YOUR TENANT HANDBOOK

We have tried to make your handbook as easy to read as
possible. We can supply this document in a print size to suit.
It is also available in Braille, audio formats and other
languages.
Our website www.ayrshirehousing.org.uk also has a number of
accessibility features which you may find useful.
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YOUR PRIVACY
Ayrshire Housing will ensure that your details are kept safe and that they are only used to
support our relationship with you.
Looking After Your Information
We will always let you know exactly what we will do with your personal information. We will
do this through our Privacy Notice, which tells you what we collect, why we collect it and
what we do with it.
A full copy of our Privacy Notice can be found on our website:
www.ayrshirehousing.org.uk/contact/privacy-policy
Page 2

GET IN TOUCH
We are open Monday to Thursday - 9.00am to 5.00pm
and Friday - 9.00am to 4.30pm

For general enquiries, call us on 01292 880120
Text us on 07860 020 459
Write to us at:
Ayrshire Housing, 119 Main Street, AYR, KA8 8BX
Email us at info@ayrshirehousing.org.uk
Like us on Facebook at www.facebook.com/ayrshirehousing
Follow us on Twitter @ayrshirehousing
For Out of Hours Emergency Repairs call
J.D. Thomson & Son Property Care Ltd on
01655 882234
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WELCOME
AND INTRODUCTION

WOULD LIKE TO WISH YOU A LONG AND HAPPY TENANCY WITH US
We would like to welcome you to your new home and thank you for choosing Ayrshire
Housing as your landlord.
Your Tenant Handbook should help answer any questions you may have about your new
tenancy. It includes information about the services we provide, your rights and
responsibilities as a tenant and how you can contact us.
We would like to offer you the opportunity to become more involved and to influence the
services we provide. Find out more on Page 36.
We always welcome and value your suggestions and feedback. This helps us continue to
improve our services. We have provided details of how you can give feedback on Page 40.

As your landlord it is our duty to keep
you informed.
Look out for our quarterly newsletters
which will keep you up-to-date on any
housing news or policy changes. We
will also send you a performance
edition which will let you know how
well we are performing as a landlord.
Log on to our website or follow us on
Facebook and Twitter for regular
updates.
We have worked with tenants and staff to produce this handbook, which we hope you will
find useful and informative.

PLEASE KEEP YOUR HANDBOOK SOMEWHERE SAFE
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OUR ONLINE SERVICES
Our online tenant portal MY HOME is one of the best ways to access our services. We
hope that you like MY HOME. We will continue to keep you updated as we develop the
available services.
Registering for My Home is simple and free. All you need is your six-digit tenant number
(which you can find on any letters or statements we have sent you) and a valid email
address. If you require any assistance, please give our office a call. Once you are logged
into My Home you will be able to access many of our services at any time of the day or
night including:
Paying your rent and any other charges;
Viewing your rent account and any recent payments you have made;
Reporting a repair and completing repairs satisfaction surveys;
Viewing any repairs you have reported over the last 12 months;
Updating your contact details;
Going “Paper Free” and receiving documents by email;
Updating changes to your household; and
Taking part in online surveys and consultations.
You can also visit our
online services.

WEBSITE

www.ayrshirehousing.org.uk to access more of our
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OUR CUSTOMER
SERVICE STANDARDS

We provide a service that is accessible, convenient, polite and professional. Our service
to you will be delivered in a friendly and courteous way. We will respond quickly to your
needs and requests. We will always treat you fairly and respectfully and ensure that you
find it easy to receive our services. This is what you should expect of us.

VISITING OUR OFFICE
We will welcome you in a reception area that is kept clean, fresh and tidy.
We will make our office accessible for visitors with disabilities.
Toilet facilities are available in our reception area.
We will provide private interview facilities to ensure confidentiality.
If you have an appointment you will be seen within 5 minutes of your
appointment time. If we cannot keep to this, we will apologise and keep you
informed of when you will see someone.
If English is not your preferred language, we will endeavour to offer appropriate
interpreting or translation services.

VISITING YOUR HOME
We will always introduce ourselves by name.
We will produce photographic identification on request.
We will be courteous and respectful.
If we are unable to keep to an appointment time, where possible, we will try to
contact you to advise if we are going to be late or to re-arrange the appointment,
if you prefer.
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IF YOU TELEPHONE US
We will answer all telephone calls as quickly as we can and
aim to do so within 10 seconds.
We will provide our name when we answer your call.
We will respond to any messages left on voicemail within one
working day of your call.
If our office is closed, we will provide a clear message on our
voicemail with details of how you can report an emergency
repair.

IF YOU EMAIL OR WRITE TO US
We will reply to you within 5 working days. If we can’t provide a full response
within that time we will acknowledge your letter/email and let you know who is
dealing with your enquiry.
We will use plain English when we write to you or email you.
If we are in the wrong, we will admit it and apologise.
We will sign our letters with our names and job titles and provide our direct dial
telephone numbers and email addresses.

WHAT WE EXPECT FROM YOU
Our staff work hard to provide you with high standards of service. They do not
deserve to be subject to abuse or intimidation.
Please avoid using foul or abusive language, or threatening behaviour towards
our staff or contractors.
If we make an appointment with you, please let us know if you wish to cancel it
or re-arrange to another time.
Unfortunately, not all of our business with you will be pleasant and there may be some
occasions where difficult discussions need to be held but we will conduct such business
in a professional manner that doesn’t breach these standards.
If you feel we have not met our standards, please let us know. Your suggestions and
comments can help us improve our services.
If you need to make a complaint, you can find out how on Page 40.

SMOKING BAN
The smoking ban affects all communal areas (this includes
closes and workplaces) in Scotland. It also affects staff and
contractors coming into your home. Your home is classed
as a workplace whenever you invite an Ayrshire Housing
staff member or contractor into it. No staff member or
contractor will smoke while they are in your home. In return,
we would ask that you show them the same courtesy.
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MOVING IN

MOVING IN to a new home can be a very exciting time. There will
be lots of things that you will have to think about and we hope that
this handbook will give you the answers to any questions you may
have about your tenancy and the services we provide.

