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Tenants’ Handbook
Chairperson’s Introduction

As Chairperson of Ochil View Housing Association |
am pleased to make a few comments.

This Tenants’ Handbook is a useful reference for you
as a tenant. It has been written with tenants’
involvement, in a readable language. Keep it handy.

In it you will find contact details, if and when you need
to have further information or advice from staff at Ochil
House. From repairs to rights, buildings to benefits.

The handbook explains the Landlords responsibilities
and yours as a tenant.

| am one of fifteen committee members, all volunteers,
five of whom are Ochil View tenants. We all have
different life and work experiences and skills.

Ochil View Housing Association welcomes any
comments you as a tenant wish to make; an idea you

have may be worth sharing, so don’t keep it to yourself.

Even better why don’t you get involved in your
residents group?

My thanks to all those involved in making this
handbook for tenants — a team effort.

Yours sincerely

Teresa McNally
Chairperson

Ochil House, Marshill, Alloa, Clackmannanshire FK10 1AB
Telephone: 01259-722899 Fax: 01259-212728
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the” Fuse Box”. Check the “Fuse Box”. Switch the
electricity back on if one of more of these has switched it
off. Remove all appliances from the circuit and switch
them on one at a time. If one causes the power to go off, it
may be faulty. Do not use it again until you have had it
checked by an electrician. If you try this and you do not
find a faulty appliance and the power fails again, you
should call the Emergency Repairs Service.

If electricity is vital to your health (for instance, if you use
medical equipment at home) ask your electricity supplier to
include you on their priority service register.

(Water Emergencies )

What to do if you have a Burst Pipe or Flooding:
* Turn off the water at the stopcock.

e Turn off Gas Central Heating systems. ( If you have gas
central heating).

* Turn on all the taps to drain the water from the pipes.

» Switch off the electricity supply at the meter if water
comes into contact with electrical fittings to avoid short
circuits or electrical shock.

e Contact the Emergency Repairs Service.

e Warn neighbours who might suffer damage — for
example, downstairs neighbours.

What to do if you have a blocked
drain or toilet

Communal drains and sewers (drains that serve more
than one property) should be reported to Scottish Water.

If the drain serves only your home, you must try and
unblock the drain before you contact the Emergency
Repairs Service.

If our contractor unblocks the drain, we will charge
you the costs of the repair.

QOchil House, Marshill, Alloa, Clackmannanshire FK10 1AB
Telephone: 01259-722899 Fax: 01259-212728
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[Emergency Contact Numbers

These phone numbers will provide services and advice in
an emergency. There will be other numbers for use for
routine enquiries. Contact numbers for routine calls are
included in the handbook. Please do not use an
emergency service if your call is not an emergency.
Unnecessary calls to these numbers could prevent a
person in need from getting help.

Contact Number
Ochil View Housing Association 01259 722899
General contact number

Ochil View Housing Association 01259 723335

Contact number for routine and urgent repairs.
Contact for Emergency Repairs Service in office hours.

Mowlem Building Services 0800 559 922
Contact for Emergency Repairs Service outside office hours

McDougall Group
(Gas Heating Emergencies) 0800975 1234

Transco (Gas Supply Emergencies) 0800 111 999

Scottish Power (Electricity Emergencies) 0845 272 7999
Call this number even if another company provides your electricity

Scottish Water 0845 600 8855
Police 999
Ambulance 999
Fire 999
Clackmannanshire Council 01259 452000
emergency number for all services

Fife Council

Homelessness Service 01592 412895

\Other services 01592 415000 )

[Emergency Repairs Service

We will respond to emergency repairs at any time.
Contact us immediately if the emergency happens when
the office is open.

Contact the Emergency Repairs Service contractor
immediately if the office is closed.

[What is an Emergency Repair? ]

This is a list of emergency repairs:

* Aleak of water.

» Aleak of waste water or sewage.
¢ A blocked toilet or drain.

» Faulty electric sockets or wiring.
¢ Faulty emergency alarm system.
e Faulty communal TV aerial.

« Faulty smoke detector.

* No central heating or hot water.

Our repair contractor will call at your home within 4 hours if
you report an emergency repair. Stay at home after you
report the repair. If you cannot stay at home, make
arrangements for someone else to be there. Please make
sure that person knows about the repair.

