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1.  The  Scheme 
 

Leyland Court is a supported living scheme consisting of 20 self-contained bedsits and 4 
one-bedroom flats. 
 
The property is owned and managed by Estuary Housing Association and works in close 
partnership with Southend-on-Sea Borough Council’s Housing Department, Social 
Services Department and Southend Supporting People. 
 
The Scheme seeks to complement existing provision by providing enhanced opportunity to 
support older people who are currently inappropriately housed, linking housing to 
appropriate care and support services. 
 

1.  The  Scheme 
2.  Objectives 
 

• To provide accommodation with appropriate support who meet our eligibility criteria. 
 

• To promote independence with security. 
 

• To provide opportunities for community participation and recreational activities. 
 

• To enable individual tenants to purchase independent personal care packages as 
required by their needs and outlined in their community care assessment. 

 

• To provide a low level of housing related support in accordance with the guidelines set 
out by Supporting People 

 
 
3.  Eligibility  Criteria 

 
• As we are a non-clinical organisation, we do not accept referrals for persons needing 

nursing care, we will however consider referrals for persons needing a low level of 
support and/or personal care, providing that such personal care needs are met by an 
outside agency and the means of funding such assistance has been agreed by all 
parties. 

 

• Leyland Court is for the Frail Elderly. 
 

•  Should you suffer from any of the following your application will be considered: 
 

 Mild Mental Health problems, depending on suitability 
 Mild Learning Disability 
 Unable to sustain a tenancy 
 Under the age range (dependent on need) 

 

• We have no upper age limit. Clients wishing to access our service should ideally be 
over the age of 60, although consideration will be given to all applications. 

 

• We will consider referrals from outside the Borough, however priority is given to local 
need. 



 
 

4.  How to Find Us 
 
 
 
 
 
 
 
 
 
 
 
 

 

Straight on after pedestrian crossing (traffic-light controlled), take the left-hand slip road towards roundabout.  
(Do not go under the underpass to the right) 
 
At the roundabout take the 2nd exit into Southchurch Road. You will pass one road to the left. Leyland Court sits 
right back from the road between two large blocks of flats.  Take the next entrance on the left into Leyland Court 
car park. 

 

Leyland Court 
 

 
RAILWAY STATION (Southend Central) 

 
Train / Bus 
 

The nearest train station is Southend Victoria, which is on the Liverpool Street Line. The 
station is within walking distance from Leyland Court. There is a taxi rank situated outside 
the train station and major bus routes pass the station. 

From A13 area: 
 
 

Proceed to Southend via A13 from Westcliff 
At the first roundabout, with Currys on your left, 
take the 2nd exit along Queensway. 
 
At the next roundabout take 2nd exit, under 
pedestrian walkway, keep to the left (B&Q on 
left). 

From A127 areas: 
 
 

Enter Southend on the A127 arterial road and 
follow this straight across the northern outskirts of 
Southend 
 
Where the A127 (Prince Avenue) ends, take the 
third exit onto Victoria Avenue. At traffic lights 
drive straight over and on until next roundabout. 
Take first exit into Queensway under pedestrian 
walkway, keep to the left (B&Q on left). 



 
5.  Referral, Selection and Allocation Procedure 
 
Estuary Housing Association will notify the Housing Department and Social Services 
Departments at Southend Borough Council by telephone and in writing of an impending 
vacancy. 
 
Estuary Housing Association will be sent a completed referral by one of the above agencies, 
together with a current care plan and risk assessment 
 
A date will be made for one of our staff to carry out a needs assessment and risk assessment, 
with any other agencies involved to ensure that all of your needs are able to be met and any 
risk areas addressed.  This process will enable us to calculate if suitable accommodation is 
available for you. 
 
Priority will be given to the person most in need of the supported accommodation.  Where the 
demand for accommodation and support outweighs current supply, the scheme will introduce 
a waiting list system, placing each application in order of priority. 
 
Leyland Court is predominantly for the Frail Elderly however should you suffer from any of 
the following your application will be considered. 

 

▪ Mild Learning Disability 
▪ Mild Mental Health Problems – depending on suitability, needs assessment and risk 

assessing 
▪ Unable to sustain a tenancy. 
▪ Under the age range 

 
Decisions on allocations will be made bearing in mind individual circumstances so as to 
ensure : 

 
  (i) The best use of service need. 
 (ii) The most flexible use of the scheme to minimise unnecessary voids. 
(iii) The continued effective functioning of the scheme having regard to the level of 

dependency amongst the existing tenants. 
 

 
 

 
Estuary Housing Association are required by law to ensure that Leyland Court meets all 
statutory Health and Safety guidelines. 
 
All flats are fitted with a smoke alarm and clear instructions should a fire occur are fitted in a 
prominent position in each flat. 
 