To help you settle in quickly and easily we have included a checklist of the things you
should do when you move in:
Make arrangements to pay your rent.
For more information, go to Page 25 or contact your Housing Officer.
Put your spare set of keys in a safe place as we do not keep duplicates.
Choose and register with a gas and/or electricity supplier.
Make sure you take meter readings.
Contact the Post Office to re-direct your mail.
Contact your local council and register for council tax. You are required to pay this
from the date your tenancy started.
Make arrangements for a qualified electrician or Gas Safe engineer to install your
cooker.
Organise home contents insurance.
For more information, go to Page 9.
Organise connections with providers of phone lines, broadband or cable/digital TV
etc if you want them.
Arrange to buy or transfer your TV licence.
For more information, go to Page 9.
Locate your stopcock or “surestop” switch (if you have one fitted), fuses and trip
switches. If you are having difficulty doing this, please contact our Maintenance
Team.
Organise your household bin collections.
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SETTLING IN VISIT
We will visit you shortly after your tenancy
begins to see how you are settling in and
to answer any questions you may have.
If you need to speak to someone before
this visit you can contact your Housing or
Maintenance Officer at any time.

INSURING YOUR BELONGINGS
You are responsible for insuring household contents against accidental damage, fire and
theft – we only insure the structure of your home and not your furniture and other
belongings.
We would strongly recommend that you take out home contents insurance with a reputable
insurer. Replacing electrical goods, clothing and other belongings can be very expensive
should you experience a flood/major leak or burglary.
The Scottish Federation of Housing Associations (SFHA) offers a home contents insurance
scheme – “The Diamond Insurance Scheme”. This is available to all Ayrshire Housing
tenants at a competitive price with the option to pay the cost in instalments. More
information can be found at www.thistletenants-scotland.co.uk.
You have the option to choose an alternative insurance provider.

You need a TV licence if you want to:




Watch or record any programmes as they are being shown on TV or live on an online
TV service; or to
Download or watch BBC programmes on iPlayer.

You are responsible for buying a TV Licence but you can spread the cost over a year by
paying monthly or quarterly. More information can be found at www.tvlicensing.co.uk.
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UTILITIES
As soon as you get the keys for your new home, you should take meter readings for gas
and electricity and register with a utility supplier of your choice. We will try to tell you who
your current supplier is but you are under no obligation to stay with them. We will also
have provided you with a list of alternative suppliers along with their telephone numbers
in your sign up pack.
You will also need to contact phone/internet providers and TV companies if you want
connections. Please note that there may be restrictions on the fitting of satellite dishes
and you will always require written permission from Ayrshire Housing.

Top Energy Saving Tips













Keep your oven door shut as much as possible – every
time you open it, nearly a quarter of the heat escapes;
Wait until you have a full load before putting on a wash.
Two half-loads use more energy (and water) than one full
load;
Turn your heating down by one degree. You will hardly
notice the change in temperature, but it will make a big
difference to your heating bill;
Make sure your heating is timed to come on only when
there are people in the house;
When boiling water, only fill the kettle with as much as
you will actually use (but make sure you cover the metal
element at the base). This could save you as much as
£15 per year;
Switch off stand-by lights on your appliances when not in
use;
Make sure all the lights are turned off when you go to bed,
or use a low-wattage night light if you do need to leave
one on;
Use radiator valves to turn down the heat in less used
rooms (hallways and bedrooms). This could save you as
much as £70 per year.

The tips (above) are from the Energy Agency’s website.
The Energy Agency can also provide you with free, impartial energy advice and can be
contacted on 01292 521896 or online at www.energyagency.org.uk.
If you are on a low income and are struggling with your fuel bills you may be entitled to
some form of discount – this is known as the Warm Home Discount. You should contact
your energy supplier for more information.
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RECYCLING
Please recycle wherever possible. The links below provide information on recycling options
for each Ayrshire local authority:

www.south-ayrshire.gov.uk/bins-and-recycling
www.north-ayrshire.gov.uk/bins-litter-and-recycling
www.east-ayrshire.gov.uk/Housing/RubbishAndRecycling

SPECIAL UPLIFT
You can also arrange for the uplift of bulky household items. The links below provide
information on special uplifts for each Ayrshire local authority:
South Ayrshire
Telephone 0300 123 0900 or online at
www.south-ayrshire.gov.uk/bulkyuplifts
North Ayrshire
Telephone 01294 310000 or online at
www.north-ayrshire.gov.uk/bins-litter-and-recycling/bulky-waste-collection
East Ayrshire
Telephone 01563 554400 or online at
www.east-ayrshire.gov.uk/Housing/RubbishAndRecycling/Skips-and-specialcollections/Specialuplifts
Please note that you will be charged for using this service.

If the item is in good re-usable condition, you could pass it onto someone else who needs
it. You can do this by contacting Recycle for Scotland on 0800 0665 820 or online at
www.recycleforscotland.com. This is a free collection service and you will be benefiting
your local community and charitable organisations.
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REPAIRS AND MAINTENANCE
REPORTING A REPAIR
If there is something in your home that needs repaired there are a number of ways you can
tell us. The sooner we know about it, the quicker we can fix it.
You can report a Non-Emergency repair by:
Calling our office on 01292 880120 and choosing Option 1;
Visiting our office;
Logging into the My Home portal;
Sending an email to repairs@ayrshirehousing.org.uk; or
Texting 07860 020 459.
You can report Emergency Repairs, during office hours by:
Calling our office on 01292 880120 and choosing Option 1; or
Visiting our office.
For Emergency Repairs, outwith office hours:

Contact our contractor
J.D. Thomson & Son Property
Care Ltd
on 01655 882234

To assist us to order your repair it would be helpful if you could provide as much
information as possible. This will help us to send the right contractor, with the correct
materials and tools to get the work done right first time.
When you call, please let us know:
Your name, address and contact details.
What and where the problem is?
How did it happen?
Does it seem dangerous?
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HOW LONG WILL MY REPAIR TAKE?
When you contact us, we will let you know if your repair is an emergency, urgent or routine.

CATEGORY

DESCRIPTION

RESPONSE TIME

Emergency

Where there is a risk to life, a serious danger to
health and safety or the potential for more
extensive damage to the property.
Where there is no emergency but the risk is
sufficient for the work to be carried out in a
shorter time than a routine repair.
Repairs not included in the above categories
and which cannot wait until a future
maintenance programme.

Make safe within 4
hours

Urgent
Routine

3 working days
15 working days

APPOINTMENTS
We offer an appointment system for non-emergency repairs. When you contact us, please
have details close at hand of when you will be available for the work to be done.
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RIGHT TO REPAIR

The RIGHT TO REPAIR scheme gives you a legal right to
have certain repairs carried out within a set timescale.
These repairs are known as “qualifying” repairs.
When you report a repair we will let you know if it
qualifies. If we fail to start the repair within the time
given, you have a right to contact us to instruct another
of our approved contractors to carry out the work instead.
You may be entitled to compensation for the days
between reporting the repair and the works being
completed.
Please note that we try to offer an improved service by
treating many of the “qualifying” repairs as emergencies.

