A range of low cost, high quality housing options;  

o Rent relief scheme to help people back into work  

o Housing related support services  

o  In house repairs solutions and services 

o Support with benefits and legal advice.  

o Support with education, training, volunteering and employment   

We achieve this by 

 

✓ Providing high quality accommodation for people in housing need. 

✓ Supporting people on a journey away from housing need towards a future of 

stability, happiness and independence. 

 

Our experienced housing services team offers: 

o Short and long-term accommodation services. 
o Move on support 
o Tenancy related support 

 

Dominic Bradley, 

Managing Director 
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We have a variety of accommodation types which include: 

o Shared accommodation units 
o Self-Contained apartments (move on accommodation) 
o 2 and 3 Bedroom houses 

 

Our responsibilities as your landlord 

o Keeping you safe. We 
believe that everyone has 
the right to live safely in their 
home, with dignity and 
respect. Our staff will explain 
the health and safety rules 
for your home and they will 
be displayed somewhere for 
everyone to see 
 

o Giving you support.  We 
provide support so you can 
live as independently as 
possible and get involved in 
scheme and local activities. 
Staff where you live can provide 
personal, one-to-one housing support to meet your needs 
 

o Agreeing a support plan with you. Our staff will work with you and other agencies to 
draw up a support plan that is tailored to your needs, to help you live as 
independently as you can. If you disagree with any aspect of the support plan, you 
may seek advice from staff including the manager for your scheme 
 

o Repairing your home. We will repair some parts of your home for you. Please refer 
to your tenancy or licence agreement for details of our repair responsibilities. 
 

o Decorating your home.  We will look after the decoration of any shared areas such 
as kitchens and bathrooms. You might be able to decorate your own room, but 
please speak to a member of staff before you go ahead. 
 

o Involving you. We have developed a range of involvement opportunities, so that you 
can get involved and have an influence over the services we provide. 

Need help with anything, call us on 0121 
663 1443 
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MOVING IN CHECKLIST. 

 

When you move into a new property, there are lots of things to consider. Here’s a 
handy list of steps that we’d advise.  

 

✓ Discuss how your rent will be paid.  

✓ Provide your Housing Support Worker with copies of your ID and proof of 
income. This will be used to contact Housing Benefit.  

✓ Discuss your electric meter* 

✓ Keep a copy of your License Agreement  

✓ Forward your post from your previous address.  

✓ Let your bank, mobile phone provider, DVLA, your employer and your friends 
and relatives know your new address.  

✓ Arrange contents insurance.  

✓ Join the electoral register - https://www.gov.uk/electoral-register  

✓ Move your GP* 

✓ Move your dentist* 

✓ Get to know your local area* 

✓ Identify your local job centre* 

 

*Your Housing Support Worker will be able to assist with several of the items above.  

 

 

 

Need help with anything, call us on 0121 
663 1443 

 
 
 
 

  

 

 

https://www.gov.uk/electoral-register
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A GUIDE TO YOUR TENANCY AND MOVING IN 

LICENCE AGREEMENT 

You will have recently signed your License Agreement with Spring Housing Association. It 
is important that you read through this document carefully. Please keep a copy of this 
handy, as it explains the conditions of your tenancy and acts as the contract between 
yourself and Spring.  

As details within the document, the House Rules are as follows: 

 

1. You are not to bring weapons of any kind into the Shared Accommodation. This 
includes regular and ornamental/toy weapons. If you bring dangerous weapons on site 
we have the right to confiscate the weapon, call the police and evict you.  
 

2. Violence will not be tolerated at the Shared Accommodation. If you or your visitors are 
involved in any violence on site, you may lose your home.  
 

3. No illicit substances are to be brought onto the Shared Accommodation. If there is any 
evidence of such substances Police will be called immediately and you will be evicted. 
 

4. You are allowed only 2 visitors on site at any one time and your visitors must be off site 
by 9.00pm.  You are responsible for your visitors whilst they are on site with you and 
they must be with you at all times.  
 

5. Spring is not responsible for any theft, loss or damage to any personal effects.   
 

6. Once you leave the Shared Accommodation we are not responsible for your 
belongings.  Anything left at the Shared Accommodation when you leave will be given 
to any customer in need, or disposed of.  
 

7. Spring offers accommodation with support. If you do not engage with the Support Team 
your Licence will be terminated.  
 

8. If the fire alarm sounds, you must evacuate the Building immediately, and assemble in 
the designated area. 
 

9. You must notify the organisation if you are going away from the property for any period 
of days, failure to do so CAN result in your licence being terminated.   