All communal areas are also fitted with smoke alarms and clearly marked fire extinguishers, 
which are serviced annually. 
 
Emergency lighting is fitted throughout Leyland Court, providing full back up should a power 
failure occur. 
 
All staff attend Health and Safety training as part of their mandatory training. 
 
A Health and Safety Officer is also employed by the Association who carries out inspections 
on an annual basis. 

6.  Health and Safety 



 
7.  Accommodation,  Facilities  and  Support 
 
Flats 
 

• Each flat is let fully carpeted/Vinyl flooring. 
 

• Flats are let unfurnished. 
 

• Each flat has a fully fitted level access shower with hand basin and toilet. 
 

• Hot water is available 24 hours a day and is gas centrally heated. 
 

• Each flat is fitted with a large convection heater.  Charges for both hot water and 
heating are included within the ineligible service charges and all tenants are required to 
pay this amount each week. 

 
• A television aerial socket is fitted in each flat but the tenant must purchase a 

concessionary licence (currently £7.50) unless 75 years of age or over. 
 
Communal Facilities 
 

• Utility Room – consists of two commercial washing machines and two tumble dryers at 
a cost of 50p per cycle. 

 

• Lounge/Diner – All meals are served in the dining area.  The lounge is available for the 
use of all residents and is for recreational use.  Activities and social events are 
organised on a regular basis by residents.  These activities are subject to funds 
generated by previous events and donations. 

 

• Garden- A maintained garden is available for all residents to enjoy at the rear of 
Leyland Court.  In addition, a small courtyard is available and is a wonderful sun-trap in 
the summer months. 

 

• Door Entry System - All residents are provided with keys to their individual flats.  
Access into Leyland Court is via the door entry system. 

 
Visiting Services     Support 
 
Chiropodist – six weekly       Staff hours 
 
Hairdresser – weekly    8am – 6pm Mon - Fri 
 
Optician – annually     7.30am – 2.30pm   Saturday 
 
Mobile clothing shop – quarterly   10pm – 7am Mon-Sun (sleep-in) 
 
Staff Responsibilities 
 
In addition to the initial care plans devised by Social Services, each tenant is provided with a 
detailed support plan outlining the responsibilities of staff working at Leyland Court. 
 



 
8.  Tenancy Details 

 
All tenants will be issued with an assured tenancy, which is legally binding on the tenant and 
the landlord.   
 
All tenants will be issued with an Assured Tenant Charter as part of their welcome pack. 
 
Following is a brief summary of Eligible Support tasks you can expect from staff as agreed by 
Supporting People. 
 

▪ Advice to help set up home, maintain the tenancy 
▪ Advice on finances and budgeting 
▪ Assistance with benefit claims 
▪ Help accessing outside activities and agencies 
▪ Emotional support and advice 
▪ Developing social and life skills 
▪ Assistance with managing your health and wellbeing 
▪ Accessing culture specific agencies 
▪ Assistance with accessing Advocacy 
▪ Help with maintaining Safety & Security 
▪ Advice on personal safety 
▪ Help in establishing social contacts and activities 
▪ Advice & Support on repairs 

 
9.  Rent and Service Charges 
 
Ineligible Charges 
 

▪ One hot meal per day – Meals are served 12:30pm.  A full and varied menu is 
available and each tenant is asked to provide their meal choices each week. 

▪ Light and heat in individual flats 
▪ Water in individual flats 

 
Eligible Charges 
 

▪ Light and Heat for all communal areas 
▪ Garden maintenance 
▪ Provision of furniture and equipment in communal areas. 
▪ Cleaning of communal areas. 
▪ Re-decoration 
▪ Building Insurance 
▪ Laundry facilities 

  
Core Rent 
 

This covers the charge for the rental of the flat itself and is in addition to the service 
charges.  Rents are increased on the anniversary of each tenancy and are set in 
accordance with the fair rents policy.  Leyland court is linked to the care line system which 
Estuary pay for however each tenant must have an active phone line in the rooms of 
which they must pay on moving into Leyland court. 



 
10.  Maintenance  
 

Repairs and Maintenance 
Estuary Housing Association is responsible for ensuring that Leyland Court is kept in good 
repair.  It is our responsibility to maintain the structure of the building and to keep the 
plumbing, heating and electrical systems in proper working order. 
 
It is the responsibility of tenants to notify Estuary Housing Association of any repairs, and to 
ensure access to their flats for contractors to carry out repairs. 
 
All repairs should be carried out to the following deadlines: 
 

Emergency – 24 hours            Urgent Repairs – 7 days                Routine repairs – 28 days 
 
11.  Procedure for Reporting & Responding to Abuse/Suspected Abuse 
       at Leyland Court 
 
At Leyland Court, Estuary Housing Association will work in accordance with the “Southend 
Borough Council Guidelines for the Protection of Vulnerable Adults from Abuse” 
 
Abuse is “physical, sexual, financial, emotional violation or neglect of a person unable to 
protect themselves or to prevent abuse from happening or to remove themselves from abuse 
or potential abuse by others”. 
 
