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COVID-19: Frequently Asked Questions 
 
Rent  
 
Do I still have to pay my rent? 
 
We’re not able to offer rent free weeks.  If you have been impacted financially by COVID-19 and 
can’t afford to pay your rent you need to contact us ASAP.  We’ll do everything we can to help 
you.  You may need to apply for financial help if your income has reduced because of COVID-19. 
 
Why should I pay my rent if you’re shut and you’re not investing in my home and making 
repairs? 
 
Although our office is shut our staff are working from home and you can still contact us online, 
over the phone and by text. 
 
We’re doing everything we can to help tenants in the current circumstances.  Not paying rent 
means SHAL will struggle financially and will have to look at ways to reduce its costs and 
services further. 
 
We appreciate we’re not able to offer some of our services at the moment because we’re 
following the government rules on staying at home and away from others.  This, we hope, is a 
temporary measure but we need to follow the government rules.  We will review how we’re 
doing things as and when the government’s rules change. 
 
Will I lose my home if I can’t pay my rent? 
 
We’re not going to evict you if you can’t pay your rent because of COVID-19 but you do need to 
keep in contact with us so we can make sure you’re getting all the financial help available to 
you.  We’ll also need to keep in contact with you about agreeing an affordable payment plan to 
clear any arrears that may have built up. 
 
You need to continue to pay what you can afford, even if it’s not as much as you’d normally 
pay.  You may also need to pay in a different way.  You can text PAY to 07984355553 to find out 
how you can pay your rent. 
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I’ve lost my regular income.  What do I do? 
 
You need to make claim Universal Credit.  The Department for Work and Pensions is working 
differently to ensure people get paid what they’re entitled to as quickly as possible.  If you have 
a live claim for Universal Credit you need to tell them about the changes to your circumstances 
and income as soon as possible via your online journal. 
 
I’ve claimed what I’m entitled to but I’m still struggling.  What can I do? 
 
Your Local Authority has funds available that you can claim online.  If you claim Housing Benefit 
or Universal Credit, but still can’t afford your housing costs, you may be eligible for a 
Discretionary Housing Payment. 
 
A Discretionary Housing Payment can be made if you: 
 

• claim Housing Benefit but it doesn’t cover all your rent 

• claim Universal Credit but still can’t afford your housing costs 

• need help with removal costs 

• need help with a rent deposit 
 
You can find out more by looking online at Sedgemoor and West Somerset & Taunton councils. 
 
Will my rent still change on 6 April? 
 
Yes.  The increase of 2.7% comes after 4 years of rent decreases.  We know SHAL has some of 
the lowest social rents in Somerset.  If you have a live claim for Universal Credit, you’ll need to 
log into your journal and tell them what your rent will be from 6 April.  We’ll do as much as we 
can to help you if you’re struggling to pay your rent. 
 
I can’t get through to Universal Credit on the phone.  What do I do? 
 
Tens of thousands of people are having to claim Universal Credit for the first time – over 
100,000 people claimed in one day last week.  It’s best to make a claim and contact them 
online.  The Department for Work and Pensions is working differently to ensure people get paid 
what they’re entitled to as quickly as possible and we can help you do this. 
 

  

https://www.understandinguniversalcredit.gov.uk/coronavirus/
https://sedgemoor-self.achieveservice.com/en/AchieveForms/?form_uri=sandbox-publish://AF-Process-1d3b9ee7-0a60-4215-b1d6-7abeab44003c/AF-Stage-858ff0cc-bcc9-451e-8f8b-6864a1e57093/definition.json&redirectlink=/en&cancelRedirectLink=/en
https://www.somersetwestandtaunton.gov.uk/benefits/discretionary-payments/


 

Repairs and maintenance 
 
Do you really need to service my boiler? 
 
We’re still legally required to complete a gas safety check within 12 months of the last one.  We 
will let you know if this changes.  This will mean a gas engineer visiting your home and 
completing the check.  However, we will contact you first and discuss how we’ll do this safely. 
 
When will you start making repairs and replacing kitchens and bathrooms again? 
 
At the moment we’re following the government’s rules on staying at home and away from 
others and not visiting people in their homes unless it’s to repair something that’s unsafe and 
risking someone’s life.  This minimises the risk of COVID-19 being transmitted and protects both 
our tenants and our employees. 
 
We will review this as and when the government announces changes to their rules on staying at 
home and away from others. 
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Self-isolation and social-distancing  
 
Do I need to let SHAL know if I’m self-isolating? 
 
The government has published its rules on staying at home and away from others.  We only 
need to know if you’re self-isolating if we need to visit you to carry out an emergency repair 
that’s risking your health and safety.  We’ll then carry out a risk assessment over the phone 
before we come out – and then a further risk assessment when we arrive. 
 
I’ve been told by the government I’m at risk.  What should I do? 
 
You need to follow the latest government rules on staying at home and away from others and 
stay safe.   
 
The government wrote to 1.5 million people in England who were identified by the NHS as 
being at higher risk of severe illness if they contract COVID-19.  We don’t know which of our 
tenants the government wrote to.  If we haven’t contacted you already please let us know if 
you’ve received a letter from the government so we can make sure we do everything we can to 
keep you safe.  
 
I’m worried about being exposed to the COVID-19 if you visit me.  How are you going to keep 
me safe? 
 
If we need to visit you we will carry out a risk assessment and discuss this with you beforehand.  
We will follow the latest government rules on staying at home and away from others and we 
will ensure there is no direct contact with you or anyone who lives in your home.  We don’t 
have a one size fits all approach.  We will make sure that we respond to you sensitively and 
safely. 
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