 

10. As detailed within the document, please note that your Licence is likely to be ended 
if: 

a) You fail to pay the Licence Charge when it is due. 
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b) You fail to keep to or have broken any terms of this Licence.  

c) You and / or your visitors have caused serious and / or persistent nuisance to other 
people who live in the shared accommodation, Spring staff or any visitors to the 
shared accommodation.  

d) You do not want any of the services provided to you.  

e) You are, in Spring’s opinion, in need of more, or less, or different help, support 
and/or services than Spring is able to provide to you at the shared accommodation.  

f) You are offered alternative accommodation.  

g) Your continuing occupancy would/could pose a threat to yourself, staff or other 
people who use the shared accommodation.  

h) You need greater support and services than the shared accommodation is intended 
to provide.  
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Your rights and responsibilities  

 

 

Being safe - It is everyone’s responsibility – 
staff and residents – to follow health and 
safety rules. Please follow the health and 
safety rules in your home. Please do not 
block doorways in your home, or leave 
things on the floor, as this could cause injury 
to other people. 

Paying your rent or licence charge - One of 
your main responsibilities as a resident is to 
pay your rent or licence charge, plus any 
service charge, in full and on time. Your 
licence or tenancy agreement tells you how 
much you must pay. Payments are due in 
advance and must be received by us on 
Monday of each week. If you prefer, you can 
arrange with us to pay your rent or licence 
charge on a monthly or four-weekly basis in 
advance. If you experience problems with 
your payments, please tell us immediately 
by speaking with a member of staff 

 

Keeping us informed - We collect and hold 
information about you to help us understand 
your needs and provide a better service. It 
is important that you keep us informed of 
any changes in your circumstances 

Looking after your home - You are 
responsible for keeping your home in good 
condition. Please report any repairs to us 
promptly. Please note that you will be 
charged the full cost of the repair if you say 
something is a repair emergency when it 
isn’t, or if you or your visitors cause any 
damage in your home. 

 

 

Pets - You must always seek our permission 
before keeping any pet in your home.  

Gardens - Please help look after any shared 
or private garden and keep it free of rubbish. 

 

 

 

 

Communal areas - Please keep the areas 
you share with your neighbours clean and 
tidy. Communal hallways must always be 
kept clear of belongings in case of 
emergencies. 

Being a good neighbour - We expect our 
residents to make an effort to get on with 
people they live with and other residents in 
the area. Please note that you are 
responsible for the behaviour of any visitors 
to your home. 
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Do not overcrowd your home -  You must 
stick to the terms of your licence or tenancy 
agreement and not allow your home to 
become overcrowded. You will find the 
maximum number of occupants for your 
home written in your agreement. 

Using your home - You are not allowed to 
use your home for illegal purposes, or bring 
illegal drugs into your home or the 
communal areas. 

 

 

 

Staying in your home - You have the right to 
live in your home for as long as your tenancy 
or licence lasts, but please note – your 
tenancy or licence could end if you break 
any of the conditions in your licence or 
tenancy agreement. 

Being kept informed and consulted - You 
have the right to be consulted if we plan to 
make major changes to how we manage or 
maintain your home. We will try hard to get 
the views of all the communities we serve 
when we are consulting residents. 

 

 

Tell us if you are unhappy about something 
- If you are dissatisfied with a service you 
receive from us, please talk to a member of 
staff where you live or phone, write to or 
email our offices. You can also seek 
independent advice from a Citizens Advice 
Bureau, or ask someone to talk to us on your 
behalf 

Feeling safe - We want you to feel safe and 
secure in the home we provide. If you are 
being harassed, threatened or abused, 
please talk to a member of staff at your 
scheme, or contact our offices 

 

 

 

 

Making improvements to your home - There 
are certain improvements that you can 
make to your home, but you must always 
ask our permission first. 

Moving home - Should you wish to give up 
your home, you need to tell us in writing. We 
can help you write the letter if you need 
support to do this. Licence holders must 
give us at least one weeks’ notice starting 
from a Monday, while tenants must give us 
four weeks’ notice. Before you leave, you 
must clear out all your personal belongings 
and leave your home clean and tidy. 
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Need help with anything, call us on 0121 
663 1443 

 
 
 

  

 

HEALTH AND SAFETY  

To make sure that your home is as safe and secure as possible, your Housing Support 
Worker and other members of staff carry out weekly and periodic testing of all health and 
safety equipment installed within your home.  

Your home will have been installed with suitable fire safety equipment (smoke or fire 
alarms, an emergency lighting system, fire doors). Spring staff will ensure that these are in 
good working use. We ask that customers 
do not tamper, damage or deface any of 
this equipment. To do so will be considered 
a serious health and safety breach. We also 
ask that customers maintain the cleanliness 
of the properties, and keep all fire escapes 
clear, to reduce the risk of hazards.  

