
Service differences
Please note this table reflects the services we usually provide to our residents. Some of these services may not be operating as normal at 
the moment, due to the COVID-19 pandemic. 

Paradigm Housing Group The Guiness Partnership What this means for you

Rent payments Two options:
1. You can pay monthly by Direct Debit 

with payment taken either on 1st or the 
15th of the month.

2. Alternatively, weekly, fortnightly and 4 
weekly Direct Debits but they can only 
be set up to come out on a Monday.

Residents can also make payment using 
several other methods including:
• Card Payment via telephone/Internet or 

the Paradigm Portal
• Standing Order
• Rent Card

You can pay rent by Direct Debit with 
payment taken on any date in the month:
• weekly
• fortnightly
• monthly 

Or you can pay: 
• using a re-occurring payment card
• online
• via Allpay
• at a Paypoint, with rental card
• at the Post Office
• by phone
• with direct housing benefit

You will have a larger choice about when 
your rent can be paid by Direct Debit.

Further information will be provided 
about any arrangements that need to be 
made with your direct debit closer to the 
point that your home will transfer to The 
Guinness Partnership.

Internal transfer 
opportunities

An internal management moves list is 
held and used to help people move in 
emergency situations only (such as 
fleeing domestic violence).

All other residents are supported to find 
a move by applying through Choice 
Based Lettings or via a mutual exchange 
through the free use of the Homeswapper 
service.

The Guinness Partnership also offer 
an internal management move list for 
those in emergency situations as well as 
supporting a move through Choice Based 
Lettings and the mutual exchange service 
HomeSwapper.
Residents who meet eligibility criteria can 
also apply to move to another Guinness 
home through YourChoice – their internal 
Choice Based Lettings scheme.

Like Paradigm, The Guinness Partnership 
also offer an internal management move 
list and the option to find a new home via 
mutual exchange through free usage of 
the Homeswapper system. In addition, 
The Guinness Partnership also offer a 
further internal move option to another 
Guinness home through YourChoice.



Paradigm Housing Group The Guiness Partnership What this means for you

Service charges Service charges are calculated on a July 
to June cycle. 

Service charges are calculated on an 
April to March cycle.

There are differences in the way The 
Guinness Partnership calculates service 
charges which may lead to changes in 
the way you see charges applied to your 
account and when you have to pay them.

You will continue to only be charged for 
the services you receive and at the exact 
amount it costs The Guinness Partnership 
to deliver them as you currently do under 
Paradigm.



Paradigm Housing Group The Guiness Partnership What this means for you

Repairs Paradigm offers three different responses 
to your repair requests depending on the 
urgency of your repair:

Emergency repairs are responded 
to within 24 hours of the repair being 
reported.  These are repairs where there 
is an immediate safety risk to your homes 
and include:
• Leaks which cannot be contained
• No heating or hot water during winter 

months (November to April)
• Broken windows or locks
• Any repair that poses a serious health 

and safety risk to you or your family.

Reactive urgent are repairs that are still 
important to address but will not pose 
an immediate health and safety risk to 
you, your family or your home.  Paradigm 
aims to attend to these repairs within 15 
working days of the initial report.  They 
include:
• Leaks that can be contained.
• Door and window lock repairs where 

the property remains secure.
• Heating and hot water repairs during 

summer months (May to October) 

All other repairs are considered routine 
non-urgent repairs. Paradigm resolves 
these as soon as possible within 60 
days after the initial report of the repair.  
Repairs in this category include:
• Fencing repairs
• Plastering repairs
• Ceiling repairs
• Flooring repairs

For non-emergency repairs, you will be 
offered the next available appointment 
that’s convenient for you.  We attend to 
routine repairs within 28 days, and sooner 
if we can.

You can report non-emergency repairs 
online 24 hours a day using MyGuinness, 
or by phone Mon to Friday, 8am-8pm, 
and Saturday 9am – 5pm

Emergency repairs are for situations that 
have an immediate safety risk to you or 
your home. They include:
• a complete loss of power
• no heating during winter
• a flood or badly leaking pipe
• doors that aren’t secure
• your only toilet being broken
• anything that poses a serious risk to 

health and safety.
We respond to emergency repairs within 
24 hours.  

