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Gas servicing
As you aware it is a legal requirement that the Association has to service your gas central heating
system and as part of your annual gas service we would very much appreciate if you would take
all possible steps in ensuring that you allow our contractors Carillion Planned Maintenance into
your property to service your heating system on the first date you receive notification. Failure to
allow access first time makes an awful lot of work on both the contractors and Associations part
and could result in you going to court. We are all too aware of the distress that could be caused
in the event of a gas explosion! We cannot stress how important it is that these contractors get in
to service your systems and smoke detectors as soon as possible.

Gas supply
To service the central heating the contractor requires that there is credit on the gas and
electricity meters at the time of the appointment to carry out the service, it is vital you refrain
from using the heating system for at least one hour before the engineer is due to call. If you have
a service planned and you are aware that either your gas or electric is off, please ensure that you
contact Carillion or the Association immediately as your service cannot be carried out.
We would also like to take this opportunity of thanking those who have allowed access on the 1 st
attempt; this has helped the Association in ensuring that our properties are in safe condition and
has minimised the need for the Association to proceed with any court action.
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Asbestos regulations
These regulations place a duty on the Association to establish and maintain a register of
Asbestos containing materials, which we can provide to you and our contractors before they carry
out works on your property. This has been done to ensure compliance with our duty under the
Control of Asbestos regulations (2006).
It is important to understand that Asbestos only becomes an issue if it is disturbed, if it is safely
managed it does not present a health hazard. Where asbestos is present, removal can cause
more of a risk, therefore the best option will be to leave it in place.
What to do if Asbestos has been identified in your home:
♦ leave the Asbestos alone. Asbestos is safe unless damaged or disturbed.
♦ do not sand, drill or saw any Asbestos containing materials.
♦ do not attempt to remove Asbestos containing materials such as artex coatings yourself.
♦ before carrying out DIY works in the area of Asbestos containing materials, always consult
the Association to seek advice.
Again we stress that Asbestos is safe unless it is disturbed and damaged. Should you have any
concerns or require any additional information on Asbestos, please do not hesitate to contact the
Maintenance Department at the Association, who will endeavour to answer any queries you may
have.
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Alterations, improvements & additions
being carried out by you
This relates to any tenant who wishes to make improvements, alterations or additions to their
property.
Both the Association‟s secure and assured tenants have the right to carry out improvements,
alterations or additions to their home, subject to the Association‟s consent. This consent shall
not be unreasonably withheld, but can be subject to some reasonable conditions.
The proposed work will constitute an alteration, improvement or addition if it results in what may
become a permanent change to the structure of the building, fixtures or fittings or any other item
that is deemed to be the landlord‟s responsibility within the terms of the tenancy agreement.
Requests to carry out alterations
The tenant must apply in writing, to the Association, giving full details of his/her proposals,
including, where relevant, plans drawn to a standard acceptable to the Association, if relevant.
Any such request will be passed to the Maintenance Co-ordinator.
Relevant factors in assessing tenant’s applications
The “Inspecting Officer” will consult with the Director of Tenant Services and/or Housing
Manager with regard to any proposals that could have implications for the future letting of the
property. This would include changes to:
♦ house size.
♦ room layout and/or size.
♦ bathroom alterations.
♦ garages.
Financial implications
The Maintenance Co-ordinator must always ensure that the tenant is aware that the Association
will not pay for any improvements, alterations or additions proposed under this Policy and
Procedure. It must also be made clear that there will be no compensation or reimbursement for
any such works. The position will be outlined verbally by the „Inspecting Officer‟ during the
inspection and a statement to this effect will be included in the approval letter.
Discovery of unauthorised alterations
Where an Officer of the Association discovers an unauthorised alteration has been made to a
property, the Maintenance Co-ordinator will appoint an “Inspecting Officer” to visit the property
and report his/her findings:
♦ if the alteration is found to be of an unsatisfactory nature and/or standard, the Association
will carry out necessary works either, to make the alteration good, or to reinstate the property
to its original condition, in both cases the tenant will be charged for the cost of the works.
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Meter cupboard doors
When you report a faulty meter cupboard door we will check when you moved in. If your
tenancy commenced from August 2011 the meter cupboard doors would have been checked as
part of the void works and any necessary repairs done then. Therefore broken doors will be
rechargeable to you. If your tenancy commenced before August 2011 a one off repair/
replacement may be made and a meter cupboard key issued to you. From the date of this
repair you will be responsible for any breakages and repairs.

Contractors Use of Power Tools
Please be aware that contractors should not plug in to your electrics without your prior
permission.
If works are of a substantial nature and of which requires extensive use of power tools the
contractor may negotiate this with you. We have to stress that this arrangement is between you
and the contractor, however if you are unhappy about the contractor‟s proposals you should
contact the Association for further advice.