At sign up you will have been given a 
document that outlines what to do in case of 
a fire. We ask that you memorize this 
information. If you do hear an alarm, please 
leave the property immediately and call 999.  

 

HOUSING BENEFIT AND COUNCIL TAX 

Your housing benefit claim is your responsibility. Please do not ignore any letters that you 
receive from the housing benefit team. If you are unsure of the content of any of the letters, 
please contact your Housing Support Worker immediately. Spring will support you to deal 
with any requests for information.  

If you fail to act on any requests, i.e. provide proof of income or any other supporting 
documentation, then your claim could be suspended or cancelled. This could directly result 
in rent arrears and you could risk losing your home.  
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ELECTRIC CARDS 

You may have an electric meter in your room (selected properties). If this is the case, you 
will be shown how to use this during your sign up. After this point, it is your responsibility to 
monitor your electric and top up, when necessary. Cards can be purchased through your 
Housing Support Worker. However, please note that staff require 24 hours’ notice to bring 
a topped-up card to your address. Cards cannot be provided as an emergency service.  

 

RENT ARREARS 

Your rent, your responsibility! 

 

Paying your rent is your most important responsibility with respect to your tenancy. We 

need your rent to manage and maintain your home. Without the rent paid by our tenants 

we cannot pay for repairs to your home, pay our staff, maintain our offices or repay the 

loans we use to build or buy our properties. 
 

Paying your rent is your most important responsibility with respect to your tenancy. 
You need to pay your rent to keep your home.   

 

HOW TO PAY YOUR RENT 

Your Tenancy Agreement says that rent is due weekly or monthly in advance. You can 
choose which method of payment suits you best. 

AT OUR OFFICES 

If you prefer, you can send or bring a cheque to our offices. 

IN PERSON 

You can pay your rent to your Housing Support Worker, who will provide you with a receipt 

and confirmation of payment. 

STANDING ORDER 

Please contact our offices for further information on how you can set up a regular standing 

order payment. 

HOUSING BENEFIT 

If you are entitled to full or part Housing Benefit, payments will normally be sent straight to 

us. 

VIA THE INTERNET 

Coming soon. 
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IF YOU ARE HAVING PROBLEMS PAYING YOUR RENT 

It is very important that you let us know straight away if you are having trouble paying your 
rent. We can advise you on your entitlement to state benefits, and help you fill in the 
necessary forms. 

We can refer you for debt counselling if you have other debts. 

We understand that there may be times when you genuinely have difficulties paying your 
rent. We will listen to the reasons you give us, and can make an arrangement with you for 
you to make up any missed payments of rent by instalments; however, we expect you to 
clear any arrears as quickly as possible. 

 

Need help with anything, call us on 0121 
663 1443 
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REPAIRS AND MAINTENANCE  

 

As your landlord, Spring are responsible for 
keeping your property, and the communal areas in 
the building, in a good state of repair. Repairs can 
be reported via your Housing Support Worker, or 
through the office on 0121 663 1443. We will aim to 
deal with each repair quickly and effectively.  

 

However, Spring will not be responsible for the 
maintenance of;  

o Adaptions that you have fitted yourself. 

o Any bulbs, fuses and supplying additional electric sockets.  

 

RECHARGEABLE REPAIRS AND MAINTENANCE  

You are responsible for any damage to your property, garden, or the communal areas of 
the shared house. Any damage, deemed to be intentional, that has been caused by you, or 
one of your guests, and requires the action of Spring’s maintenance team, may be 
rechargeable.  

 

Alterations  

Before carrying out any alterations to your property, you must first have a conversation 
with your Housing Support Worker, or Head Office, to discuss this.  

*Please note that under no circumstances will structural alterations be approved.  

 

Out of Hours Repairs 

Outside of core working hours, we expect tenants to report repairs appropriately. For minor 
repairs, deemed non-urgent, tenants will be expected to leave a message with their 
Housing Support Worker or email, info@springhousing.org.uk.  

In the case of ‘emergency repairs’, for example, issues relating to the gas or electricity 
supply, there is an out of hours, on-call telephone number – 0121 663 1443.  

Emergency repairs will be dealt with as soon as possible.  

 

 

 

 

 

mailto:info@springhousing.org.uk
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The timeline below details when Spring aim to complete repairs. It can be used as a 
guide.   