When you become a Guinness 
Partnership resident, you will notice some 
differences in how different repairs are 
responded to.  Responses to your repairs 
will be quicker in some circumstances, 
whilst in others it may be slower.



Paradigm Housing Group The Guiness Partnership What this means for you

Home Ownership All tenants are offered a voluntary, non-
contractual opportunity to purchase their 
home through either the Tenants’ Home 
Purchase scheme or Shared Ownership 
for Tenants scheme.

No voluntary tenant purchase scheme is 
offered.

Transferring residents to The Guinness 
Partnership will no longer be able to 
purchase their homes through a voluntary 
scheme as they could with Paradigm.

Tenants with the preserved Right to Buy 
will retain this right following the transfer 
of their homes.

Statutory Right to Acquire will continue to 
apply where this exists.

Communal 
services – Ground 

maintenance

Services delivered by external contractors Services delivered by external 
contractors.

The standard and types of services you 
receive through Paradigm will be broadly 
the same as they are under the Guinness 
Partnership.  

You will see very little difference in 
service delivery and will continue to only 
be charged what it costs to deliver those 
services in the same way you do now.

As with Paradigm, your grounds 
maintenance service will be delivered by 
external contractors.



Paradigm Housing Group The Guiness Partnership What this means for you

Communal 
services – 
Communal 
cleaning

Services delivered by external contractors Services delivered by external 
contractors.

The standard and types of services you 
receive through Paradigm will be broadly 
the same as they are under the Guinness 
Partnership.  

You will continue to only be charged what 
it costs to deliver those services in the 
same way you do now.  

As with Paradigm, your services will be 
delivered by an external contractor.



Paradigm Housing Group The Guiness Partnership What this means for you

Customer contact Customer Contact Centre open Mon-Fri, 
8am-6pm.

Out of hours service in place to provide 
emergency response outside of these 
hours.

On-line customer portal in place to 
allow customers to pay rent, check rent 
balances and log repairs 24 hours a day.

There is no online live chat facility 
available through Paradigm Housing 
Group’s portal or website.

Customer Service Centre open Mon - 
Friday, 8am-8pm, and Saturday 9am – 
5pm.

Out of hours service in place to provide 
emergency response outside of these 
hours.

On-line customer portal in place to 
allow customers to pay rent, check rent 
balances and log repairs 24 hours a day.

Online live chat facilities are through the 
MyGuinness on-line portal during office 
hours.  Through the service, an on-line 
conversation can be had to allow repairs 
to be reported and log any other issues 
you may have with your home or received 
services.

The Guinness Partnership’s contact 
centre is open for a longer period during 
the week than Paradigm’s, and on a 
Saturday.  This means you have a greater 
opportunity to speak to and report issues 
directly to The Guinness Partnership than 
you can currently.

You will be able to pay rent, check 
balances and log repairs 24 hours a 
day through Guinness Partnership’s 
MyGuinness portal as you can currently 
through Paradigm’s on-line portal.  

You will be able to book repairs 
appointments in some circumstances 
through MyGuinness, which you can’t 
currently through Paradigm’s on-line 
portal.

Online live chat facilities will also be 
available to you during office hours 
through The Guinness Partnership’s 
portal.  This service has not been 
previously available to you.

Support with 
arrears

Support services provided to residents to 
help management of arrears and other 
wider debt problems.

Residents are referred to third party 
specialists and signposted to other services 
in the community that offer this type of help. 

Support services provided to residents to 
help management of arrears and other 
wider debt problems.

Residents are referred to The Guinness 
Partnership’s in-house team who deliver 
services and help directly. 

Both Paradigm and The Guinness 
Partnership offer broadly similar services 
to support residents in managing their rent 
arrears and wider debt related problems.

However, the way they are delivered is 
different.  If you need to access such 
support in the future, it will be provided by 
an internal team rather than an external 
third-party specialists.