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How your repair will be assessed
The Association will always attempt to respond to repair requests within a time appropriate to the
consequence of the defect and the condition of the property. Repairs that present a danger to
safety will be responded to more rapidly than those that only give rise to a loss of amenity.
However, repairs are broken down into the following priority categories:
Critical Repair (immediate response attend within 3 hours)
This category will only be used where there is deemed that the Group‟s tenants or properties are
likely to be subject to serious and immediate undue risk or harm.
A critical repair may be reclassified when immediate dangers/risks have been abated.
Priority 2 - Emergency Repair (attend within 24 hours)
A repair should be defined as an emergency where there is:
♦ a risk to tenants‟ health.
♦ a risk to the safety of tenants.
♦ a risk of serious damage to buildings.
♦ a risk of serious damage to tenants‟ property.
♦ a risk of loss of tenants‟ property, including loss by theft.
Although some repairs will always fall into the emergency category (eg. dangerous electrics),
others may do so because of the circumstances of tenants or the time of year. For example, a
defective heating system should be categorised as an emergency if it is in a pensioner‟s home in
the middle of winter, but not if it is in a healthy young person‟s home in the middle of summer.
Other Priorities
All other reactive repair requests must be carried out within reasonable time. Some repairs may
take a little longer due to:
♦ the repair is to be carried out as part of a planned maintenance programme and is non-urgent.
♦ you have failed to allow access at a reasonable time for contractors to carry out the work to the
property.
♦ prevailing weather conditions prevent the work from being expedited.
♦ there is difficulty in obtaining necessary parts.
In all such cases the contractor or direct labour operative must notify the Association, giving
detailed explanations. A new order may be issued. You will be informed of any amendments to
the original instruction.
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How to report a repair
Before you contact us about a repair
♦ please look at the appropriate section on pages 12 to 27 to see what details we need to know
about your repair problem, by giving us as much information as you can, you will help us get
your repair problem fixed quickly.
♦ decide when someone can be at home to allow the repair worker in to do the work and a
responsible adult must be in the home while the repair is being done.
♦ have a pen and paper ready to write down any information we give you.
When you are ready
♦ contact us.
♦ please have this Guide with you when you talk to us.
♦ let us know about any special circumstances we need to take into account, for example if
your hearing is impaired or you have difficulty getting to the door.
♦ let us know your name, address, a contact phone number and any days you will not be
available.
If you would like any part of this Guide explained or provided in another format such as, on disk
or large print or translated into another language which you find easier to read, please contact
our repairs department.
How to order a repair
During normal working hours (Mondays to Thursday from 9.00 am to 4.30 pm) (Friday 9:00am
to 4:00pm) you can:
♦ telephone 03452 602633.
♦ send a fax to 03452 602634.
♦ email: repairs@cynon-taf.org.uk.
♦ use the Report Form on www.cynon-taf.org.uk.
♦ visit our office or talk to member of staff.
For Gas Central Heating Repairs only
♦ telephone 0800 1380057.
Remember to give your name, address, telephone number, postcode and the nature of the
problem and details of when someone will be home.
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In the evening, at the weekend or during bank holidays
If your repair is an emergency and cannot wait until the office re-opens you should telephone
0345 260 2633 and you will then be transferred to our main repairs contractor who will deal with
the matter. Alternatively, you can ring them direct on 01685 810284. If our contractor attends,
but the repair is not an emergency, you may be recharged.
What happens after the repair is reported?
After reporting a repair you will be contacted within two working days with an appointment. If the
contractor does not attend at the time stated please contact the repairs department immediately.
If they do not carry out ALL the work requested, or you are dissatisfied with workmanship you
should refuse to sign his worksheet and report any issues to the repairs department. You may
receive a phone call to see how the repair went or you may get a visit from one of our Officers
either before the work starts or after it has been completed. This will help us assess the repair or
monitor value for money.
What to expect when work is going to be done in your home
♦ we will tell you if you need to move or protect any furniture or appliances, or if you need to lift
any floor coverings (carpets, laminates), see page 19. You should do this before the repair
worker arrives, but let us know if you are having difficulties arranging this. Our repair workers
may help but we accept NO responsibility for any damage that happens while doing this.
♦ repair workers need you to be at home while they work. They may need to discuss with you
any problems that arise. Also, we insist that they must not work in homes where the only
person(s) home is under 16 years old.
♦ you also need to make sure that the repair workers can get on with their work safely. You must
keep your pets under control, and keep your children away from the working area. Repair
workers can refuse to work if they feel you or they are at risk.
♦ we ask that you please do not smoke whilst repair workers are at your home.
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What to expect from our repair workers?

We expect Repair Workers to perform their work to a high standard. They are required to abide
by our rules on health and safety, equal opportunities and customer care. They must:
♦ show you identification.
♦ explain why they are there.
♦ be dressed appropriately.
♦ not cause any nuisance (no radios, etc).
♦ be courteous and polite (no bad language).
♦ protect you and your belongings from dust and damage.
♦ restore services such as power, water, heating.
