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If you would like this document in another language 
or format or if you require the services of an interpreter,
please contact us. 
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The Residents Charter

I confirm / I believe we all should

• Respect our neighbours and their homes

• Keep our home and garden in a reasonable condition

• Our environment is valuable and should be looked after by all of us

• Respect communal areas and facilities

• Be responsible for our children

• Ensure our visitors respect the community

• Take responsibility for our pets

• All cultures and lifestyles should be respected

• Promote a crime free and safe community and report incidents of anti-social behaviour

• We all have the right to a quiet peaceful life

Your membership may be suspended for the 
following reasons:

• If you fail to pay your rent and / or any arrears
• If you are given a warning informing you, a member of your

family or a visitor to your home has breached the conditions 
of your tenancy and the Residents Charter

• If you fail to pay any other monies to mhs homes, such as for 

a rechargeable repair carried out on your property

If you have a comment to make, if you are unhappy about any aspect of gold service or feel that you have been unfairly
treated, please contact us by phone, in person or by completing a ‘Compliments, Comments and Complaints’ leaflet.

In signing your gold service application form you
agree to abide to The Residents Charter, which is
detailed below.

Welcome to gold service
Thank you for joining gold service. gold service is

the free rewards scheme for mhs homes’
customers, we offer exclusive benefits to members

which are outlined in this brochure.  We are

constantly looking to develop and improve the

gold service, so if you have any comments or

suggestions please let us know.

gold service Benefits

• gold service discount card

• Members magazine

• Free use of the handyman

• Discounted rate at a holiday home

• Community grants

• Good neighbour award

• Extended transfer choices

• Exclusive competitions

• Home contents insurance
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gold service

For more information or to request this guide in a larger size 
or a different language contact:

0845 113 3000 or visit
www.mhshomes.co.uk/gold
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Handyman Service
The handyman service is exclusive to gold customers.  You can

book him for an hour slot completely free of charge to carry out
any odd jobs. He does jobs ranging from assembling flat pack

furniture and putting up curtain poles, to hanging shelves and
changing light bulbs.  You simply need to buy the materials and call

0845 113 3001 to book.
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Prize Competitions
We will arrange a series of prize competitions exclusive
to gold service members. Prizes might include TV/DVD

players, free insurance for a year, tickets to local events, luxury
hampers, gift vouchers and spa treatments. All competitions will
be by simple application basis.

gold service Discount Card
The gold service discount card is a key benefit of gold service membership and brings you
discounts on goods and services across the UK and throughout Kent. The card is purely 
a discount card and does not record information on any purchases that you make.  

With the gold service discount card you will receive a directory which contains listings of
retail shops, restaurants, entertainment venues and accommodation throughout the UK.
Upon showing a valid gold service card as proof of membership, you will be eligible for
discounts and genuine benefits at the premises listed within the directory.  Every magazine
will contain further information on new and local suppliers who recognise the gold service
discount package and will provide additional benefits.

Your gold service card is only valid for one year and 
will be automatically renewed provided you have 
kept to the eligibility criteria of gold service.

Membership Benefits
gold service Discount Card - the discount card entitles members to discounts
in retail outlets and leisure attractions across the UK and throughout Kent.
Further discounts will also be regularly published in the gold service magazine.

The Handyman Service - All gold service customers are entitled to use the
handyman service free for an hour.  The handyman is able to complete all minor DIY
jobs such as assembling furniture, fitting curtains, putting up shelves, but you will be
required to purchase the items beforehand.

Holiday Home - mhs homes have made available to gold service members only the opportunity
to enter an annual draw to win a week’s holiday in Norfolk or Dorset at very reduced rates.

Extended transfer choices - gold customers can extend their transfer choices and transfer
to properties of a similar size in an area of your choice, subject to availability.

Members Magazine - gold service will produce a regular magazine providing lifestyle
features, exclusive competitions and updating members of gold service benefits.

Prize Competitions - gold service will organise a range of prize competitions, exclusive to
members to enter, throughout the year.

Community Chest – Open to gold service members, the opportunity to obtain a grant to benefit
your community.  Please contact New Initiatives for more details and to discuss your application.

Home Contents Insurance – mhs homes has negotiated special rates with JLT to provide
affordable home contents insurance.  Premiums can be as low as less than a £1 a week.

Neighbours with Hearts of Gold – Nominate a neighbour with a heart of gold who has
made either a difference to you personally or to the area you live.  If successful they will
receive flowers and champagne and we will feature them in the gold magazine.

Golden Goodbyes – This is an incentive package for customers who are leaving mhs homes
and leave the property in good condition. 

Future rewards package – mhs homes will continually develop and improve the rewards
package for gold customers, any suggestions you may have will be considered.
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summary of benefits
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Your views are essential to the continuing success of mhs homes and

especially to gold service.  This service is for your benefit and your views and

ideas are crucial to ensuring that the best rewards and incentives are provided.

There are various ways in which you can express your views and get involved.  

Write to us at the following address:  gold service, mhs homes, Broadside, Leviathan Way,

Chatham, Kent ME4 4LL 

Or you can contact us by phoning: 0845 113 3000
We will also run regular surveys via our Speakeasy scheme.
Speakeasy members are telephoned to complete up to 4 short
surveys per year.  We would like to invite members of gold service
to get involved in these. All participants will receive vouchers for
every survey completed. If you wish to be
involved please contact New Initiatives on
0845 113 3000. We will also produce
regular surveys for members.  

Please take the time to complete these
surveys as they are vital to us in discovering what you the customer
needs and thinks.

Finally if you are unhappy about any aspect of gold service,
or feel that you have been unfairly treated, please feel
free to complain to mhs homes using the normal
complaints procedure. Your Housing Officer can
provide you with further details.  
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talk to us
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Summary of membership criteria
and general information
To become a member of gold service you need to have
been a tenant or leaseholder with mhs homes and have a
clear rent account for at least 6 weeks and no other
breaches of your agreement.

In signing the application form you also agree to abide to
The Residents Charter.

Housing Benefits Payments
You may also apply for gold service if you are in receipt of Housing
Benefit, although we understand that there may be delays in
processing the claim, however you will still need to complete the six
weeks qualifying period.

If you are currently in arrears
If you are in arrears you may still be eligible to join gold service providing you have made an
agreement to clear the arrears and kept to it for twelve weeks.  

Terms and conditions
Tenants must apply to join the scheme using the gold application form.

Tenants must meet the qualifying criteria to join gold and will be suspended if they no longer qualify.

We reserve the right to stop the gold scheme at any time giving tenants one month’s notice through 
the magazine.

We reserve the right to change the terms, conditions and membership criteria of the scheme. Notice of any
changes will be published in the tenants magazine. Members can get up to date terms and conditions by
requesting a latest copy of our gold policy and procedure.

We reserve the right to change the rewards on offer and/or the contractors supplying them at anytime
giving tenants one month’s notice through the tenants magazine. We will not be responsible or liable for
any product or service provided by a third party supplier, the provision of which shall be subject to that
suppliers terms and conditions. One card per household.
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