Qualifying Repairs include:
Unsafe power or lighting sockets or electrical fittings;
Loss or part loss of electric power;
Loss or part loss of gas supply;
A blocked flue to an open fire or boiler;
External windows, doors or locks which are not secure;
Loss or part loss of space or water heating if no other alternative heating is
available;
Toilets which do not flush (if there is no other toilet in the home);
Blocked or leaking foul drains, soil stacks or toilet pans (if there is no other toilet in
the home);
A blocked sink, bath or basin;
Loss or part loss of water supply;
Significant leaking or flooding from a water or heating pipe, tank or cistern;
Unsafe rotten timber flooring or stair treads;
Unsafe access to a path or step;
Loose or detached banisters or handrails; and
A broken mechanical extractor fan in a kitchen or bathroom which has no external
window or door.

How Can I Find Out More?
If you have any questions or would like more information please contact our Maintenance
Team or download a copy of the Scottish Government’s Right to Repair leaflet from
https://www.gov.scot/publications/right-repair.
A copy of Ayrshire Housing’s Right to Repair Policy is also available from our office.
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WHICH REPAIRS ARE MY RESPONSIBILITY?
We are responsible for keeping your home wind and watertight. We will also carry out the
majority of repairs required within your home. You are responsible for cleaning and looking
after the inside of your home, including decorating, as well as some minor repairs which
we have listed below:
Toilet seat;
Shower unit (if fitted by you);
Doorbell (if fitted by you);
Door chains and nameplates;
Internal doors;
Glass on windows and doors (unless you have a
police incident number);
Keys (this includes keys which are lost or stolen);
Sink plugs and chains;
Washing machine hoses;
Kitchen units and worktops;
Skirting boards;
Rotary driers (unless communal);
Fences between gardens;
Internal decoration (including wall tiles);
Sheds;
Floor coverings (unless fitted by us);
Electrical appliances.
If you have recently moved into your home we may be able to offer help with some of the
above repairs, please get in touch with our Maintenance Team if you would like more
information.

WILL I BE RECHARGED FOR ANY REPAIRS?
You must repair or replace any parts of your home that are
damaged by you, members of your family or visitors. If we have
to carry out work as a result of negligence or damage you will be
charged for the cost of these works. Some examples of work we
may charge you for are broken windows or lost keys.
Dependent on your income, you may be able to make an
arrangement to pay by instalments.
If your property is damaged by the police or any other service
having to force entry you will be charged for any work required as
a result of the damage, unless there are exceptional
circumstances.
If the repair is a result of a break-in or vandalism, you must report this to the police
immediately and obtain a police incident number.
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ALTERATIONS AND RIGHT TO COMPENSATION FOR IMPROVEMENTS
Alterations
Once you have settled into your home, there may
be some things you would like to change.
Before making any changes you must ensure
that the correct permission is requested and
granted in writing by us.
Here are some of the changes you would need permission for:
Any improvements excluding internal decoration;
Laminate flooring;
Fences (including painting);
Decking;
Sheds;
Showers;
Internal doors;
Insulation;
Light fittings;
Extensions;
Satellite dishes;
Alterations to the internal structure of
your home;
External decoration of your home (for example, painting external doors);
New fixtures and fittings – kitchen, bathroom, central heating.
If you are in any doubt, please contact our Maintenance Team before making any changes.

Right to Compensation for Improvements
If you make an alteration to your home and later end your tenancy,
you may be entitled to compensation. This can only be considered if
the improvements you made qualify and you received written
permission prior to the work being done. To assist with a claim for
compensation you should keep receipts from when the items were
purchased and fitted and a copy of your written permission from us.
If you have any questions or would like more information please
contact our Maintenance Team or download a copy of the Scottish
Government’s Right to Compensation for Improvements leaflet from
www.gov.scot/Publications/2002/09/15486/11216
A copy of Ayrshire Housing’s Right to Compensation for
Improvements Policy is available from our office.
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GAS SAFETY

We have a legal requirement to carry out a gas safety check at your home at least once
every 12 months. This check is extremely important to ensure that all the gas appliances
are safe and in good working order.
Our contractor will attempt to carry out the service on 2 occasions. If they have been
unable to gain access we will contact you by any means available including phone, email,
text and letter. You must contact us immediately to avoid action being taken to force entry
for this work to be done. We will charge you for any costs associated with forced entry.
If you require to carry out gas works in your home, including installing a gas
cooker, this work must always be carried out by a Gas Safe registered engineer.

What should I do if I smell Gas?

Open doors and windows to ventilate the property.

Turn off your gas supply at the meter.

Put out naked flames and do not smoke.

Do not turn off or on any power or light switches.

Call the free National Gas emergency line immediately
0800 111 999.
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CARBON MONOXIDE DETECTORS
A carbon monoxide (CO) detector (where fitted) will
alert you if there is carbon monoxide in your home.
You should test this regularly.
If your carbon monoxide detector activates, please
contact us immediately.

Carbon monoxide is a poisonous gas that has no smell or taste. Breathing it in can make
you unwell and it can kill if you are exposed to high levels. It is produced when fuels such
as gas, oil, coal and wood do not burn fully. Incorrectly installed or poorly maintained or
ventilated appliances – such as cookers, heaters and central heating boilers – are the
most common causes of accidental exposure to carbon monoxide.
The symptoms of carbon monoxide poisoning are not always obvious (particularly during
low-level exposure). The most common signs of mild carbon monoxide poisoning are –
tension type headaches, dizziness, nausea (feeling sick), tiredness and confusion,
stomach pain and shortness of breath.

ELECTRICAL SAFETY













Make sure you know where your fuse box is located as you will need to turn the
mains switch off in an emergency;
Never overload sockets or plug adaptors into other adaptors;
Maintain any electrical items you bring into your home;
Ensure plugs, cables and sockets are in good condition and not visibly damaged;
Check light fittings are in good condition and not visibly damaged. Contact us if you
think they need repairing or replacing;
Always use an RCD (residual current device) on outdoor electrical equipment (this
instantly turns off the power if there is a fault and can be found
in any DIY store);
Never store combustible materials near the fuse box or the
electricity meter;
Never store anything on top of a microwave;
Never run cables under carpets or rugs;
Never take mains-powered electrical items into the bathroom;
Always switch off electrical items when you are not using them.

SP ENERGY NETWORKS OPERATE A
FREEPHONE NUMBER TO REPORT A POWER
CUT OR DAMAGE TO ELECTRICITY POWER
LINES.
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CONDENSATION
Condensation occurs when moist air, produced by day to day activities including drying
clothes and bathing, comes into contact with a cold surface. Condensation can appear as
mould growth at the top of the ceiling or around skirting boards and window frames. You
can prevent mould growth by:
Cutting down humidity in the bathroom. Run cold
water into the bath before turning on the hot water;
Opening the windows while cooking and after bathing
or showering;
Repainting walls and ceilings with specialist, anticondensation paint;
Drying clothes outside, never over radiators;
Ensuring tumble dryers are vented to the outside;
Using extractor fans, where available.