Emergency:  
Same day response 

o Damage or faults to a property where there is an immediate 
serious risk to persons or property, for example unstable 
structures or serious flooding  

o Gas leaks 

o Dangerous electrical faults  

o Failure of heating system in winter when property is 
occupied by elderly tenants, tenants with young children or 
otherwise vulnerable 

Urgent: Same day 

o Complete lighting failure 

o Serious water leaks from tanks and pipes 

o Blocked drains 

o Dangerous structures 

o Re-glazing where its absence presents a lack of security 

o Public area lighting 

o Blocked toilets (where there is only one toilet in the 
property) 

o Lift breakdown 

Urgent: 1 working day 

o No hot water or heating outside winter months 

o No heating (outside winter months or where tenants are not 
vulnerable) 

Urgent: 3 working 
days 

o Leaking pipes/waste traps 

o Faulty front door locks (but not lock-outs which are the 
responsibility of the tenant) 

o Blocked toilets (where there is more than one toilet in the 
property) 

o Intermittent electrical fault (‘tripping’ circuits) 

Routine Repairs: 
within 15 working 
days 

o All other items of a day to day repair nature 

Annual maintenance  

o Boiler servicing 

o Gas safety check 

o Electrical safety check 

o Appliance safety check 
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One of the most common problems is related to trip switches. The illustrations below may 
help you identify the issue, before you seek further assistance:  

 

If your lights or power go off, it means your trip switches are working properly. You can find 
out what caused the problem and you may be able to resolve the problem yourself. (This 
advice only applies to modern consumer units. If you have an older ‘fuse board’ type, do 
not touch it and contact us immediately.) 

To reset a trip:  

o open the cover on the consumer unit to expose the trip switches/buttons  
o check which switches or buttons have tripped to the OFF position and which rooms 

(circuit) have been affected  
o put these switches or buttons back to the ON position 

If the trip goes again. It is probably being caused by a faulty appliance or light. You need to 
identify which circuit is being affected and which appliance on that circuit is causing the 
problem:  

o check all the rooms and note which set of lights or sockets is not working  
o unplug all appliances on that problem circuit, and switch off the immersion heater if it 

is on that circuit  
o switch the ‘tripped’ switch to the ON position (press in if it is a button)  
o plug in the appliances or switch on each light one at a time until the trip goes again. 

The last one you switched on is where the fault is  
o do not use adaptors or multiplug extensions when testing appliances. 
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POLICIES AND PROCEDURES 

 

Anti-Social Behavior  

We believe that every person has right to enjoy their life in their own way, providing they do 
not adversely affect the lives of those living and working around them. A good neighbor 
should be tolerant, accepting and respect the needs and choices of other people.  

Spring will not tolerate acts of anti-social behavior towards or by our residents, tenants 
and/or their visitors.  

 

Hate Crime 

Tackling hate crime We will not tolerate those who harass, attack, or abuse any of our 
residents or staff because of age, disability, gender or gender identity, race or ethnicity, 
religion or sexual orientation. If you are a victim of hate crime, please talk to a member of 
staff or contact the offices. We will take prompt action and put you in touch with other 
agencies that may be able to provide support and advice. 

 

Domestic violence  

If domestic violence is a problem affecting you, please contact us. We will do all we can to 
offer support and get you the specialist help you 
need. We will always keep the details of your case 
confidential. 

 

Safeguarding.  

Spring takes safeguarding seriously. As an 

organisation, we will work to:  

o Protect people at risk from being 
exploited/abused. 
o Respond sensitively and consistently to 
reported incidents of self-neglect/ abuse. 
o Make sure action is taken as quickly as 
possible. 
o Put in place plans to protect and assist the 
adult at risk in the best way for them. 
 
We will support individuals to prevent all forms of 
abuse such as physical, sexual, financial, 
emotional, verbal, self-neglect, neglect and acts 
of omission, domestic violence.  Our customers 
need to know that any such abuse is not 
acceptable and may lead to police involvement 
and/or the loss of your home.  
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Complaints Procedure  

What is a complaint?  

If you are unhappy about:  

o the standard of service you receive from us  

o our response to your request for a service or  

o something we did or didn’t do and want to make a complaint, we will investigate.  

o Complaints should be made as soon as possible. 

 

How to make a complaint or compliment our services?  

o Call our Housing Services team on 0121 663 1443  

o Visit www.springhousing.org.uk  

o Email us at info@springhousing.org.uk  

o Write or visit our offices 

o Speak to someone on-site. If you live in one of supported or specialist housing 

schemes, you can contact any member of staff at the scheme. 

 

 

 

If you require a copy of our policies and procedures, please 
speak to your housing support worker or contact our offices.  

http://www.springhousing.org.uk/
mailto:info@springhousing.org.uk
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MOVING ON.  