Gas Central heating - what to do if you
have no central heating or hot water

Please make sure you know how to try and relight the gas
pilot light. If you do not know how to do this, ask us and
we will show your how. If your heating goes off check if the
pilot light is lit. Try and relight it if it is not. If you are not
sure how to do this, ask a neighbour for help. If this does
not work, never try to make any repairs yourself. Phone
the Emergency Repairs Service.

Suspected gas leaks should be reported immediately to
TRANSCO on 0800111999 and to Ochil View (in office
hours) or our Emergency Repairs Contractor, (outside
office hours.)

What to do if you have no electrical
power

Faulty appliances or fuses in plugs cause many faults. If
the electricity is cut off, check with your neighbours and
call Scottish Power. There may be a general supply
failure. (In most houses, we have fitted modern “Earth
Leakage Circuit Breakers” (ELCB) to switch the power off
if there is a fault). In this handbook, we have called this



QOchil House, Marshill, Alloa, Clackmannanshire FK10 1AB
Telephone: 01259-722899 Fax: 01259-212728
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[Gas Safety in your Home ]

If your home has a gas supply, please read this leaflet.

We will explain how the central heating works and show
you where the gas valve (the valve that can turn your gas
supply on and off) is. Please ask us for more information, if
you require it.

(Annual Safety Checks )

We have all gas appliances inspected and serviced once a
year to make sure they work well and are safe to use. It is
very important that you give access to your home for this
inspection. If you do not let our tradesperson in, we may
force access to your home.

The inspection will look at all gas appliances in your home.
We will check if they are working properly and safely. If
they are not, we will repair any appliance that we own,
such as the central heating boiler, gas fire or any hob or
oven we have provided.

If the appliance belongs to you, we will not carry out any
repairs. Our contractors may give advice about the appli-
ance. If it is not safe to use, they will tell you and fix a
warning label to it. It is illegal to remove the label and use
the appliance until the appliance has been made safe to
use. You are responsible for arranging any repairs that are
necessary.

[Carbon Monoxide Poisoning ]

If a gas appliance is not working properly, a poisonous gas
called Carbon Monoxide can build up in your home. You
cannot see or smell this gas.

There are signs that you can see including
e Sooty stains above a gas fire.
* Sooty stains above the viewing window on a gas boiler.

e Yellow (not blue) flames.

We will have fitted a Carbon Monoxide detector in your
home. If this detector sounds you should

« Turn off all gas appliances straight away.

« Contact the Emergency Repairs Service.

What to do if you think you have a
Gas Leak

You may be able to smell gas in your home. If this happens
you should check if any gas appliance is turned on and not
lit. If this has happened, you should open windows to allow
the gas to escape. If you cannot find any reason why you
can smell gas then you should

« Turn off the gas supply at the stopcock.

e Turn off all gas appliances.

» Put out all naked flames such as candles.

* Do not smoke.

* Do not turn any electrical appliance on or off.
e Use atorch, if you need to.

* Open doors and windows to let any gas out.
¢ Call TRANSCO on 0800 111999.

» Contact the Emergency Repairs Service.

« Ifthe smell is very strong, get everyone out of the
house and let your neighbours know what is happening.

[Gas Fires ]

If you have a gas fire in your home, do not paint or varnish
the casing. This could cause poisonous fumes that could
damage your health.




Never try to disconnect your alarm, move it or paint it.

If you have fitted your own smoke detector, we will not
maintain, repair or replace it.

[Fire check doors ]

Some houses have doors that have self-closing devices.
This is usually between the kitchen and the living room.
This is a fire safety measure. Do not remove or deactivate
the self closer. Do not wedge these doors open.

[Paraffin Stoves & Bottled Gas Heaters ]

It is not allowed to use heaters fired by paraffin or liquid
petroleum gas. This is not permitted in your home. You
may not store paraffin, liquid petroleum gas or any
flammable substances in the house or in any of the
common parts of your home.

(Buildings and Contents Insurance )

We have a comprehensive Buildings Insurance Policy
covering our property and the fixtures and fittings in your
home. It does not cover your possessions, your
decoration, your furniture, or any alterations you have
made to your home. It does not cover anything in the
garden, including any plants, sheds, and garages or
parking areas you have provided. You must insure these
items.