DAMPNESS
If water is getting into your home it can cause dampness. Common causes of dampness
are heavy rain or snow, leaking windows or gutters, rising damp through floors or walls. In
winter and periods of bad weather please keep an eye on your roof tiles, slates and
guttering for damage. If you see a damp patch on your ceiling or the top of the wall this
could be a sign of a leak from above. If you live in a flat, please check with your neighbour
first as it could be the result of a bath or sink overflowing.

CARBON DIOXIDE (CO2) DETECTORS
Some of our newer houses have a CO2 detector in one bedroom. This detects if the
ventilation is not working fully and the air is getting stuffy. If it sounds don’t worry, just
open a window to let in some fresh air then check if your ventilation system is working.
Never switch off the ventilation. If you are unsure, please contact us for advice.

HOW DO I DEAL WITH A BURST PIPE?
Turn off your water at the stopcock or the “surestop” switch (if you have one fitted)
and fully turn on every tap as quickly as possible to drain the system.
Switch off your heating system;
Switch off any electrical appliances or switch off the power at the
mains if the flooding is extensive;
If you find the leak, bind it tightly with a towel and place a bowl
underneath to catch any drips;
Warn any neighbours who might be affected;
Minimise damage. If water is coming through the ceiling put
buckets and basins underneath and move items that might be
damaged by water. If the ceiling starts to bulge, pierce the plaster
to let the water through without the ceiling collapsing.
Then call our Maintenance Team or the emergency repairs service (outwith office
hours);
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Smoke or Heat Detectors

FIRE
SAFETY

Your home will be fitted with one or more hard wired smoke
or heat detector(s). It is your responsibility to ensure they are
working by testing them regularly. If your smoke or heat
detector sounds with an intermittent chirp, it may need
replaced and you should contact us as soon as possible. It is
important that you:
 Cover your smoke or heat detector(s) when you are
decorating; and
 Never disconnect your smoke or heat detector(s).

You can help to prevent a fire in your home by:










Keeping exits clear and keys to windows and doors in easy reach;
Keeping communal areas, corridors and staircases clear of large items such as
prams, bikes or large plant pots as these could get in the way of people evacuating
the building, and could also fuel a fire;
Preventing accidents while cooking. Do not leave young children or pets alone in
the kitchen;
Not leaving candles unattended when lit;
Not smoking in bed;
Closing all doors at night to help prevent the spread of
fire;
Not overloading electrical sockets;
Switching off and unplugging your TV and other
electrical goods.

What should I do if a fire breaks out in my home?










Make sure everyone leaves immediately;
Shout to warn your family or anyone nearby – even outside;
If your clothing catches fire - stop, drop down and roll on the ground until the flames
go out;
If someone else’s clothing catches fire - use a blanket, rug or thick
coat to put out the flames;
Do not stop to take anything with you;
Stay low on the floor where the air is cleaner and cooler;
When leaving, only open the doors you need to. Never open a
door if it is warm to touch, there could be a fire on the other side;
Never use a lift, always take the stairs;
Call 999 as quickly as is safe to do so.

999
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What should I do if I am unable get out?




Get everyone into one room (grab a mobile phone if you can). This is your safe
room. Pack clothes, cushions, pillows or towels around the door to keep smoke
out.
Open the window, stay there and shout for help until someone calls 999.

Home Fire Safety Visit
The Scottish Fire and Rescue Service offer everyone a free
Home Fire Safety Visit. They can assist you with a fire
evacuation plan.
You can arrange this by:





Calling 0800 0731 999;
Texting FIRE to 80800;
Completing an online form www.firescotland.gov.uk;
Calling your local fire station.

AIDS AND ADAPTATIONS
Sometimes a home needs to be adapted in order for someone to continue living there. If
you wish to alter your home to better suit your needs or the needs of someone in your
household, you can apply for permission by contacting our office. Please note that in
some cases, we might ask you to remove the alteration(s) at the end of your tenancy.
If you need help arranging adaptations to your home, please contact your GP and ask them
to refer you to the Community Occupational Therapist. They will assess your needs and
help with providing temporary adaptations.
If permanent adaptations are required, you will be added to our waiting list once we receive
a referral from your Community Occupational Therapist. Please be aware that due to
budget restrictions there may be a considerable waiting time before the work can be
carried out.
In some circumstances we may talk to you about other options as it may be beneficial to
apply for a transfer to a more suitable property.

GENERAL SAFETY
Many of our lofts will not be suitably floored to allow safe access for storage, for this reason
you should not use the loft to store your belongings. If you do so you may be at risk of
injury and could also incur recharges for any works required to repair damage.
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FROST PREVENTION – SOME TIPS TO AVOID PROBLEMS
During cold weather it is necessary to take precautions to reduce the risk of frost damage and
prevent frozen or burst pipes. We have included below some handy hints on how to look after
your home:
Keep your home warm day and night by keeping your central heating on
continuously at a low thermostat setting.
Find out where your stopcock or “surestop” switch is – it is usually under the
kitchen sink or in a downstairs toilet. Closing the valve will stop the supply of
mains water into your house, helping to reduce damage in the event of a burst
pipe.
Ask a neighbour, friend or family member to visit your home every day if you
are away. This will mean that if you do suffer a burst pipe, it will be detected as
soon as possible and any damage caused will be minimised.
Make sure you have adequate contents insurance to help cover the cost of
replacing damaged furniture and personal belongings, more information can
be found on Page 9.

What should I do if I experience frozen pipes?
Turn off your water at the stopcock or the “surestop”
switch (if you have one fitted);
Switch off gas and electric water heaters;
Gently heat the frozen section of pipe using a fan
heater, hairdryer, hot water bottle or heated cloths.
Never use a blowtorch or naked flame;
Remove or protect any possessions which could be
damaged by a burst pipe.
Unfortunately, in the event of very severe cold weather resulting in frozen external supply pipes,
there may be little that Ayrshire Housing or its contractors can do. We are not able to provide
temporary water supplies or bottled drinking water. We would ask that you speak to your
neighbours, friends or family to gain access to water or toilet facilities.
If you experience a burst pipe, please follow the advice on Page 19.
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TRUSTED TRADER
The Trusted Trader scheme is a directory of local businesses that have been
vetted and who have made a commitment to treat their customers fairly. The
Scheme is managed and administered by South Ayrshire Council Trading
Standards. For more information or to find a Trusted Trader please go to
www.south-ayrshire.gov.uk/trusted-trader or telephone South Ayrshire
Council on 0300 123 0900 or email trusted.trader@south-ayrshire.gov.uk.