♦ clear any rubbish from work area.
♦ not smoke.
♦ no pets taken into home / site
If you are not satisfied with the service?
If either the Group or the Repair Worker(s) fails to meet these promised standards you need to
speak to the repairs team by telephone on 0345 2602633 or you can email at
repairs@cynon-taf.org.uk or you can address a letter to The Repairs Team, Cynon Tâf
Community Housing Group, Freepost RRKG-AUCU-EZTS, Unit 4, Navigation Park, Abercynon,
Mountain Ash CF45 4SN (no stamp is required).
IMPORTANT - check identity cards!
Before you let anyone into your home to carry out a repair, inspection or gas service, you should
check their identity card carefully. It will have a photograph of the officer / repair worker on it. Also
ask to see the repairs order to check that it instructs them to do the repair or servicing you are
expecting.
Some contractors may not have a Cynon Tâf ID card but will have a company ID card and will
have received an official order from us. Do not accept any photocopies of ID cards. If you are
unsure about whether to let them into your home, ask the person to stay outside and phone the
repairs department on 0345 2602633.
10

Notes
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Your responsibilities
♦ cleaning through all waste pipes and drains regularly to prevent blockages.
♦ trying to clear blocked baths, basins, sinks. see Hints & Tips, page 33.
♦ replacing plugs and chains in baths, basins, sinks.
♦ repairing any items that you have installed yourself.
♦ we will charge you for clearing blockages caused by items such as toys, hair, cooking
fat, teabags, etc.
Advice
♦ for water leaks or tap problems, see Pipes and Taps on page 15.
♦ a blocked waste is not an emergency, you must try to clear any blockages yourself
before you call us. See Hints & Tips, page 33.
♦ if we need to replace bathroom fittings, we may be unable to find an exact colour
match.
We need to know
♦ what is the problem? eg, bathroom fittings loose or broken; wastepipe leaking or
blocked; splashback wall tiles cracked or broken?
♦ if a panel, is it the side or the end? Is it made of plastic or hardboard? What colour is it?
♦ if a bath or basin, what is it made of; plastic, china or metal (cast iron)? What colour is
it?
♦ if a bath, is it standard / low level or non-slip?
♦ if a shower, is it over the bath or a walk-in or wheel-in shower?
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Your responsibilities
♦ repairing or replacing toilet seats.
♦ trying to clear blocked toilets. see Hints & Tips, page 33.
♦ if a blockage is caused by items such as nappies, air fresheners, condoms, feminine
hygiene products, wipes, etc, we will charge you for the cost of clearing it.
Advice
♦ a blocked toilet is not an emergency, unless you have no other toilet you can use.
♦ we recommend you clean and clear your toilet regularly using products you can buy at
shops. Always follow instructions carefully.
♦ if we need to replace a toilet, the new one will be white. We may not be able to match
the colours of other items in a suite.
We need to know
♦ what is the problem, eg. toilet blocked; overflow running; cistern leaking; seat broken;
pan cracked or leaking, flush handle or chain broken?
♦ which way does the pipe go: down through the floor or out through the wall?
♦ what type of cistern is it, high-level, low-level or double flush? If low-level, is it a flush
panel or standard type?
♦ what type of handle is it, lever handle, push down knob or chain?
♦ what colour is the suite?
♦ if toilet is blocked in flats, are any other flats affected?
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Your responsibilities
♦ clear through all waste pipes and drains regularly to prevent blockages.
♦ trying to clear blocked baths, basins, sinks or toilets.
♦ clearing blockages or repairing leaks from a washing machine or dishwasher you
installed.
♦ keeping gully grids and traps clear of leaves and rubbish.
♦ not to dispose of nappies, condoms, wipes and feminine hygiene products in toilets.
♦ if a blockage is caused by items such as nappies, air fresheners, condoms, feminine
hygiene products, wet wipes, etc. we will charge you for the cost of clearing it. Try to
clear it yourself before calling us. See Hints & Tips on page 33.
Advice
♦ a blocked toilet is not an emergency unless you have no other toilet you can use.
♦ keep your wastes and drains clear by flushing them regularly with hot water and using
cleaning products you can buy in shops. Always follow the instructions carefully.
We need to know
♦ what is the problem eg, waste pipe blocked or leaking; drain smelling or blocked; gully
blocked or grid missing?
♦ if a wastepipe, which is it: bath, basin, sink, shower or toilet?
♦ if a wastepipe is blocked: is more than one fitting blocked, or if you live in a block of
flats, are any other flats affected?
♦ if the drain is blocked, is it overflowing?
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Your responsibilities
♦ taking steps to prevent pipes from freezing or bursting during cold weather, particularly
if you are away from home, see advice below.
♦ turning off your water supply at the stop tap if a water pipe has burst, and then turning
on all taps to allow remaining water to flow out.
♦ fitting supply pipework for a washing machine or dishwasher (if it is not already
provided).