We recommend that all tenants have contents insurance to
replace their possessions if they are lost or damaged
through fire, water damage or theft. We can provide details
of a low cost Policy through the Scottish Federation of
Housing Associations. Please ask us for more information.
If you are thinking about taking out Contents Insurance,
make sure your decoration is covered.

Heating safety checks

We will check your heating system to make sure it is safe.
Gas heating and solid fuel — every year.
Electrical Heating — every three years.

QOchil House, Marshill, Alloa, Clackmannanshire FK10 1AB
Telephone: 01259-722899 Fax: 01259-212728

designed@artisanoption.co.uk Tel. 01259 213446
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[Fire safety ]

Here are some reminders about how to reduce the risk of
fire in your home

Smoking causes many fires.
* Never leave a lit cigarette or pipe unattended.
e Empty ashtrays regularly.

* Furniture can catch light and give off deadly smoke and
fumes.

* Never smoke in bed.

» Make sure pipes or cigarettes are out before going to
bed at night.

« Don't leave lit candles unattended.

Chip pans are one of the most common causes of fire in
the home.

* Never fill a pan more than one-third full of fat or oil.

* Never leave the pan unattended when the heat is
switched on.

e If the pan does catch fire do not move it and never
throw water on it.

« Turn off the heat if it is safe to do so.

» Cover the pan with a damp cloth or a damp tea towel
and leave it to cool for at least 30 minutes.

e Call the fire brigade.
e Contact Ochil View if the fire has damaged your home.

Many fires in the home start at night. Make sure you have
a bedtime fire safety routine to help keep your home and
family safe. Here are a few simple things which you should
do every night.

« Unplug all electrical appliances not designed to stay on.
* Make sure no cigarettes are still burning.

- Before emptying ashtrays make sure the contents are
cold.

e Putaguard around open fires.
» Switch off portable heaters.
e Close the doors of all unoccupied rooms.

[Open fires

Always put a fireguard round an open fire. You should
never rest clothes to dry or put newspapers on the guard
as they will catch fire or get too hot to handle and could
cause burns.

[Electrical Appliances

Here are some reminders about using electricity safely in
your home

Switch off electrical appliances when they are not in
use — unless they are intended to be left on — like video
recorders.

Do not pull plugs from sockets by pulling the cable.
Do not overload sockets.
Plug only one appliance into each socket.

Always make sure your plugs and adaptors have the
right fuse for the appliance you are using.

If you are not sure, check with an approved electrician.

And do not forget to check wiring in your electrical plugs,
they should be wired as follows: -

Brown - Live Blue - Neutral Yellow/Green - Earth

Light Bulbs

Light bulbs will “blow” at the end of their life. This may
cause the fuse in the plug to blow, or the “fuse box” to
switch off. Cheaper brands of bulb may have a shorter life.
Use brands from reputable suppliers. Low-energy bulbs
may be more expensive, but they have a longer life and
will be better value. They help to reduce your energy bills,
protect the environment and save money.

[Smoke Alarms

We have provided smoke alarms in all of our houses.
Newer houses have wired smoke detectors with a battery
back up in case there are any power cuts. Older houses
will have battery-operated smoke detectors. Test the
smoke detector every month by pressing the test button. If
it does not work, replace the battery and test it again. If it is
not working, let us know. Never take the battery out of the
smoke detector unless it is to replace it with a new one.



QOchil House, Marshill, Alloa, Clackmannanshire FK10 1AB
Telephone: 01259-722899 Fax: 01259-212728
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(Keys )

We will give you 2 keys for each lock at the beginning of
your tenancy. We do not hold spare or “pass” keys for your
home. You must hand these keys back to us at the end of
your tenancy.

Make sure you have a spare key to open your home. Keep
it in a safe place or give it to someone that you trust. It is
expensive to have to break windows or force open your
front door if you lose your key.

We will recover the costs from you if we instruct a
contractor to force access to your home.

Some keys can’t be copied without our permission.
Tell us if you need copies made, and we will supply
them. There will be a charge made for this service. We
don’t keep spare keys for anyone’s home.

( Security )

The risk of burglary can be reduced if you

» Always lock your doors and windows if you are going
out.

e Don't leave keys under the doormat or in places where
others may find them.

» Ask a neighbour to keep an eye on your house while
you are away, for example on holiday.

When you are away, set time switches to switch lights
on and off.

Make sure you cancel any milk, paper or other
deliveries.