ENERGY PERFORMANCE CERTIFICATE
A copy of your Energy Performance Certificate will be
displayed next to your meter. This certificate shows you how
energy efficient your home is and gives information on the
cost of running a property and how to save money. The
certificates are rated from ‘A’ to ‘F’ with ‘A’ being the most
energy efficient.

If you have any questions about repairs, please contact a member of our Maintenance
Team by calling 01292 880120 and selecting Option 1.
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RENT AND MONEY MATTERS
THE IMPORTANCE OF PAYING YOUR RENT
You have a legal requirement to pay your rent in advance on or before the 28th of each
month – in accordance with your tenancy agreement. If you fail to pay your rent, Ayrshire
Housing may take legal action against you. This could result in the loss of your home.
Where possible we will work with you to prevent this from happening.
We have listed on the next page the many ways you can pay your rent.

RENT ARREARS
Paying your rent in full and on time should be your first priority. If you are having difficulty
you must contact your Housing Officer immediately to discuss a repayment arrangement.
We will try to ensure that repayments are over a reasonable period and are affordable for
you. If required, we can refer you for additional support including to our own Money Advice
Team.
If you fail to contact us or make an arrangement to reduce your arrears we will have no
choice but to take legal action to end your tenancy and recover the debt. Before any legal
action is taken we will give you and every other person in the household, over the age of
16, a formal legal warning.
If you then fail to keep to an agreed arrangement and we obtain a Decree for Repossession
at court, our Board will then decide whether to proceed to eviction. Legal action could
result in you losing your home and affect your chances of being rehoused in the future.

ASSISTANCE TO PAY YOUR RENT
If you have a low income or are in receipt of benefits you may qualify for financial
assistance to pay your rent.
For information or to apply for Housing Benefit online go to:
www.south-ayrshire.gov.uk/housing-benefit
www.east-ayrshire.gov.uk/CouncilAndGovernment/Benefits/HousingBenefit/HousingBenefit.aspx
www.north-ayrshire.gov.uk/benefits/benefits.aspx

For information on Universal Credit online go to:
www.gov.uk/universal-credit

If you think you need some help to pay your rent or require assistance, please contact your
Housing Officer.
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HOW CAN I PAY MY RENT?
We offer various methods to help you make payments on time and these are shown below.
You may need your six-digit tenant reference number and this can be found on any letters
and statements we have sent you.

Direct Debit
The easiest way to pay is by setting up a direct debit. You can pay monthly, four-weekly,
fortnightly or weekly. You can set-up a direct debit by contacting our office.

My Home Portal
Pay online using a debit or credit card
your My Home account.

through a payment link on

ALLPAY
We can arrange for an Allpay card to be sent to you. You can use
this to pay your rent by:
 Using it as a swipe card at Post Offices, Payzones and Paypoint outlets;
 Paying online at www.allpayments.net;
 Calling a 24-hour automated payment line on 0844 557 8321.

You can also download the Allpay APP from the Apple Store or
Google Play which will allow you to pay your rent securely from
your smartphone. The APP is quick and simple to use. You
will require an email address and password to sign-up.

Standing Order
You can set up a regular payment through your bank. Please contact our office for more
information.

Telephone or Visit our Office
You can pay using your debit or credit card.

If you have any questions about the best way for you to pay, please
contact our office on 01292 880120.
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MONEY ADVICE AND ASSISTANCE
It can be difficult to juggle your monthly finances. Ayrshire Housing have a Money Advice
Team who provide a complete welfare benefits advice service. The service is confidential
and free and will help you to understand the benefits system and ensure that full benefit
entitlement and any other financial assistance is achieved.
Our aim is to maximise your household income by assisting with:






Benefit checks;
Benefit appeals;
Form filling;
Budgeting advice;
Assistance with charitable grants.

DEBT ADVICE
If your money worries are because you are struggling with multiple debts, it can be hard to
know where to turn. Your options will depend on what money you have to pay off your
debts. There are many free, impartial advice services available across the UK and you can
find help in a way that is best for you.
Our Money Advice Officers can provide you with more information on how to get access to
help with informal and formal debt solutions or you could contact:
Citizens Advice Scotland. A registered charity who operate 60 Citizens Advice Bureaux
(CAB) throughout Scotland and offer face to face advice which is free, confidential and
independent. They have helped more than 295,000 people solve their money problems
each year in communities ranging from city centres to the Highlands and Islands.
You can contact them by telephone on 0808 800 9060 or online at www.cas.org.uk.
StepChange Debt Charity help change the lives of thousands of people every week, they
have over 25 years’ experience of helping people with their debt problems. They offer free,
expert advice which is impartial and personalised to each individual situation no matter
how large or small your debt problems are.
You can contact them by telephone on 0800 138 1111 or online at www.stepchange.org.

Page 26

ADDITIONAL HOUSING SUPPORT
SEASCAPE is a registered charity that helps residents who are aged 16
or over to live as independently as possible in their community. They
help people who are at risk of homelessness or who are vulnerable to
access, sustain and maintain their tenancy independently.
We can refer you to Seascape or you can contact them directly
on 01292 285424 or by email enquiries@seascapeayr.co.uk.
AYR HOUSING AID CENTRE is a registered charity that helps South Ayrshire residents with
housing issues. They provide a free and independent service. The Centre gives advice,
information, advocacy and representation along with engagement services to prevent
homelessness or to help tenants going into their first home.
We can refer you to the Ayr Housing Aid Centre or you can contact
them on 01292 288111 or email info@ayrhousingaidcentre.com.
If you have no credit on your phone you can send a text or
WhatsApp message to 07549 603 895 and they can get in contact
with you.

