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Equality, Diversity and Inclusion
Meeting your particular needs, whenever we can, is really important to us.
That’s because we want to treat you fairly and with respect.

You may be familiar with the terms that we often use -
Equality, Diversity and Inclusion. What we mean by this is:

• Tailoring our services: For example, if we know that you
have mobility issues, our repairs team will wait a little
longer than usual for you to answer the door when they
come to your home.

• Making our information readily available: For example, if
you tell us that you have eyesight problems or if someone
cannot read and write, we can give you written information
in larger print or have it read or explained to you.

• Arranging support when you need it: For example, if
someone is housebound, we can arrange our specialist
staff to visit you at home to make sure you are safe. We
also provide aids such as grabrails, lever taps and other
items so disabled residents can use their home safely and
independently.

We are very keen to hear from you about what more we
could do to put into practice our passion of treating people
fairly and being inclusive. Please send your thoughts to
newsandviews@solihullcommunityhousing.org.uk
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Learning from Complaints
Complaints are an important part of any organisation’s ability to be able to review
what they do and make improvements. Whilst the purpose of making a complaint is
to put something right for the individual, it is important for us to ensure we are
learning from complaints, where our practices may have resulted in hardship or
inconvenience for customers.
Learning
The types of learning we have identified recently include:

• wider publication of new government funding schemes
for residents.

• recognising through our Complaint Audits that we need
to carry out more internal training to staff around complaint
handling and record keeping. We need to be able to
recognise when customers are making a complaint
without being explicit.

Reviewing practices
We have recently reviewed our Safe and Sound service
practices and introduced a safe and well check for customers
who activate their alarm system, which calls an ambulance. If
the wait for the ambulance is likely to be longer than two hours,
a duty staff member will attend the property to check the
wellbeing of our customer to ensure they are comfortable and
hydrated. Our contractor will make half hourly calls to the
customer, ensuring they remain comfortable until the
ambulance arrives.

Housing Ombudsman
The Housing Ombudsman has instructed us to review our
Complaints Policy process and Gas Safety Policy. We have
reviewed our Gas Safety Policy and are making changes to how
we deal with residents who fail to allow annual access for a gas
safety check.