Do not leave valuables lying about where they can be
seen.

Hide or lock away passports and official documents —
identity fraud is on the rise.

Don't leave car keys near doors or windows — car theft
through burglary is also on the rise, and burglars can
stick poles through letterboxes to steal keys.

Consider marking your property — this puts thieves off
because it makes it harder to re-sell the stolen goods.
The Police may provide invisible marker pens free of
charge.

Do not keep large sums of money in your home.

If you live in a block of flats with a controlled entry
system, make sure the entry doors are always locked —
do not let anyone you do not know into the building.

All our staff and contractors carry identification as do
staff working for Councils, Scottish Water, etc. If
anyone calls at your home ask to see identification
before you let him or her in. If they do not have proper
identification or you are not sure about them, do not let
them in. If you are at all suspicious, telephone the
Police.

A Neighbourhood Watch Scheme can help to reduce
the chance of break-ins as people keep an eye on each
other’s houses and watch out for anything suspicious in
the area. The crime prevention or community
involvement branch at your local Police station can give
you advice on setting up a Neighbourhood Watch
Scheme. We will help you to get organised, for example
by setting up first meetings.



For example any general letter from a customer will be
acknowledged within 5 working days and a formal response
will be processed within 28 days. We have specific standards
for how we deal with Complaints. Please read the section
about Complaints for more information.

(Code of Conduct )

We work within a Membership Charter set out by Employers in
Voluntary Housing and the Scottish Federation of Housing
Associations. The main points of this Code are as follows:

» We aim to offer a high standard of service to you at all
times.

« Staff must be polite, efficient, reliable, sober, punctual and
honest at all times

» Staff will aim to carry out the Associations Policies and
Procedures to the best of their ability

» Staff will not accept gifts or hospitality except where this is
allowed and recorded.

» Our relationships with consultants and contractors will be
open and honest

» We will protect any confidential information about you, and
always operate within the requirements of the Data
Protection Act

» We will not carry out any act of unlawful discrimination

Ochil House, Marshill, Alloa, Clackmannanshire FK10 1AB
Telephone: 01259-722899 Fax: 01259-212728
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How to contact Ochil View Housing
Association

You can contact us by writing to

Ochil View Housing Association Ltd.
Ochil House

Marshill

Alloa FK10 1AB

Phone 01259 722899

Fax 01259 212728

E-mail: enquiries@0OchilViewha.co.uk

Our office opening hours are
9.00-5.00 Monday to Friday except Tuesday
9.00-12.30 on each Tuesday.

We are closed for staff training on Tuesday afternoon.

[Public Holidays

We are open on all public holidays except
e 3 days at Christmas

» 3 days at New Year

* Good Friday and Easter Monday

We will be closed on some other holidays in the Christmas and

New Year period. We will let you know our holiday
arrangements in our Newsletters, or a special letter.

 Staff

Our staff are responsible for carrying out the decisions of the
Management Committee, and for providing services to tenants

and customers.

This list will help you understand who is responsible for our

work.

[Director

The Director has overall responsibility for supervising the day-

to-day business of the Association.

[Finance and Corporate Services ]

The Finance and Corporate Services Manager is responsible
for finance, administration and other corporate services and is
designated Depute Director. Also in this section there are

* Finance Officer

« Two Finance Assistants

e Three Administration Assistants.
< Office Cleaner

(Housing Services )

The Housing Services Manager is responsible for providing
housing management services including Housing Allocations,
dealing with Rent Arrears, Anti-Social Behaviour, Estate
Management, leading on Tenant Participation and House
Sales. Also in this section there are

« Assistant Housing Services Manager
e Four Housing Officers
«  Two Assistant Housing Officers

[Development and Property Services ]

The Development & Property Services Manager is responsible
for the acquisition of land, development and the modernisation
and maintenance of the Association’s stock. Also in this
section there are

e Assistant Property Services Manager
« Maintenance Inspector
« Two Assistant Maintenance Officers

[Service Delivery/Standards ]

We are committed to delivering a high standard of service to
our tenants. We will monitor the effectiveness of the services
we provide by setting specified response times and targets
relating to a range of day-to-day activities.



e Housing and Development Services Committee.

* Human Resources Committee. I\/I e m be rS h i p

We are committed to consulting our tenants and providing -

opportunities for tenants to participate in our decision making & ‘ r ' l r ' I tt
process. We have established an Involved Residents Group to O I e e
consult and advise in our decision making process.