South Ayrshire Foodbank help local people in crisis by providing
emergency food. They are part of a nationwide network of
foodbanks, supported by The Trussell Trust who are working to
combat poverty and hunger across the UK.
As a Foodbank Partner, Ayrshire Housing can identify people who are in need and issue
them with a Foodbank voucher. This voucher can then be taken to a foodbank centre
where it can be swapped for three days’ emergency food. Details of local centres are
printed on the back of the vouchers.
The centres are staffed by volunteers who will
welcome you over a warm drink while your food
parcel is prepared. Your parcel will be packed
into supermarket carrier bags, or if you prefer
you can bring your own bags to use instead. The
centre volunteers are all trained to provide
information about local services and offer
practical guidance so that you have access to
the right support to help you to break out of
crisis.
You can get in touch on 07599 071 114 or by emailing info@southayrshire.foodbank.org.uk
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YOUR NEIGHBOURHOOD
BEING A GOOD NEIGHBOUR
Getting along with your neighbours can be important in determining whether you are happy
in your home. Any nuisance in or around your home, caused by yourself, family members
or visitors, is a breach of your tenancy agreement. Problems can be avoided by considering
how behaviour could affect others. We would ask that you:
Respect each other’s right to live peacefully;
Do not engage in behaviour which may offend or upset others;
Take responsibility for your children, pets and any visitors to your home;
Take your turn at cleaning stairs, closes and common areas;
Close gates and security doors behind you. This will create a safer environment for all
your neighbours living in the block and can help to prevent crime occurring within your
building;
Be mindful of noise, especially at night and early in the morning. Try to avoid using
household appliances (like vacuum cleaners or washing machines) at these times.
Tenants living in flats should be aware that noise will travel between properties.
People living below may be able to hear you walking across the floor or hear noise
from your television and other appliances.
Avoid driving or parking your car in a way that would endanger or interfere with others.

What can I do if difficulties arise?
Sometimes problems arise because people have not talked or considered each other’s
point of view. Unless you are suffering from a serious act of violence or harassment we
would recommend that you try speaking to your neighbour to attempt to resolve things
amicably and at an early stage.
Before approaching your neighbour, we would ask that you stop to consider:
Am I being reasonable?
Do I have all the facts?
Am I willing to listen to what my neighbour has to say?
Explain to your neighbour how their behaviour is affecting you. Try to resolve the problem
yourself without getting other neighbours involved if they are unaffected. If you approach
your neighbour and they are being unreasonable just walk away.
It is best not to get involved in an argument or retaliate in any way.
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What do I do if this does not solve the problem?
Get in touch with your Housing Officer who will investigate the complaint and talk to you
and your neighbour about the disagreement. They may also speak to other tenants.
Disagreements between neighbours can be very difficult to sort out however we will try to
resolve disputes where possible.

Anti-social Behaviour
We understand that anti-social behaviour can have a very negative affect on the day to day
lives of our tenants and their families. Ayrshire Housing takes such behaviour seriously.
We will investigate and try to address any complaints made to us.
A copy of our Neighbour Disputes and Anti-Social Behaviour Policy can be found on our
website www.ayrshirehousing.org.uk/about/our-accounts-policies/housing-management.

Here are some examples of what we would consider
to be anti-social behaviour:
Loud music and parties;
Violence or intimidating behaviour;
Drug dealing from a property;
Harassment or discrimination;
Noisy pets;
Parking issues;
Household waste;
Vandalism or graffiti.

If you witness or experience any anti-social behaviour you should report it immediately to
Ayrshire Housing and the police, where appropriate.
It is important that we have an accurate record as we may have to take court action against
your neighbour.
We need to know:
Dates and times of when the incident happened;
Where the incident took place;
What happened;
The names and addresses of those involved, including any
witnesses;
Details of when you reported the incident to the police and the
police incident number.
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Confidentiality
We will treat what you tell us in strict confidence but it may still not be possible for you to
remain anonymous. In most cases we will need to interview the person(s) you are
complaining about. You can ask us not to do this, however this may prevent us from taking
any further action. If you are worried about reprisals, you can discuss these concerns with
us when we speak to you.

Legal Action
The vast majority of cases are resolved prior to any legal action. However, if the anti-social
behaviour is continuing and we have sufficient evidence to go to court we will begin legal
proceedings against the people involved.
Please remember that you are responsible for your own behaviour or anyone visiting
your home; and that
Anti-social behaviour is a breach of your tenancy agreement and may result in legal
action to evict you.

CARING FOR YOUR NEIGHBOURHOOD
Over time it is likely that the way your neighbourhood looks will become increasingly
important to you. The upkeep of the communal areas and the general tidiness of the
estate say a lot about how people feel about living there. At the heart of every
neighbourhood are tenants who have invested time, energy and effort into making that
area what it is.

What part can you play in this?
It is you and your neighbours who determine how your neighbourhood develops. Whether
or not you become actively involved in a residents’ group, you can still contribute to the
development of your estate in a number of ways:
By keeping your home and garden clean and tidy;
Supporting local activities such as clean-ups and residents’ meetings;
Getting on with your neighbours.
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GARDENS, OPEN SPACES AND COMMON AREAS

It is important that gardens,
open spaces and common
areas are kept tidy and well
maintained. These areas can
have an impact on your
neighbours and the wider
community.

Ways in which you can help with this are by:
Ensuring you keep your garden, close or drying green tidy;
Putting waste in the correct bins and making sure the lids are
properly closed to avoid rats and foul smells;
Returning bins to the proper place as soon as possible after they
have been emptied;
Keeping closes and communal areas clean and clear – these
areas should not be used to store prams, bikes, furniture etc;
Arranging for the uplift of any bulky furniture;
Arranging a cleaning rota to keep your close and stairs clean and
tidy. We provide close and stair cleaning in some developments.
If you have to pay for this, details will be included in your tenancy
agreement;
Being responsible for the upkeep of your front and back garden.
As a minimum we would expect that your grass is cut and that
rubbish is removed regularly.
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FLY-TIPPING
Most people dispose of waste properly and safely but
there are others who choose to tip their waste in the
countryside or on other people’s land or in communal
areas e.g., lanes, parking areas or access paths. This is
called fly-tipping.
Fly-tipping is illegal and is a serious offence and could
result in a substantial fine or prison sentence.
If you see anyone illegally dumping waste outwith our
estates, please report it to your local authority.
If the waste being dumped is within one of our estates,
please contact our office.

GARDEN MAINTENANCE SCHEME
What is it?
The Garden Maintenance Scheme is a free grass cutting
service for elderly and disabled tenants who have no-one
to help with their garden.
Do I Qualify?
To join the Scheme, you must be of pensionable age and in
receipt of state pension or disabled and in receipt of
Personal Independence Payment (PIP) and/or Employment
and Support Allowance for physical/mobility health issues
(ESA) and have no other adult at home who can help with
the garden.
What work will be done in my garden?
The grass will be cut every 2-3 weeks depending on the
weather. The service starts in April and runs through to
September/October.
Hedge cutting and weeding, where required, will be carried
out twice within this period.
How do I Join?
You can complete a garden maintenance form in person at
our office, or call us and we can post one out to you with a
prepaid envelope to return. Please let us know if you
require help to complete the form. You may be asked to
provide supporting evidence with your application.
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PETS
You must ask permission to keep a pet in your home. Your
tenancy agreement states that you are responsible for your pet
at all times and you must ensure that it does not cause a
nuisance to neighbours or damage to your property.
You may keep a pet provided that:
Your pet would not be prohibited by law, for example
under the Dangerous Dogs Act 1991;
Your dog is microchipped. This is compulsory in the
UK.
You are responsible for the behaviour of any pets
owned by you or anyone living with you;
You take steps to ensure that your pet does not cause
nuisance, annoyance or danger to your neighbours;
You take responsibility for cleaning up after your pet;
You supervise and keep your pet under control at all
times;
You take reasonable care to ensure that your pet does
not cause damage to your home, your neighbours’
properties or anything belonging to Ayrshire Housing
such as communal closes.