♦ if you have damage caused by a water leak, you may be able to make an insurance
claim on your own home contents insurance. See home contents insurance on
page 35.
♦ if you are away from home during cold weather you should leave your heating on all
the time on a low setting. This will prevent water pipes freezing.
Advice
♦ you should know where the stop tap is in order to turn the water off in an emergency. It
is normally under the kitchen sink, in the downstairs toilet, outside or the hallway.
♦ if water is leaking onto electrical fittings, do not touch them and isolate the circuit at the
RCD (fuse box). See Hints & Tips on page 30.
We need to know
♦ what is the problem, eg. no water; pipe leaking or burst; overflow running or broken;
tap dripping or faulty?
♦ if water is leaking into your home is it coming from the flat above? What is the
address? Are there any other connected problems?
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Your responsibilities
♦ installing a cooker, washing machine, dishwasher or tumble drier, including fitting the
waste, water supply and vent connections if these are not already provided. See
advice below.
♦ clearing any blockages or repairing leaks from a washing machine or dishwasher you
have installed.
♦ repairing any extra kitchen units you have installed that have not been adopted by the
Association.
Advice
♦ if we have to replace kitchen units or parts of a unit, such as the worktop, drawer or
door, we will try to match the colour, but it may not be possible to obtain an exact
match.
♦ if you install a washing machine, dishwasher or tumble dryer, you are responsible for
any water supply, waste or vent connections that you have fitted to them, and for
clearing any blockages.
We need to know
♦ what is the problem, eg, wall or floor unit loose or damaged, worktop loose or broken,
cupboard door or drawer damaged, cupboard hinge or catch broken?
♦ what type of unit is it: wall or floor? Is it a tall unit or a corner unit? Is it a single or a
double unit?
♦ are there any other connected problems?
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Your responsibilities
♦ decorating inside your home and fitting and replacing curtain rails.
♦ filling minor cracks and holes in walls and ceilings.
♦ preventing and controlling the build up of moisture to prevent damp and mould on the
walls and ceiling. See Hints & Tips on page 32.
♦ keeping air vents clear.
♦ not to carry out work to areas where asbestos containing materials have been
identified.
♦ if you have damage caused by a water leak, you may be able to claim on your
contents insurance.
♦ do not grow shrubs or climbing plants near or against walls of your building. These
can damage the bricks and cause damp problems.
♦ if you want to install a satellite dish and you live in a flat, you must contact the
Housing Department as you may already have a communal dish installed.
Advice
♦ use extractor fans where provided.
We need to know
♦ what is the problem, eg, wall plaster loose or crumbling, ceiling plaster bulging,
condensation or mould on walls or ceiling?
♦ is there any damage caused by water leaking?
♦ if outside, what type of wall surface is it, render (pebbledash or smooth), pvcu boards,
timberboards or hanging tiles or slates?
♦ if a wall, what is it made of, brick or concrete blocks?
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Your responsibilities
♦ properly fitting and looking after other floor coverings you have put in, such as carpets
or laminate.
♦ we will not accept responsibility for damage to your carpets or other floor coverings. If
we tell you that you need to lift your floor covering (including laminate flooring), you
should do this before the repair workers arrive. They may help but we do not accept
responsibility for any damage caused if they do this.
Advice
♦ if you lay carpets, it is best to fix them down with gripper rods (not glue). This makes it
easier for you to lift them for repairs without damaging them.
♦ if you, a member of your family or a visitor cause damage and we have to repair it, you
will have to pay the cost of the repair.
We need to know
♦ what is the problem, eg, floorboard or skirting loose or damaged; tread or riser broken;
handrail loose or broken, floor covering lifting or damaged?
♦ what is the floor made of, floorboards, chipboard, or concrete?
♦ is it in a communal area?
♦ how many boards, panels or tiles are affected?
♦ if stair nosing, is it on communal stairs? If so is it metal or plastic?
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INFORMATION ON REMOVAL / PROTECTION OF FLOOR
COVERING & FURNITURE
CTCHG fully appreciate the disruption to your home that these works may cause, we will take all
reasonable care to reduce the mess and disruption.
When working in your home, CTCHG staff and contractors will treat all furniture, floor coverings
and other personal belongings with due care and attention.
In order to allow us to carry out any work at your property, your laminate flooring or carpets may
need to be removed. This is your responsibility to remove, however if we agree to lift the flooring
or furniture e.g. in the case of emergencies, or if you should have physical restraints, we will not
be held responsible for any damage caused during this process. CTCHG will not relay any floor
coverings on completion of the works.
In order to complete the works as quickly as possible and with the minimum disruption to yourself
and your household, CTCHG will need your full co-operation in the following matters.
♦ CTCHG may need access throughout your home, including under floorboards and where
necessary, the loft space. Where possible this will be discussed in advance.
