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The last few years have seen numerous changes at Guinness, culminating
in the launch of our new Customer Liaison Service in April, and updates
to the MyGuinness online account making it easier to manage. You can
find out a bit more about these new services in this magazine. This time
homeowners have your own edition – just as you requested.
We survey thousands of customers every year, and in 2017/18
many of you told us you’ve noticed the difference in our services.
But we know there’s always room for improvement, so with your
feedback and help, we’ll keep working at it.
One thing drives us to keep getting better at what we do - and
that’s our commitment to delivering great service to everyone
who lives in a Guinness home.
Wishing you a warm and sunny summer.

Catriona Simons,
Chief Executive

Get involved
We always want to hear your views on what we do and how we do it – it helps
us make sure our services are relevant, and we do things in the way that best
suits you. So we keep looking for ways to make it easier to give us feedback,
raise concerns and make suggestions about how we can improve.
Homeowners already directly influence our decision making.
A group of homeowners is currently helping us choose
new contractors to install communal windows and
doors and to carry out roofing and painting.
If you’d like to get involved in
shaping what we do contact
customerexperienceteam
@guinness.org.uk

We’re making things

easier
and giving you more
choice and control
Do you prefer doing things online? When and where
it suits you? You can, with a MyGuinness account.
We’ve updated MyGuinness to make your account
even easier to manage.
With MyGuinness you can
• check your rent account and/or service charge
• request permission for an alteration or
improvement to your home
• request a parking permit if you need one
where you live
Over 9,000 customers now access
services through a MyGuinness account.
Not registered yet? Sign up now at
www.guinnesspartnership.com/
online-services

Say hello to your CLO
Getting things done online is quick
and convenient for many people.
But sometimes you need to talk to
us face-to-face.
That’s why in April we launched our
new Customer Liaison Officers (CLOs).
You should be seeing them out
and about on our developments, in
distinctive Guinness clothing so they
are easy to identify.
Our CLOs are here for all our
customers, so now as a homeowner
you have someone to talk to face-toface as well as being able to call our
dedicated Homeowner Services team.
The CLOs are 100% mobile, allowing
them to spend more time with you, and

to really get to know your area. They
have new technology so they can give
you the right support right away.

He was a genuine guy and
really helped, the stuff he could
not help with he explained why
and it made perfect sense.
Customer,
West London

I like the fact they are
approachable. The people I
spoke to have been really good,
polite and efficient if anything
goes wrong.
Customer, Bristol

Shared Owners

You can buy more
Shared Ownership can make getting on the property ladder easier than buying
outright, as you initially buy a share in the home, making it more affordable.
But over time, if your earnings increase or you’ve accumulated some savings,
you may want to buy a bigger share in your home and (in most cases) you
could eventually own your home outright. Buying a bigger share is known as
staircasing.
You can staircase at any time. As you buy a greater share of your property, your
rent will usually decrease. If you have a mortgage and you’re extending the
mortgage to fund the additional purchase, your mortgage payments will usually
increase to cover the additional borrowing.
If you are interested in staircasing, please get in touch. You can find more
information here www.guinnesshomes.co.uk/buyingmoreshares

Our older customers
We want to make sure that Guinness offers choice and a high standard
of accommodation and care for our older customers.
We also have a Care at Home service in some parts
of the country to help you stay independent in your
own home as you age. You may be eligible for local
authority or NHS funding for this, or you may pay
for your own care. We tailor your care plan to
suit your lifestyle. To find out more about
Care at Home contact us on 0300 123 0705.
And we’re building new developments for
older people to dementia friendly standards,
helping customers to live independently for
as long as possible.
Our Quayside Extra Care development for
people over 55 in Totnes is an example of
what we want homes for older people to be
like in the future – independent living in the
heart of the community. Quayside offers
homes for rent and shared ownership.
Find out more about Extra Care services
at www.guinnesspartnership.com/
care-services/extra-care

I am definitely very happy
here and will not be moving
again. The staff here
are also wonderful.
They are very helpful
and kind.
Mo Ewen,
Quayside resident

Asbestos awareness
Asbestos is common in buildings built from the
late 1950s to the mid 1980s. Left undisturbed
it usually poses no problems.
However, if you’re thinking of doing any DIY
in your home (and therefore risk disturbing
asbestos), or if you are worried about
asbestos in your home - contact us.
There is more information about asbestos,
including where it can commonly be
found in homes, on our website at
www.guinnesspartnership.com/asbestos

Translation services
We can translate this document into your preferred language.
We can also provide it in large print, braille or audio format
on request.
Arabic

نســتطيع ترجمة هــذه الوثيقة
.إىل اللغــة التــي ترغبها
وميكننــا أيضاً توفري هــذه الوثيقة
مطبوعــة بالخــط الكبري أو بلغة
.برايــل أو عــى هيئة صوتيــة عند الطلب
Bengali

Portugese
Nós podemos traduzir este
documento na língua à sua
escolha. Podemos também
fornecer um exemplar em letras
aumentada, em braile ou em
formato áudio, caso requisite.
Polish

এই নথিটি আমরা আপনার পছন্দের
ভাষায় অনুবাদ করে দিতে পারব।
তাছাড়াও অনুরোধ করলে বড় হরফের
ছাপায়, ব্রেইল-এ অথবা কানে শোনার
মত আকারে আমরা এটা দিতে পারব।

Niniejszy dokument może zostać
przetłumaczony na wybrany język.
Na żądanie istnieje również
możliwość wydania niniejszego
dokumentu zapisanego dużą
czcionką, pismem Braille’a lub jako
nagranie audio.