Microchipping and Neutering
The Dogs Trust are the largest dog welfare charity in the UK. You can
have your dog microchipped for free by attending their community
events. If you do not have your dog microchipped, you could face a fine
of up to £500. More information is available at www.dogstrust.org.uk.

Cats Protection is the largest feline welfare charity in the UK. They offer
a reduced cost neutering service for all cats over 4 months old. For more
information, call 0345 3714 216 (for South Ayrshire) or 0345 714 218
(for North Ayrshire). More information is available at www.cats.org.uk.
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SAFETY AND SECURITY
Door Step Security
If an Ayrshire Housing
employee or contractor
calls at your home, they
must, if asked, show you
identification.
If they refuse you should
not let them into your
home.
If you are in any doubt
give our office a call.

STAY
SAFE
Doorstep Loans, Be Aware!
Doorstep loans are cash loans delivered to your doorstep. They are one of the few lenders that pay
your loan in cash and not into your bank account. Doorstep loans are a popular choice amongst
people who do not have a bank account.
Doorstep loans are an expensive way to borrow money so think carefully before taking one out.

You Can’t Trust Loan Sharks
Loan sharks lend money to people without holding a credit licence.
They prey on vulnerable people and cause misery.
If you have been a victim of a loan shark or are aware of them operating
in your area you can report them to the Scottish Illegal Money Lending
Unit, Trading Standards Scotland Team by calling 0800 074 0878.
You can find more information at:
www.tsscot.co.uk/loan-sharks/scottish-illegal-money-lending-unit
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Cold Callers - If it seems too good to be true, it probably is!
Doorstep crime is when rogue traders come to your door uninvited and pressure you into
buying something or signing up for a service. Not all doorstep callers commit a crime.
To avoid being sold a scam:







Do not agree to anything just to get rid of a seller;
Check and take note of the seller’s ID card. If you are in any doubt, take their details
and ask them to return at a later date;
You can ask the seller to leave your home, it is a criminal offence if they do not do
as you ask;
Always get a receipt;
Do not pay the full amount or a large deposit up front;
Get and keep a copy of any paperwork, advert or flyer.

If you wish to deter doorstep sellers, you can download a No
to Cold Calling poster from local authority websites.
Or, display the sticker provided in your sign-up pack on your
window or door.

Crime Stoppers are an independent charity. They are not part
of the UK national police force or any other government
organisation.
They give you the power to speak up to stop crime anonymously online or by phone 24hours a day, 365 days a year. They also share advice on how to protect the people you
care about from crime, so that everyone can feel safe.
To report a crime in your area, call 0800 555 111
or online www.crimestoppers-uk.org
Crime Stoppers will not ask for any personal information. They will not track your call and
no-one will contact you without your consent.
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GETTING INVOLVED
Would you like to help influence improvements in the
delivery of our services to you?
Tenant involvement is all about helping to influence the decisions we make about the
services you receive. It is about sharing information and ideas with other tenants and staff
with the aim of improving the standard of service we provide. Previous experience is not
necessary as you will be provided with training. You can give as much or as little time as
you want. There are lots of benefits to getting involved:
You can influence decisions;
Help us to create communities where people want to live, work and play;
Make your views heard;
Share information and ideas;
Learn new skills;
Make new friends.

"I joined the Board as I was
“I am an Ayrshire Housing tenant living
interested in how decisions were
in Barr. I joined the Board as a
made within the association. I haven't
volunteer tenant member in 2016. As a
regretted
for aassingle
minute as
it isdecisions were made
Board
member
I haveI haven't
attended
Board
"I joined theitboard
I was interested
in how
within
the association.
regretted
it for a
single being
minute as
it is to
good
beingan
able
to have
an input into the running
of the association,
and in the decisions
it makes
good
able
have
input
into
meetings
which involves
discussion
as it moves forward. It has been rewarding seeing new developments grow from the ground up, and for the association
the
running
of thetoassociation,
in of the tenants present
and decision
to grow
from strength
strength for theand
benefit
and future."making; training sessions
the decisions it makes as it moves Georgina Dawson
to help me understand issues which
forward. It has been rewarding seeing
then help me to make the right
new developments grow from the
decisions and conferences where I
ground up, and for the association to
have had the chance to meet and visit
grow from strength to strength for the
other housing associations. Meeting
benefit of the tenants present and
and working with the Ayrshire Housing
future."
staff and the other tenant and
community volunteers has been very
informative and very interesting.”

GEORGINA DAWSON, TENANT
MEMBER

KENNY GEORGE, TENANT MEMBER
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Ways you can get involved:
Membership of Every tenant is already a member of Ayrshire Housing. This means
Ayrshire Housing you can attend the AGM and seek election to the Board.
Board Members
The Board meets on a regular basis and oversees what we do. It
also makes strategic decisions about Ayrshire Housing.
Board members are volunteers and training and support will be
provided.
Tenant Led
Our Tenant Led Scrutiny Group is made up of tenant volunteers who
Scrutiny Group
look at our service performance from a tenant’s point of view. They
use tools such as surveys or interviews to see where improvements
can be made. Training and support will be provided. If you would
like more information, please get in touch with our Performance and
Quality Manager.
Consultation
You can join this register and we will contact you based on your
Register
interests. We might write to you asking for your views or invite you
along to meetings or focus groups to look at a specific area of the
business.
Tenant/Residents These groups are community based and are run for and by tenants
Groups
and residents. If you are interested in forming a Tenants and
Residents group in your area, we can offer you all the support and
help you need to do this.
Texts or
Your views are important to us. So take the opportunity to respond
Satisfaction
to us and help improve the services we provide.
Surveys (email,
paper and online)
Competitions
We regularly hold competitions for our tenants and their children for
example – pets and garden, seasonal quizzes. Look out for your
quarterly newsletter for more details.
Tenant
We carry out a tenant satisfaction survey every three years to gain
Satisfaction
your views on key areas of our service. If you are contacted, please
Surveys
take the time to complete this survey.
Estate
Join us when we are carrying out our estate inspections.
Management
Walkabouts

I AM INTERESTED, SIGN ME UP ……
If you would like to hear more about any of these
activities or have any questions, please contact our
office or email c.donald@ayrshirehousing.org.uk.
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YOUR TENANCY RIGHTS
AND RESPONSIBILITIES
You have signed a Scottish Secure Tenancy Agreement (SST) which is a legal
contract between you and Ayrshire Housing. You must take time to read
your Tenancy Agreement which is included in your sign-up pack.
Your home is at risk if you do not keep to the terms of this Agreement.
We have summarised the main points below:
You must occupy your property as your only, or principal home;
You must pay your rent on time;
You must be a good neighbour;
You must report repairs promptly and keep your property in good order.