If your housing needs change and you wish to move on from Spring accommodation, our 
staff can support with this.  
 
Your Housing Support Worker will assist where possible and can complete applications 
with Birmingham City Council and Midland Heart 
 
 

MOVING OUT. 
 
What do I do if I want to leave a Spring HA Property? 

To bring your license agreement to an end, please give your Housing Support Worker 

appropriate notice and contact us for a ‘Notice to End Tenancy Form’. This must be 

completed and returned for us to process your request.  

 

How can I return my keys? 

Your keys can be returned at the reception desk of our head office. Alternatively, you can 

arrange for the keys to be collected by your Housing Support Worker.  

 

 

What happens if my rent account is in credit when I leave? 

As long as you have provided your forwarding address, Spring HA will end your tenancy on 
the agreed date and forward your credit to your new address. 
 
 
What happens if my rent account is in arrears when I leave? 

You will be encouraged to arrange to clear any outstanding arrears. If no arrangement to 
repay the arrears is made, then your details will be forwarded to a debt collection agency, 
who will collect the arrears on behalf of Spring HA. 
 
 
What happens to my belongings left in the property? 

o You must ensure that you remove all your personal belongings and rubbish from your 
property before you leave. 

o You may be recharged for the removal costs incurred by Spring HA to remove any 
belongings and rubbish left. 

o All belongings left in properties will be disposed of. 
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USEFUL CONTACT NUMBERS. 
 

DWP 

0345 608 8545 

Citizens Advice Bureau 

03454 04 05 06 

National Debt line 

0808 808 4000 

Drink line (the national alcohol helpline) 

0300 123 1110 

Talk to Frank (drug related support) 

0300 123 6600 

Samaritans 

116 123 

Housing Options 

If we are unable to offer you any accommodation based services then we will support 

and signpost you to other organisation who may be able to help you. 

We are working with all Local Authorities (LA) and Registered Social Landlord (RSL) 

partners to develop several Choice Based Lettings (CBL) schemes across the 

association. This will enable us to improve how you can access affordable rented 

housing across different local authority areas. 

A large percentage of our empty properties are let through CBL schemes, to find out 

more please click the Choice Based Lettings links below: 

Alternative housing options: 

Choice Based Letting schemes: 

South Derbyshire 

www.southderbyshirehomefinder.org.uk  

https://www.gov.uk/
https://www.citizensadvice.org.uk/
http://www.nationaldebtline.org/
https://helplines.org/helplines/drinkline-2/
http://www.talktofrank.com/
https://www.samaritans.org/
http://www.southderbyshirehomefinder.org.uk/
http://www.southderbyshirehomefinder.org.uk/


 
 

19 

Sandwell Homes 

www.sandwellhomes.org.uk  

Birmingham Home Choice 

www.birminghamhomechoice.org.uk  

Wolverhampton Homes 

www.wolverhamptonhomes.org.uk  

UChoose (Lichfield district, East Staffordshire, Cannock Chase district, Tamworth 

borough, South Staffordshire district, North Warwickshire and Nuneaton and 

Bedworth.)  www.uchoosehomes.co.uk  

Solihull Home Options  

www.solihullhomeoptions.org.uk  

Redditch Homes 

www.redditchhomechoice.org.uk  

Shropshire Home Point (Shropshire) 

 

 

 

 

 

 

 

 

 

 
 
 

  

 

 

 

http://www.sandwellhomes.org.uk/
http://www.sandwellhomes.org.uk/
http://www.birminghamhomechoice.org.uk/
http://www.birminghamhomechoice.org.uk/
http://www.wolverhamptonhomes.org.uk/
http://www.wolverhamptonhomes.org.uk/
http://www.uchoosehomes.co.uk/
http://www.uchoosehomes.co.uk/
http://www.solihullhomeoptions.org.uk/
http://www.solihullhomeoptions.org.uk/
http://www.redditchhomechoice.org.uk/
http://www.redditchhomechoice.org.uk/
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Getting information in other languages and formats:  

 For help with translations or if a large type, Braille or taped summary would be useful, 

contact our head office. 

 

Registered office: Hestia House, 22 Old Walsall Road, Birmingham, B42 1DT   

  0121 663 1443  •  info@springhousing.org.uk   •   www.springhousing.org.uk 

 
Regional offices:  

Staffordshire: The Hub, 17 Eastgate Street, ST16 2LZ    

 Worcestershire: The Tolly Centre, Rowan Avenue, WR4 9QW 

 

 

 
 
 

  

 

mailto:info@springhousing.org.uk
http://www.springhousing.org.uk/