♦ all floor coverings and furniture will need to be removed so as not to obstruct access before
CTCHG starts work, except in emergencies or if you have some physical restraints which
prevent this requirement, then the contractor will agree to lift or, move items at risk as
previously stated.
♦ CTCHG will accept no responsibility for damaged, soiled furniture or floor coverings that have
not been moved or covered prior to works being carried out.
This disclaimer DOES NOT affect your right to make a complaint where you feel that CTCHG has
not acted with due care and attention.
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Your responsibilities
♦ resetting trip switches and replacing fuses and, if necessary, turning off the mains
supply. See Hints & Tips on page 30.
♦ replacing light bulbs and external lights.
♦ testing and cleaning your smoke detector and replacing battery if it is battery operated.
See Hints & Tips on page 29.
♦ cleaning and checking extractor fans.
♦ check your appliances for faults before reporting.
Advice
♦ do not touch bare wires and do not touch sockets or switches with wet hands. Also, if
water is leaking onto electrical fittings or a fitting is dangerous, do not use or touch any
switches connected to it. Contact us at once.
♦ find out where the RCD (fuse box) is in your home and how to reset the trip switches.
See Hints & Tips on page 30.
♦ if you have no electricity because you have run out of credit, press the „emergency
button‟ on the meter. This will give you some electricity until you get another token .
♦ if you cause any damage or you call us out when you have not fed your meter, we will
charge you for calling out a repair worker and for the cost of repair work carried out.
We need to know
♦ what is the problem, eg, no lights or power in part of, or throughout the property; light
or light switch not working, socket loose or broken?
♦ what type of fitting or socket is it?
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Your responsibilities
♦ if you smell gas contact National Grid (Gas) immediately on 0800 111999 Do not use
a phone inside your home, not even a mobile; it could spark an explosion. See
Gas Servicing on page 3.
♦ we respond to heating breakdowns on the day you call. If the heating is not working by
the end of the day (in winter), we will provide you with a temporary heater if you do not
have one of your own.
♦ keep your home properly heated and ventilated to prevent condensation and to
prevent pipes from bursting during cold weather.
♦ keep radiators free from air.
♦ to ensure that your electricity and gas supplies have not been disconnected because
you have failed to pay your bill or feed the meter.
♦ if a radiator is leaking or loose because you have been doing redecoration work, we
may charge you for the cost of the repair.
♦ you must never paint your gas fire. The paint will give off poisonous fumes and your
fire will be condemned. You will not be able to use your fire.
We need to know
♦ what is the problem, eg, central heating not working; no hot water; radiator leaking or
not getting warm, fire or heater not working?
♦ what type of system is it, gas, electric or coal? Is it a wall mounted boiler, separate gas
fire, storage heater or closed-in coal fire?
♦ have you any other form of hot water heating, eg, an electric immersion heater?
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Your responsibilities
♦ replacing keys or locks when keys are lost or broken, if you get locked out or require
replacement for any other reason.
♦ replacing broken glass (unless vandalism is proven).
♦ oiling locks and hinges.
♦ adjusting doors, particularly when you have fitted new floor coverings.
Advice
♦ if you are reporting criminal damage, you must obtain a crime reference number.
♦ if a problem is caused by vandalism or a break-in, we will only carry out work to make
your home safe. This could result in you having to pay the cost, but if you obtain a
crime reference number from the Police, you may be able to claim on your home
contents insurance.
We need to know
♦ what is the problem eg. lock stiff or not fitting properly into the keep, lock or handle
broken, door sticking, not closing properly or damaged?
♦ is the property still secure?
♦ which door is it front, back or side? Is it a communal door?
♦ what is it made of wood, plastic (pvcu), composite or metal?
♦ what type of lock is it, mortice, cylinder mortice, cylinder rim nightlatch (Yale or Union),
rimlock or multipoint?
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Your responsibilities
♦ replacing broken or cracked glass where no Police crime reference number can be
provided.
♦ cleaning trickle vents in windows where provided.
♦ keeping window trickle vents clear and open at all times.
♦ notify the office of any problems affecting fire escape windows.
Advice
♦ if a problem is caused by vandalism or a break-in, we will only carry out work to make
your home safe. This could result in you having to pay the cost, but if you obtain a
crime reference number from the Police, you may be able to claim on your home
contents insurance.
We need to know
♦ what is the problem, eg. glass cracked or broken, frame loose or jammed, stay or
fastener broken?
♦ what type of frame is it, wooden, plastic (pvcu) or metal?
♦ what style of window is it, casement, pivot or pvcu type?
♦ what type of glass is it, eg. plain, frosted or wired? Is it double glazed?
♦ if a fastener, what type is it?
♦ has the window dropped?
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Your responsibilities
♦ ensuring any aerial or satellite dish you put up is secure and properly maintained. See
advice below.
Advice
♦ we may need to put up scaffolding for certain types of roof repair.
♦ we sometimes cannot match the colour of new roof tiles with old ones.