Your SST also provides you with information about:
Your rights in relation to sub-letting, assignation, succession and exchange of your
tenancy;
Your right to end a tenancy;
Your right to information and to be consulted;
Your right to complain.
If you have any questions, please speak to your Housing Officer.
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CHANGES TO YOUR TENANCY
HOUSING (SCOTLAND) ACT
2014
Due to the changes introduced by the Housing (Scotland) Act
2014 it is essential that you keep us up to date with accurate
information as to who is staying in your house.
Any changes to your household composition must be notified
by you in writing to us at the time of the change. You should
also receive written acknowledgement from us that we have
been made aware of the change.
If we do not have accurate information about who is living in your home then your rights,
and the rights of those living in the home, will be affected.
Here is a list of the main rights which are affected by the changes introduced in the Housing
(Scotland) Act 2014:
Successions
This is the transfer of a tenancy from the tenant to someone else in the household when
the tenant dies.
Assignations
This is where a tenant wishes to formally pass their tenancy to another person.
Subletting
This is where a tenant wants to rent their home to someone else.
Joint Tenancies
This is where a tenant wants to add someone else to their tenancy and jointly be tenants
with that person.
All of these require that either the tenant and/or the proposed tenant must have been
living in the home for a stipulated period of time, in most cases 12 months, before the
request is made.
It is particularly important that you notify us of any changes at the time of the change as
the residence period starts from when you notify us in writing that the person is staying in
your home.
Do not wait until you want to apply before notifying us of the change to the household –
permission will not be granted unless we were notified in writing before the qualifying
period starts.
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HOW TO GIVE FEEDBACK

We are always striving to improve our service but we need your help to do this. We want
to hear from you whether it is to compliment us or to tell us you are not happy, all of your
feedback helps us to improve.
You can do this by:
Phoning us on 01292 880120 and speaking to a member
of staff;
Writing to us;
Speaking to your Housing or Maintenance Officer when
they are out and about in your neighbourhood;
Emailing info@ayrshirehousing.org.uk;
Logging into your My Home account; or
Visiting our office.

COMPLIMENTS
Please give us positive feedback when we do something well. It helps us to know that we
are getting things right.

COMPLAINTS
You have a right to be heard.
We know that problems can arise from time to time. If you are unhappy or feel unfairly
treated, please get in touch with us. We would welcome the chance to put things right.
We would encourage you to firstly try to resolve the issue directly with a member of staff.
If you are still unhappy you can contact our office for a copy of our complaints procedure,
or download a copy from our website www.ayrshirehousing.org.uk/your-home/complaints.
Our procedure gives you details of how to contact the Scottish Public Services Ombudsman
(SPSO) if you are unhappy with our response to your complaint.
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MOVING HOUSE
TRANSFERS
You can ask for a move at any time. We will try and assist if your present home does not
meet your housing needs. Some examples of why you may want to move are:
You need a larger or a smaller home;
You or someone in your household has a disability or health condition which might
affect the type of home you can live in;
To receive support from a relative or provide support to a relative.
We may turn down your request for a transfer if you have rent arrears, outstanding debts
or if you have breached your tenancy agreement.
To apply for a transfer, please contact our office and speak
to one of our Housing Assistants or apply online at
www.ayrshirehousing.org.uk using the HousingOnline tool.

MUTUAL EXCHANGES
You can apply to swap homes with:
Any tenant of Ayrshire Housing;
A tenant of any council in the UK;
A tenant of any other UK housing association or Registered Social Landlord (RSL).
To apply for a mutual exchange please visit our website www.ayrshirehousing.org.uk and
go to HousingOnline or go direct to www.housingonline.org.uk/exchange.
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When you have found a swap, both tenants must apply in writing to their landlord(s) by
completing a Mutual Exchange Application Form. We will respond to you within 28 days.
We may turn down your request if:
You have rent arrears;
You have breached your tenancy agreement;
The move would result in your home being over-crowded or under-occupied;
The tenant you wish to swap with has a poor tenancy record;
Your home has been adapted for someone with special housing needs and the swap
would mean there would be no-one living in the home with those needs.
Please note that you must accept the house in the condition you find it.
We will not repair or redecorate if the damage was caused by the previous tenant
unless there is a clear emergency repair which must be done.

ENDING YOUR TENANCY
If you would like to end your tenancy you must give us 28 days’ notice in writing. If you
have a joint tenancy both tenants must sign the letter. We cannot accept a termination
by phone.
We will write to you to confirm the date your tenancy ends and make an appointment to
visit you in your home before you move out to check if it is in good condition and to let you
know if you need to carry out any repairs or redecorate.
Remember that rent and service charges will continue to apply until the tenancy has ended
and all keys are returned.
You have the right to withdraw your termination at any time within the 28-day notice period.

Your Moving Home Checklist
Ensure your rent is paid until the date your tenancy ends.
Ensure your property is left clean, tidy and in good decorative order. Remember
to take all personal belongings with you.
Return all sets of keys to us when you leave your home.
Advise Housing Benefit, DWP and Council Tax that you are moving out.
Take final meter readings for gas and electricity and advise your supplier.
Ensure your garden is left in a neat and tidy condition.
Ensure any outstanding repairs have been carried out.
Arrange for your gas cooker to be removed, if you have one.
Terminate any TV, Phone or internet connections.
Ensure your property is secure. Make sure you lock all the doors and windows
when you leave.
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OUR OFFICE BASED STAFF

is led by our Director and two Senior
Managers.

Our Corporate Services Team provide office based services to customers and
colleagues alike.
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WOULD LIKE TO THANK
you for taking the time to read
your Handbook.
We hope you have found it useful.
If you have any other questions, we
are always here to help.

A Community and Tenant Run Housing Association
A Scottish Charity no: SC027906
A Company Limited by Guarantee
Registered in Scotland no: 185652
Registered with the Scottish Housing Regulator no: 304
The Scottish Property Factor Register ID: PF000260
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