If you suspect that you / another tenant / a member of staff is being abused, you should report 
this as soon as possible.  Incidents of actual or suspected abuse may be reported by the 
victim / a witness or third party. 
 
To report an incident of abuse / suspected abuse at Leyland Court you should contact: 
 

 
 
 
 
 
 
 
 

Alternatively, you may choose to contact the local police / Social Services department, 
depending on the nature of the incident. 
 
At Leyland all reports of suspected / actual abuse will be taken seriously and treated in the 
strictest confidence.  In accordance with the Southend Guidelines, following an allegation of 
abuse the victim is entitled to receive support, treatment and education in accordance with 
their needs, regardless of any action taken against the alleged abuser. 
 
Following the receipt of a complaint of abuse an internal investigation meeting will be called 
and actions will be taken to ensure that the victim and the accused are both protected 
throughout the investigation process. 
 
Depending on the nature and seriousness of the incident a Protection of Vulnerable Adults 
Investigation may be triggered following the Procedure detailed in the Guidelines for 
Southend. 

Estuary Housing Association 
8th & 9th Floor Maitland House 

Warrior Square 
Southend-on-Sea     SS1 2JY 

 

Tel: 01702 462246 



 
12.  Equal Opportunity and Anti-discriminatory Statement 
 

Estuary Housing Association aims to ensure equality of opportunity in its employment 
practices and housing services and supports this aim with the following statements:- 
 

• Estuary Housing Association is committed to being an equal opportunities employer, 
and providing equality of opportunity, treatment and development for its employees. 

 
• Estuary Housing Association aims to ensure that active steps are taken to eliminate 

formal and informal barriers of access to its housing services. The Association is 
committed to implementing as far as practicable, the provisions of the CRE code of 
practice for rented housing. We will ensure that housing policies and procedures take 
account of the needs of all our communities by consulting with them; regularly 
reviewing policies, and ensuring that staff are appropriately trained to implementing 
the policies. 

 
• The policy clearly states the rules and regulations, which govern the actions of those 

employed within the Association; customers; and the general public on behalf of 
Estuary Housing Association. 

 
• The Human Resources Department and Housing Services will ensure the policy is 

implemented fairly and consistently on behalf of the Chief Executive and Board. 
 
13.  Fair Access and Diversity 

 

• Estuary Housing Association is a Registered Social Landlord governed by the 
Housing Corporation. 

 
• Estuary Housing Association use the CORE (COntinuous REcording) system to 

monitor the profile of our tenants and house-owners (e.g. economic status, ethnicity, 
source of referral etc), to monitor fair access and diversity. 

 
• When a new tenant moves into one of our properties a New Lettings Log is 

completed, and all key information is passed to CORE for collation and analysis. 
 

• CORE produces a yearly report of all statistical data to provide Estuary Housing 
Association with an overall picture of the current tenant population. 

 
• Estuary Housing Association will use this report together with the local census to set 

targets for fair access and diversity. 
 
 
 
 



 
 
 
 
 

14.  Customer Feedback Policy 
 

 

CUSTOMER FEEDBACK POLICY 
 

 
 

 
Purpose or Aim  
The aim of this policy is to clarify our three-tiered approach to Customer Feedback.  We will 
treat all feedback as 1) a Compliment; 2) a Comment or Suggestion; or 3) a Complaint.  
Customers will be asked which of these categories their feedback falls into.   We will capture 
all feedback and use it to improve the services we provide.  
 
Customer Feedback Policy  
We want to ensure that the services we provide meet both our published standards and the 
needs of our customers and partners.  All customer feedback is important to us and might 
include:- 
 
1.  Compliments  

If we do something well, let us know. We all like to know when we are doing a good 
job. We record all compliments, these help us show that are customers are satisfied 
with the service we offer and help us to improve other areas of our service.  
We define a compliment as an expression of satisfaction, praise, or commendation.  
All compliments received will be logged onto our feedback database and passed onto 
the relevant member of staff and their manager.  

 
2.  Comments and Suggestions  

We welcome constructive comments or suggestions to improve our service.  We 
consider all comments and suggestions and where possible we will use them to make 
improvements.  
All comments and suggestions received will be logged on our feedback database.  
An acknowledgment of such feedback will be sent out within 2 working days.  A full 
response on how we might implement your suggestion will be sent to you within 10 
working days. 

 
3.  Complaints  

Every organisation can occasionally get things wrong.  If we have not provided a 
service, or you feel you have been treated unfairly please let us know.  All complaints 
are taken seriously and carefully considered.  We use complaints to learn lessons as 
to how things might have been done differently and to help improve the services we 
provide in the future. Where possible we will publish information on how we have 
made improvements resulting from complaints.  
 