♦ in bad weather conditions repair workers cannot work at height, for example on
ladders, scaffolding or on a roof.
♦ do not use electrical fittings if they are wet if the roof is leaking. Do not use any
switches connected to them. Please contact us immediately.
♦ if you want to put up a satellite dish and you live in a block of flats, you must ask your
Housing Officer for advice as you may need to ask our permission.
We need to know
♦ what is the problem, eg. roof leaking; tiles or slates loose or broken;
♦ what type of roof covering is it, eg. slate, tiles, flat felting or asphalt?
♦ if tiles, what type are they, eg. flat, ridge, interlocking, ridge? What chimney pot or cowl
fallen or loose; chimney stack crumbling? What colour are they?
♦ how many storeys high is the property?
♦ is the chimney shared with another property? What is the address?
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Your responsibilities
♦ keeping gully grids and traps clear of leaves and rubbish.
Advice
♦ we may need to put up scaffolding for certain types of rain water goods / guttering
repair.
♦ in bad weather conditions repair workers cannot work at height, for example on
ladders, scaffolding or on a roof.
♦ we will tell you if an aerial or satellite dish needs to be taken down before repair work.
The Association is happy to do this for you.
We need to know
♦ what is the problem, eg. rain water goods / guttering or downpipe loose?
♦ which rain water goods / guttering or downpipe is it, front, back or side?
♦ what shape is it, half-round, square or ogee? What colour is it?
♦ what is the rain water goods / guttering or downpipe made of, metal, plastic, concrete
or some other type of material?
♦ if a gully grid, is it round or square? What is it made of, metal or plastic?
♦ how many storeys high is the property?
♦ are there any other connected problems?
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Your responsibilities
♦ replacing keys or locks to garages when keys are lost or broken.
♦ if you, a member of your family or a visitor cause damage and we have to repair it, you
will have to pay the cost of the repair.
♦ if a garage cannot be locked, you are responsible for the security of anything left
inside.
Advice
♦ if a problem is caused by vandalism or a break-in, we will only carry out work to make
your garage safe. You may be able to claim on your home contents insurance if you
report it to the Police, please ensure you get a crime reference number.
We need to know
♦ where is the garage? If your garage is separate from your home, you need to explain
how we can find it and get in.
♦ what is the problem, eg, garage door jammed, frame damaged, roof damaged?
♦ If a garage, what type of door is it, eg, up-and-over or roller shutter? Is your car stuck
inside?
♦ If a garage roof, what type is it, eg, corrugated or flat?
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Your responsibilities
♦ maintaining the garden and cutting grass / cleaving weeds.
♦ maintaining garden features, such as patios, ponds or ornamental walls.
♦ maintaining any outbuildings or sheds (including locks).
♦ replacing keys or locks to shed doors when keys are lost or broken.
♦ maintaining signed items on disclaimer (usually signed for at new lettings).
Advice
♦ if a problem is caused by vandalism or a break-in, you should report it to the Police
and get a crime reference number (not an incident number as this is different to a
crime reference number).
♦ do not grow shrubs, climbing plants or fast growing conifer trees near or against the
walls of the building. These can damage the bricks and cause damp problems.
♦ if you are having problems looking after your garden because you are elderly or
disabled, please contact us. We may be able to put you in touch with organisations
that may be able to help.
We need to know
♦ what is the problem, eg, fence loose or broken, gate sticking, gate catch missing, path
uneven or cracked?
♦ if a fence, what type is it, wooden or metal? What style is it? How much is affected?
♦ If a gate or post, what type is it, metal, wooden or concrete?
♦ if a path, what is it made of, eg, slabs or concrete?
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Please note, this information does not apply to our sheltered schemes
What to do
If the alarm goes off
♦ take your family to where it is easy to escape in case there is a fire.
♦ check all rooms for signs of smoke.
♦ feel around each door before opening it. If there is any sign of heat, smoke or noise, do not
open the door.
If a fire has broken out
♦ do not attempt to tackle it yourself. Smoke and fumes can kill in minutes.
♦ get everyone out of the house and call the Fire Service on 999.
♦ do not go back for any reason.
If there is no sign of smoke or fire
♦ if your smoke detector is battery-operated, the battery may need replacing. See below.
♦ or, something may have caused it to operate in error and you may need to reset it.
A smoke detector may operate in error if:
♦ a heater or clothes drier is too near to it.
♦ someone smokes a cigarette or pipe near it or an aerosol sprays is used near it.
♦ there are excessive cooking fumes or steam, eg. grilling bacon or burnt toast.
♦ there are strong draughts from nearby doors or windows; or
♦ the back up battery (if any) is low.
To reset the alarm
♦ if it has a HUSH button, press the button. The alarm will stop for 10 seconds, but it then beeps
every 40 seconds. If the problem does not clear after 10 minutes the alarm will continue.
♦ if there is no HUSH button, turn off the electricity supply at the RCD for at least 15 minutes.