Membership is open to any tenant. St r u Ct u re
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[What we aim to do ]

Our mission is to provide good quality, affordable and
sustainable housing and associated services for people in
housing need whilst protecting the long-term viability of the
Association.

Our objectives are

« To provide a comprehensive and responsive housing
management service to the Association’s tenants, sharing
owners and owner-occupiers.

» To provide a comprehensive and responsive maintenance
service to the Association’s tenants, shared owners and
owner-occupiers.

e To actively promote and support residents participation in
the development, management and maintenance of their
homes.

* To achieve high standards in the development and
adaptation of its housing stock particularly in relation to
accessibility, security, energy efficiency and sustainability.

« To ensure that the Association recruits and retains
sufficiently trained, suitably experienced committee
members and qualified staff.

* To ensure that the work of the Association is underpinned
by effective financial, administrative and management
systems.

» To ensure the Association satisfies all health, safety and
environmental requirements and legislation.

« To participate in the wider economic and social agenda and
to contribute to be flexible and receptive to the changing
external environment.

» To ensure that all activities undertaken and services
provided adhere to the principles and practices of
sustainability.

[ Areas of Operation )

We operate in Clackmannanshire and West Fife at present. In
the future, we could operate in other areas.

(How we operate )

We have charitable status and are a non-profit making
organisation.

We are controlled by a voluntary Management Committee who
are elected by and from the members of the Association.

You can become a member by buying a £1 share. We
welcome applications for membership from tenants of the
Association. We will send you a Membership Application Form
if you ask for one. The Management Committee will consider
your application for membership as soon as possible.

Members can

« Attend our Annual General Meeting and other General
Meetings.

* Vote at the Annual General Meeting and other General
Meetings.

* Vote in elections to the Management Committee.
< Stand for election to the Management Committee.

We are striving to be an Equal Opportunities organisation. We
welcome membership applications from all members of the
community.

[What the Management Committee does ]

Our Management Committee is made up of 15 members.
They have a wide range of skills, experience and knowledge.
Fife and Clackmannanshire Councils nominate two members.
The Committee is responsible for managing the affairs of the
Association and employing the staff to carry out the day-to-day
business. The Management Committee meets monthly to
discuss the Association’s business and make policy decisions.
The Management Committee has set up a number of Sub-
Committees to look in detail at areas of our work.

¢ Audit and Corporate Governance Committee.
e Care and Repair Services Committee.

¢ Heath, Safety and Environment Committee.



Who Will Know About My Complaint?

We will as far as possible respect the confidentiality of your
complaint. Whilst we are looking into your complaint your
name will not be divulged more than is absolutely
necessary.

You will appreciate, however, that if your complaint involves
another tenant or a member of staff it may be very difficult
for us to look into this without talking to the tenant, staff
member or committee member.

If you ask us not to talk to the tenant, staff member or
committee member we will try to respect your wishes but it
may not be possible for us to take any action to tackle the
problem under such circumstances.

It is not possible for the Association to deal with
anonymous complaints.

Getting Independent Advice

We would always hope that a problem could be sorted out
informally.

However, you may feel it is important for you to get
independent advice before you decide whether to complain
to us formally. Advice agencies may include: -

Welfare Benefit Service

Housing Benefit Section of Local Authority
Citizens Advice Bureau

Tenant's Group or Federation

Solicitor

How Do We Record And Monitor
Complaints?

We record all formal complaints in our Complaints
Register. The Management Committee review this every
three months. This report will detail the number of formal
complaints received, the outcome and recommended
course of action.

[Remember

Complaints can help the Association improve on its current
performance.

Ochil House, Marshill, Alloa, Clackmannanshire FK10 1AB
Telephone: 01259-722899 Fax: 01259-212728
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[Complaints Procedure ]

We aim to give a first class service. But there may be times
when you are unhappy with the service. We want you to let us
know if this happens, so we can try and put things right for you
and learn from any mistakes we may have made.

This leaflet sets out in simple terms the steps you should take
if you feel we have not provided a good service.

[ Who can make a complaint? )

Anyone who receives or requests a service from Ochil View.
This includes tenants, people applying for housing, owners or
sharing owners and people living in neighbouring property. A
notice to this effect is prominently displayed in the public area
of the Association’s offices.