3.1.  What is a complaint?  
A complaint is any expression of dissatisfaction about a service provided, whether 
justified or not, requiring a response. This might include, for example, where we:  
•  Fail to provide a service to a published standard  
•  Delay unreasonably in providing a service  
•  Fail to follow our own policies, rules or procedures  
•  Provide a poor quality service  
•  Remove or withdraw a service from a customer without consulting  
•  Cause distress to a customer through our behaviour  
•  Unreasonably disadvantage a customer or unfairly discriminate against them  

 



 
If you wish to make a complaint, you must tell us.  You will be asked to tell us whether 
you are making a complaint, or giving us feedback, or making a suggestion.  
 
All complaints received will be logged onto to our formal complaints database.  Within 
2 working days an acknowledgment will be sent.  
There are 3 stages to our Complaints policy :  

 
Stage 1 - Manager Level – 10 working days to investigate and respond  
 
Stage 2 - Director Level – 10 working days to investigate and respond  
 
Stage 3 - Appeals Panel – date of hearing to be confirmed within 3 weeks of 

receipt.  
 
Each complaint must start at Stage 1. We will only consider your initial complaint, you 
may not add additional items to a complaint as it progresses through the stages.  
Additional complaints will be treated as new complaints and commence at Stage 1. 
  
If you are unhappy with our response to your complaint, you must tell us why in 
writing, within four weeks of our response.  This will take your complaint to the next 
stage of the complaints process and this rule applies at each stage.  
 
If you are still unhappy with the outcome of your complaint and you have been through 
all the stages of our policy, you may then take your complaint to the Housing 
Ombudsman Service. The Housing Ombudsman will only consider your complaint once 
you have gone through all the stages of our complaints policy.  

 
3.2 Complaints not covered by this policy:  
• They are submitted anonymously (although we may still investigate)  
• The complaint is directly linked to legal action already started by either party or has 

already been considered by ourselves, a court or another body.  
• They are submitted more than 6 months after the event being complained about.  
• The complaint concerns employment matters.  
• The complaint concerns the content of an approved policy.  Although such issues 

will be considered on their merits it is not normally appropriate for them to be dealt 
with as complaints under this policy.  They will be treated as customer feedback 
(see point 2. Comments and Suggestions above).  

• There is an alternative mechanism for complaints handling set out in a contract or 
other agreement.  

 
3.3. How people can complain  
• In writing (e.g. letter, fax, email)  
• By completing the complaints form (hard copy or online, at  

www.estuary.co.uk)  
• In any language or in Braille  
• By telephone, in person or by bringing the matter to the attention of a member of 

staff at a meeting (verbal)  
 
3.4. Advocates  
An Advocate is someone who can speak on your behalf.  We know that some people 
may need support in making a complaint and we will accept complaints made by 
advocates, if we have evidence that they have been authorised by the complainant.  
Where this cannot be provided, we will seek other evidence that the advocacy is 
legitimate.  



 
3.5. Monitoring and Learning  

 
Details of all complaints will be logged and monitored.  Any recommendations made, 
lessons learnt or feedback received will be shared across the organisation and 
actioned according to priority, to help improve services and prevent recurring 
complaints.  

 

We will publish information about how we have used complaints to improve our 
services, in newsletters, our annual report and on our website.  
We will ensure all staff members are aware of how important complaints are and how 
they contribute to service improvement. Complaints will be discussed in individual and 
team meetings and all relevant staff will be appropriately trained.  

 
3.6. Exceptions to the Policy 

 
We may refuse to consider a complaint, or may deal with it in a different way from that 
outlined in this policy, where it is pursued unreasonably or where circumstances merit it. 
Where we decide to do so, we will advise the complainant of the reasons for taking that 
decision and the route forward if they wish to pursue the matter 

 



 

 
 
 
15.  Key Contacts 
 
 
If you require any further information regarding the contents of this brochure or would like any 
additional information on Leyland Court please contact :- 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Lucy Drake   Estuary Housing Association 
(Operations Manager Supported Living) 9th Floor 
 Maitland House 
Tel:  01702 445250 Warrior Square  
 Southend on Sea  
lucy.drake@estuary.co.uk Essex 
 SS1 2JY 

Rachael Harding Estuary Housing Association 
(Head of Community Support and 9th Floor  
   Supported Living)  Maitland House 
 Warrior Square  
Tel:  01702 445245      Southend on Sea  
 Essex 
rachael.harding@estuary.co.uk SS1 2JY 

Louise Morrell Estuary Housing Association 
(Supported Housing Officer) 9th Floor 
 Maitland House 
 Tel:  01702 445248 Warrior Square  
  Southend on Sea  
louise.morrell@estuary.co.uk Essex 
  SS1 2JY