Then switch the electricity back on.
To test your alarm (only if it is battery-operated)
♦ press and hold the test button for a few seconds. The alarm should sound. Do this weekly.
♦ if the alarm does not sound, try cleaning it and try again.
♦ if the alarm still does not sound when tested after cleaning, replace the battery. If it still doesn‟t
work the detector needs replacing.
To replace the battery (not for mains-operated detectors)
♦ open the detector by gently prising off the cover.
♦ unclip the old battery from its connections and retaining clips.
♦ clip the new battery firmly into place. Check that the + and - signs on the battery match up with
the + and - signs on the detector.
♦ close the detector and press the test button to check that it works properly.
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Resetting a trip switch
If your lights or power go off, it means your trip switches are working properly. You can
find out generally what caused the problem and sort it out quite easily. This advice only
applies to modern consumer unit / RCDs (fuse box). If you have an older ‘fuse box’ with
re-wirable fuses, there is no trip switch.

General Advice
♦ modern electric circuits are fitted with circuit breakers called trip switches. If a fault develops, a
switch is tripped and the circuit is broken.
♦ all of the fuses or trip switches are located in the consumer unit / RCD. Some consumer unit /
RCDs have buttons rather than switches. The consumer unit / RCD may be next to the
electricity meter (unless the meter is in an outside cupboard).
♦ a trip switch or button usually operates because:
♦ there are too many appliances on a circuit and it is overloaded.
♦ an appliance is faulty or has been misused, such as a kettle has been over-filled or a toaster
not cleaned.
♦ water has leaked into a circuit or silt on a plug.
♦ a light bulb has blown, or
♦ an immersion heater is faulty.
♦ if one of your electrical appliances is faulty, leave it unplugged and get a qualified electrician or
service engineer to check it.
♦ if a wall or ceiling light is faulty, keep it switched off (put some tape over the switch) and
contact us.
♦ make sure your hands are dry when you touch electrical fittings.
♦ never touch the electricity company‟s fuse and seals.
What to do
To reset a trip:
♦ open the cover on the consumer unit / RCD to expose the trip switches / buttons.
♦ check which switches / buttons have tripped to the OFF position and which rooms (circuit) have
been affected; and
♦ put these switches / buttons back to the ON position.
If the trip goes again
It is probably being caused by a faulty appliance or light. You need to identify which circuit is
being affected and which appliances on that circuit is causing the problem:
♦ check all the rooms and note which set of lights or sockets are not working.
♦ unplug all appliances on that problem circuit, and switch off the immersion heater (if fitted).
♦ switch the „tripped‟ switch to the ON position (press in if it is a button); and
♦ plug in the appliances or switch on each light one at a time until the trip goes again. Do not use
adaptors when testing appliances.
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General Advice
♦ the fuse box or consumer unit / RCD is normally located next to the electricity meter.
♦ fuses usually blow because:
♦ a circuit has been overloaded because too many appliances are being used at the same
time; or
♦ an appliance is faulty.
♦ always replace a cartridge or fuse wire with one of the correct rating:
♦ 5 amp for lights.
♦ 20 amp for the immersion heater.
♦ 30 amp for sockets and cookers (sometimes the cooker cartridge will be 45 amp).
♦ mark the name of each circuit on the inside of the fuse cover.
What You need
♦ torch.
♦ screwdriver with an insulated handle.
♦ fuse wire or cartridge fuse of the correct rating.
To reset the fuse:
♦ switch off the mains switch and unplug all appliances.
♦ unscrew the cover and pull out each fuse holder to check which has blown.
♦ if it is a renewable fuse, loosen the retaining screws at either end, remove any old wire and
feed new wire of the correct rating through the holder and around the screws. Tighten up the
screws at both ends.
♦ if it is a cartridge fuse, take out the old cartridge, fit a new one into the holding clips and
replace the fuse holder.
♦ screw the cover back in place.
♦ switch the mains switch back on and check that all circuits are working.
♦ plug in each appliance one at a time to check if the fuse blows again. If this happens, the
appliance is faulty and you should get it repaired by a qualified electrician or service
engineer.
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Condensation

What is condensation?
♦ it is not damp, it starts as moisture that is produced by cooking, washing or drying clothes
indoors on radiators.
♦ the moist air condenses on cool surfaces such as walls, mirrors, wall tiles, window heads
and window glass, and even on some clothes.
♦ when the moist air is warm it rises and often ends up on ceilings and in upstairs rooms and
then forms mould.
♦ condensation will be most evident on outside walls, particularly behind furniture or where air
flow is restricted.
Preventing condensation
Condensation can occur in any home. You can take steps to prevent it and manage it more
effectively.
Control excess moisture:
♦ close kitchen and bathroom doors to prevent steam going into other colder rooms.
♦ open kitchen and bathroom windows when cooking or washing so that steam can escape, or
use any extractor fans if you have them fitted.
