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Housing Management | Temporary 
Service Level  

Stonewater is working hard to ensure you are as safe as possible during the 
coronavirus pandemic. We understand that many of you will be feeling 
anxious and concerned about the next few weeks and months, and we would 

like to reassure you that our teams are here to support you.  
 
In light of the latest Government measures recently introduced, we will be 
making the following temporary changes to our service to you: 

 
Your queries  

If the nature of your query means that we would normally have referred you to your 
named Tenancy Services Officer, you will now find that your query will be handled by 

someone from a team of available officers. We have worked hard to ensure that 
existing case details are available so that whoever manages your call or email is 
able to see the history of your case. Our aim is to make sure that our staff are more 
flexible to be responsive to you wherever you live in the country.   
 
Sign-ups for homes 

Our vision is for everyone to have the opportunity to have a place that they can call 
home, so sign-ups for homes remain an essential part of our service. To keep our 

customers and colleagues as safe as possible, we’re temporarily changing the way 
we do sign ups, as follows: 
 

 Before booking a sign up, our Lettings team will contact you to ask you some 

questions to see if you or anyone in your household has coronavirus symptoms 

or is self-isolating 

 If you are self-isolating, don’t worry - we will hold the property for you and 

arrange a virtual viewing (sharing either video or photos) so you can see the 

property and ask any questions you may have 

 Once your self-isolation is complete, we’ll be in touch again within 24 hours and 

ask you to confirm if the property is suitable and if you’d like to complete the 

sign-up 

 Please note that unfortunately we can’t hold a property if you choose not to sign 

up during the current government lockdown or if you are self-isolating for longer 

than 14 days 

 If you are not self-isolating, we will carry out the sign up in person but have put in 

place additional health and safety measures to reduce the risk of infection 

 These include checking the property before you arrive, using hand 

sanitiser/gloves, avoiding excessive handling of paperwork, and maintaining a 

distance of at least 2m between you and the Stonewater colleague throughout 

the visit, including signing the tenancy agreement 
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 Instead of taking a card payment at the sign-up, we will contact you within five 

working days to collect up to two weeks’ rent and set up a Direct Debit 

Ending your tenancy 

 If you have already informed us that you wish to end your tenancy, we will 

contact you by phone to confirm whether you would still like to go ahead or if your 
plans have now changed 

 If you do still wish to end your tenancy, we will carry out the final property ‘walk 

through’ using video conferencing, FaceTime or Skype where possible 

 If a visit is required, we will contact you beforehand to ask you some questions to 

see if you or anyone in your household has coronavirus symptoms or is self-

isolating 

 If we need to carry out the visit in person, we have put in place additional health 

and safety measures to reduce the risk of infection 

 These include checking the property before you arrive, using hand 

sanitiser/gloves, avoiding excessive handling of paperwork, and maintaining a 

distance of at least 2m between you and the Stonewater colleague throughout 

the visit, including signing the paperwork 

Estate services 

 Our grounds maintenance and cleaning contractors are currently continuing to 
provide a full service across all of our locations but please be aware that there 
may be short-term breaks in cover due to staff absence 

 We’re asking our contractors to focus on activity that will make the biggest 

difference during this time, for example, clearing fly tipping and maintaining bin 
stores 

 We are not currently able to carry out estate inspections but will continue to raise 
works orders wherever possible to deal with fly tipping and any health and safety 

hazards 
 
Mutual exchanges 

 If you already have a mutual exchange underway, we will get in contact with you 
to find out if you wish to continue or if your plans have changed 

 Please be aware that some providers are suspending applications, so if you do 
wish to go ahead, completion will depend on the other landlord completing their 
part in the process 

 
Managing anti-social behaviour (ASB) 

 We understand during these uncertain times behaviours may be escalated and 
we will work with you to ensure your neighbourhoods remain safe places to live 

 We will continue to manage ASB proactively to prevent situations escalating but 
we will deal with issues using video conferencing or phone wherever possible 

 Where appropriate, we may need to take urgent action to ensure the safety of our 
customers, working closing with the Police to enforce Government social 
distancing guidelines 

 If you had an open case with us you may find that your named case manager 

changes. We have ensured that all Tenancy Services Officers have access to full 
case histories for the cases they are now managing. This change has been made 
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so that we can remain responsive to you by best allocating available staff to 
cases.  

 

Domestic Abuse 

 During this difficult time, we want to remind our customers that we are here to 
talk, listen and support those that need us 

 We recognise that incidents of domestic abuse may become more frequent due 
to heightened restrictions and we would encourage anyone experiencing or 
witnessing domestic abuse to reach out for support 

 Our website provides a comprehensive list of agencies that can help and we are 

happy to talk through those with you when you need us 

 It is important during this time that we look out for one another, so reach out to 
friends/ family or those that may have limited contact with others to check in 

 

Thank you for your support during this challenging time and for working with us to 
keep yourselves and others safe. 
 
 

 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 


