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Inline service standards

This information is about how Young People can access housing
services in Newcastle. If you need this in your language or a
different language, phone 0191 278 8633. This information is
also available in large print, Braille and audio tape. We can also
arrange for you to see a British Sign Language interpreter.

Bengali

FIS-FIOH! 1 Ol FNEHCTR 2l “IfTaiTe At Fare ANa O 790 93
©F IR &AVIH R | AN W “JIE N N SR G ARG TG, O
0191 278 8633 (A TFIN T |

Chinese Simplified

RAARERN A R RRHEB A MRS HIEE . R 2R
LR ] A SO RRAS BRI AR S AR, 0 £ 0191 278 8633,

Chinese Traditional

TS R RN W AR AL RO R RS A A IR R . R B R
A EEE R 30T IR RE SRS, AGEEE 0191 278 8633

Farsi

9S> 59Sus S5 JwlSg 40 4S oUlga g 4S el ol 51y wlogles oyl
w1y wlgleo ool lad ST 080 4131wy cawys Jiie wload (Shy 2351
29 oolad 4 0 e gl b Wikl sl 305 5800 0L plas 4o b " e, /550" 015
.0191 278 8633




French

Ces informations expliquent comment les Jeunes Personnes peuvent accéder
aux services de logement a Newcastle. Si vous désirez obtenir ces
informations en frangais ou dans une autre langue, téléphonez au

0191 278 8633.

Kurdish

elsfiaeia (lgies pial SlwdS 3a aS dssgegad o,lad asllal) add
el A alges Caslll) aad ja8al L 1alulSysn Al Ay ey Gl Siadiiy

YAV YVA AT D dgo)le) pdd 5o 4, (s8aas 19ad aSs Sk yad 4 L " )sS

Portuguese

Esta informagéo € sobre a forma como os Jovens podem ter acesso aos
servigos de habitacéo social em Newcastle. Se precisar desta informagdo em
portugués ou outra lingua, telefone para 0 0191 278 8633.

Spanish

Esta informacién explica codmo la gente joven puede tener acceso a servicios
de vivienda en Newcastle. Si la necesita en espafiol o en otro idioma, llame al
0191 278 8633.

Russian

30ech coaepXuTca MHopMauus O XUMULLHbBIX yCryrax, NnpeaocTaBnseMbIX B
Hblokacne monoabiM nioasm. Ecnv Bam Heobxoaum nepeBo 3Tow
MHOPMaLUMN Ha <PYCCKUIN> U apyron Asblk, no3soHute 0191 278 8633.




What is Inline?

Inline is a service we provide which supports young people
between 16 and 25 years old, who need practical and emotional
help to live independently when they cannot live with their
family.

Why have service standards?

We have produced these service standards so that every tenant
or possible service user is clear about the level of service they
can expect to receive from us. We will review all service
standards every two years and we will involve service users in
this process. We will monitor all service standards and report
the results to area boards every two months and in ‘Homes

+ People’, our newsletter for all tenants and service users.

We value our reputation as one of the best housing providers
in the North East. We aim to deliver the best possible service
as far as our resources allow us to. When we cannot meet your
needs ourselves, we try to refer you to other sources of help.

This means that the service you receive will be:

* polite;

e fair and unbiased,;

* confidential;

o efficient; and

e appropriate to any special need you may have.

When offering our services we will treat everyone equally no
matter what their race, disability, sex, age, sexuality or religious
beliefs.




Protecting vulnerable children,

young people and adults

We are committed to the Newcastle Safeguarding Adults

and Safeguarding Children policies. These policies have been
developed in partnership by a number of agencies and the
policies explain how the partners will work together to achieve
more commitment to protecting children, young people and
adults. The policies aim to make sure that:

* people using our services are safe;

e we provide help where it is needed to support people who
are being abused or neglected in their own homes; and

e communities can be safer.

What can | expect from the service?

e At the Housing Advice Centre, a project worker will talk to
you about why you cannot live at home. We will ask you
what help we or other people can provide to help you to stay
at home if possible.

* We will talk to your parents or carers about why they feel you
cannot stay at home and try to solve the problem with you
all.

e If this is not possible, we will help you to move into
accommodation. This could be a home with staff on site,
or an independent tenancy.




If you apply for a home through Your choice homes, we will
talk to you about what it is like to live in your own home
and make sure you have support if you need it.

We will write a plan with you to set out the help you need
and we will work with you so you receive this help every
week.

We will provide the support you need to manage your home
successfully. This could be:

— helping you to get a grant to buy furniture for your home;
- helping you understand your tenancy agreement;

- helping you budget and look after yourself and your
home; or

— anything else you would like us to help with to allow
you to make a success of your tenancy.

We will review your plan within the first three months
and then every six months after this and look at other ways
we can help you manage your tenancy well.

We will encourage you to take part in gaining qualifications
through Open College Network. The Open College Network
is a partnership of education and training providers which
provides courses and qualifications.

We will encourage you to tell us how we can improve our
service for young people and how we can help improve other
services you use.

We will tell you about your rights and responsibilities
and help make sure you are able to use them.

We have a volunteer programme which gives people the
opportunity and training to support you and the Inline
project. We also provide opportunities for you to get involved
in volunteering.




*  We will tell you about other services we offer if you are a
parent, such as the Bumps and Babies group that meets each
week (as long as there is enough demand for it).

* When we, you and your housing services officer agree you no
longer need any help, we will withdraw our service and you
will become a secure tenant if you have lived in your home
for 12 months. If you become a secure tenant, this means you
can stay in your home for as long as you want if you keep to
the conditions of your tenancy agreement.

Our service standards

*  We will assess the needs of at least half of the 16 and 17
year-olds who need accommodation and apply through the
Housing Advice Centre or Your choice homes. We will do this
by offering a family reconciliation service to prevent people
becoming homeless.

* We will make sure that 90% of vulnerable young people
who have support from Inline maintain a successful tenancy
for 12 months and become a fully active member of their
community, by making sure they receive the practical and
emotional support they need.

* We will provide advice and information so that young people
know their rights, and encourage 25% of young people to
take part in their community and volunteer with Youth Voice.

*  We will make sure that 90% of young people supported in
tenancies are fully involved in the decisions that affect their
lives.




* We will provide an accreditation service so that 75% of young
people supported in tenancies can gain recognition and
qualifications for the skills and abilities they have and can
rejoin education and get qualifications for their skills
and experience.

Putting things right

We will always try to provide the best services that we can.

If, however, you are not satisfied with our service, please let us
know and we will try to sort out your complaint immediately.
If you are still not satisfied, please ask for our Compliments,
Complaints and Comments leaflet which gives you details
about how to complain. A senior manager will investigate your
complaint and write to you within 10 working days.




Contact details

Inline

1st Floor Council Offices

High Street

Gosforth

Newcastle upon Tyne

NE3 1JL

Phone: 0191 277 1190
Fax: 0191 277 1198
Minicom: 0191 278 7727
Website: www.yhn.org.uk
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