♦ trickle vents in windows need to be open at all times.
♦ open some windows in other rooms for a while each day to allow a change of air.
♦ do not use bottled gas heaters—the gas produces a lot of moisture.
♦ wipe down surfaces where moisture settles to prevent mould forming.
♦ do not block air vents.
Produce less moisture:
♦ dry clothes outdoors whenever possible, otherwise use well ventilated rooms.
♦ cover pans when cooking; and
♦ vent any tumble driers to the outside.
Keep your home warm:
♦ take steps to prevent heat loss and maintain low background heat. This doesn‟t necessarily
cost more.
If mould forms
Apply a recommended product available from a hardware or DIY store. Always follow the
instructions carefully.
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General Advice
♦ blockages in basins and sinks are usually caused by the build up of waste in the trap: fat, tea
leaves, hair, etc. It is advisable to clear wastepipes and traps at least once a month with a
cleaning product you can buy at shops. Always follow the instructions carefully. Do not use
caustic soda as it destroys plastic fittings.
♦ the trap always holds some water which stops air and foul smells coming up the drain.
however, waste can build up and become stuck.
♦ if more than one fitting (bath, basin, sink) is blocked, the blockage may be in the soil stack or
main drain. This will need to be cleared by us.
♦ blockages in toilets are usually caused by unusual objects: nappies, toys, condoms,
tampons, wet wipes or toilet fresheners. You must not use toilets as bins or waste disposers.
You may need
♦ a bowl or bucket.
♦ jug or cup to be used as a scoop.
♦ wet rag or dishcloth.
♦ plunger—for the toilet you can use a toilet brush or mop and protective gloves.
To unblock a bath, basin or sink:
♦ scoop out most of the water.
♦ hold the rag / dishcloth tightly over the overflow opening and place the plunger over the plug
hole and pump up and down rapidly.
To unblock a toilet:
♦ if the pan is already full, remove some of the water into a bucket using some form of scoop,
eg, a jug or cup.
♦ push the brush or plunger to the bottom of the pan.
♦ pump it up and down vigorously about 10 times. This creates a vacuum and pressure, which
may shift the blockage, and flush the toilet to see whether the blockage has gone You may
need to repeat this process several times before the toilet flushes normally. If there is no
improvement after a couple of attempts, you should contact us. Please ensure that you
thoroughly wash you hands and all equipment after you have finished.
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Advice on saving energy
How can I save money on my energy bills?
♦ try not to leave TVs and monitors on standby. SAVE up to £40 a year.
♦ buy smaller LCD TV screens rather than large plasma screens. SAVE up to £25 a year.
♦ put silver foil behind your radiators to reflect heat back into the room. SAVE up to £20 a year.
♦ turn your thermostat down by one degree. SAVE up to £60 a year.
♦ have a shower instead of a bath. SAVE up to £40 a year.
♦ buy energy efficient appliances. SAVE up to £30 a year.
♦ wash your clothes at 40 degrees. SAVE up to £10. Dry them outside instead of in a tumble.
SAVE up to £25.
♦ use energy efficient bulbs. SAVE up to £40 a year.
♦ switch off lights when you leave a room. SAVE up to £10.
♦ making a cup of tea? Only use the water you need. SAVE up to £10.
That’s a saving of up to £310. It all adds up!!
For free, impartial advice on energy bills, contact any of the following:
♦ Home Heat Helpline on 0800 33 66 99 (freephone).
♦ Energy Saving Trust advice centre on 0800 512 012 (freephone).
♦ Age Concern on 0800 00 99 66 (freephone).
If you are struggling to pay your bills, do not ignore it. Get advice. Call :
♦ Consumer Credit Counselling Service 0800 138 1111 (freephone) or
♦ National Debtline 0808 808 4000 (freephone).

Cold weather payments
You may be eligible for cold weather payments if you have experienced freezing temperatures for
over seven days. Find out on the Direct Gov website - money and tax benefits.
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Home Contents Insurance
We strongly advise you to take out home contents insurance. This will cover you against
damage to your personal belongings, carpets, furniture and other contents and decorations, including damage from fire, flood or accident.
It would also cover certain items stolen in a break-in. When choosing the insurance
scheme, make sure it will cover broken glass and locks to doors and windows.

We do other maintenance without you making a request

Recharges
Please note, should you, a member of your family or a
visitor cause damage and we have to repair it, you will have to pay the cost of the repair.

In addition to the repairs you report from time to time we will undertake other maintenance works.
Central heating, smoke alarms, extractor fans, etc. will be serviced annually. Then there are other
matters that need attention on a fairly regular basis e.g. external painting. We carry out a
condition survey to every home at least once every five years. This information is then used to
draw up a programme of work to maintain the structure of your home and replace any defective
fixtures and fittings that are our responsibility. When such work is planned for your home you will
receive a notice telling you who the contractor is, what we have asked them to do and when you
can expect it to be done.
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Notes
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