French

Punjabi

Nous pouvons traduire ce
document dans votre langue
préférée. Nous pouvons
également le fournir en gros
caractères, en braille ou en
format audio sur demande.

ਅਸੀਂ ਇਸ ਦਸਤਾਵੇਜ਼ ਨੂੰ ਤੁਹਾਡੇ ਦੁਆਰਾ
ਪ੍ਰਾਥਮਿਕਤਾ ਦਿੱਤੀ ਜਾਂਦੀ ਭਾਸ਼ਾ ਵਿਚ ਅਨੁਵਾਦਿਤ
ਕਰ ਸਕਦੇ ਹਾਂ। ਬੇਨਤੀ ਕਰਨ ਤੇ ਅਸੀਂ ਇਸਨੂੰ ਮੋਟੀ
ਛਪਾਈ, ਬ੍ਰੇਲ ਜਾਂ ਆਡੀਓ ਫਾਰਮੈਟ ਵਿਚ ਵੀ
ਮੁਹੱਈਆ ਕਰਵਾ ਸਕਦੇ ਹਾਂ।

Somali
Waxa aan dukumeentigan kuugu
soo turjumi karnaa luqadda aad
doorbidayso. Waxa aan weliba ku
bixin karnaa far waaweyn, farta
braille ee dadka indhaha la’ ama
qaab dhegeysi ah marka la codsado.

Tamil
உங்களுடைய விருப்ப ம�ொழியில் இந்த

ஆவணதட்த எங்களொல் ம�ொழிம்பயர்க்க
முடியும். த்தடவ்கத்கற்ப இட்தப ம்பரிய
அச்ித�ொ, ்பிமெயில் அல்�து ஆடிதயொ
வடிவத்தித�ொ வழங்க முடியும்.

Urdu

ہم اس دســتاویز کا آپ کی پســند کی
 ہم.زبــان میــں ترجمہ کرســکتے ہیں
اســے درخواســت کرنے پر بڑے پرنٹ
 بریل یا آڈیو کی،یعنــی بــڑے حــروف
صــورت میــں بھی فراہم کرســکتے ہیں۔

Moving

house?

Buying and selling homes can take time, and is often quite stressful.
We’ve worked hard over the past few months to improve the service we
provide when you’re selling your home – to try and help speed up the process
for you (as far as we can).
Shared Owners can find further information and a step-by-step guide to selling your
home here guinnesshomes.co.uk/sell
If you own your home outright, you don’t need to contact us at all if you decide to
sell – your solicitor will know when they need any information from Guinness.
Independent lease advice
Leases can be complicated. We’ll always do our best to answer any questions you
may have about your lease, but you can also get free independent advice from
www.lease-advice.org or www.gov.uk/leasehold-property

Fire hazards
We take fire safety and prevention very seriously.
We wanted to remind you that:
• Barbeques can be dangerous to you and your
neighbours, so make sure you use them outside,
not on balconies or near buildings.
• Any items kept on your balcony must be fireproof.
• Communal areas should be kept clear
so that everyone stays safe.
• Please don’t store any personal items – including
doormats, plants or shoes – in the corridors or
other communal areas. These are a fire hazard,
and we will have to remove them.
• Please make sure your front door and any fire doors
are in a good state of repair – fire doors provide
important protection against the spread of fire.

Making changes to your home
You may be thinking about updating and personalising
your home. You don’t need our agreement to
redecoration and other cosmetic works – like replacing
kitchens and bathrooms – but if you want to do any
more significant or structural work, you will need our
agreement. That is so we can make sure that major
alterations don’t compromise the safety of the building.
So if you’re planning to make major changes such
as demolishing walls or changing the plumbing or
electrical installations – please make sure you have
our agreement first. And of course, you’ll need the
appropriate planning or building consent from the
Local Authority too.
If in doubt, get in touch. If you don’t have the right
permissions, you may struggle to sell your property
at a later date. www.guinnesspartnership.com/
for-homeowners/your-home/
home-improvements

Contact us
Go online to MyGuinness where you can view and manage
your account instantly, update your details and pay your rent
or service charge at any time at
www.guinnesspartnership.com/myguinness
Speak to us online straight away with Live Chat at
www.guinnesspartnership.com
Call Customer Services on 0303 123 1890 open 8am-8pm Monday to Saturday.
Choose option 4 to reach the Homeowner Services team.
We’re available 9am-5pm Monday to Friday.
You can email us on Homeowners@guinness.org.uk or for our legal team
for those who are selling, buying a bigger share, or extending their leases,
HOLegalServices@guinness.org.uk