If someone is acting on your behalf such as a councillor, MP,
MSP, advice agency or solicitor, they can make a complaint.
But we prefer to try and sort things out directly with you.

(What Can You Complain About?

You can complain about any part of our service that you are
unhappy about - for example:

« If you feel we have been unfair, biased or prejudiced.

« If work in your home, for example, a repair has not been
carried out properly.

« If you have asked for information or a service and have not
received it.

* If you feel that we have not been polite, fair or courteous
towards you.

* If you feel that we have not carried out our published
policies and procedures.

« If work on one of our building sites is causing you nuisance
or disturbance.

If you want to complain about your neighbours’ behaviour, we
will deal with this as part of our Policy on Anti-Social behaviour.
But if you make a complaint like that, and you feel that we
don’t deal properly with it, you can use our complaints
procedure.

We will always try to deal with complaints sympathetically, but
there are some things we will not be able to give you
information about. For example, it would be wrong for us to
discuss with you the details of someone else’s housing
application, as this would be a breach of confidentiality, but we
can of course talk to you about how our allocations procedure
works.

[Trying To Sort Things Out Informally ]

You have every right to make a formal complaint whenever you
wish, but in the first instance it can often be quicker and easier
for everyone if the problem can be sorted out informally.

To try and resolve a problem informally, the first thing you
should do is speak to a member of staff. If you want to, you
can write to the Housing Services Manager, and let her/him
know about your problem and how you would like it to be
resolved.

The Housing Services Manager will let you how long it should
take for the problem to be addressed and hopefully resolved.

[The Formal Complaints Procedure ]

If the Housing Services Manager has not sorted out the
problem informally, you should write to the Director, who is
based at our offices in Ochil House, Marshill, Alloa. If your
complaint is about the Director you should write to the
Chairperson of the Management Committee at the same
address.

When you make a complaint it is really important for you to let
us know exactly what the problem is and what you would like
to be done to put it right. To help us to do this we ask for
formal complaints to be put in writing. If you have difficulty with
this you may be able to get assistance from one of the local
agencies highlighted in the section “Getting Independent
Advice” of this leaflet. If the Director (or where appropriate the
Chairperson) is not available your complaint will be passed on
to the Depute Director or Vice Chairperson.

We will then write to you within 3 working days to acknowledge
that your complaint is being dealt with.

We will write to you again within 2 working weeks of
receiving the complaint to let you know the outcome or,
alternatively, what progress has been made.

Do please remember that some things will be out- with our
control and may therefore be more difficult to resolve.

If you are not satisfied with the outcome of this process an
appeals procedure exists to enable you to take matters
further.

Taking Your Complaint Further - The
Appeals Procedure

If you do not feel that your complaint has been resolved
satisfactorily, you can write to the Chairperson of the
Management Committee. The Chairperson will
acknowledge receipt of your letter within 3 working days.
We will hold a special Committee Meeting to hear your
complaint.

You can attend this Special Committee meeting. You can
also bring a friend or advisor. After the meeting, the
Chairperson of the Committee will write to you within 3
working days to let you know the decision.

If you are not happy with the decision reached at this stage
you have the right to contact the

Scottish Public Services Ombudsman
4 Melville Street

Edinburgh

EH3 7NS

Telephone: 0870 011 5378
Fax: 0870 011 5379
Email: enquiries@scottishombudsman.org.uk

A leaflet about the Scottish Public Services Ombudsman is
available from the Association’s office or from advice
centres. The Ombudsman will not normally be able to deal
with complaints until you have gone through the
Association’s own procedures first.
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Repairs

We are committed to providing a first class repairs service to you,
and to getting good value for the money we spend on repairs. We
aim is to make sure that homes meet your needs and are kept to a
high standard.

We separate repair work into different types:

Reactive Maintenance- this is work that needs to be done
because a part of your home has worn out or broken. You
need to let us know if this happens so that we can make
arrangements to repair it.

Cyclical maintenance — this is work that is done to prevent
things from wearing out or breaking, or to extend their life. This
includes work like clearing gutters, servicing heating systems,
painting the outside of the doors and windows of your home.
Our Maintenance staff will send tradespeople to do these jobs
when they are due. You do not need to tell us about them.

Major repairs and modernisation: This is work that we will do
when a part of your home has come to the end of its life and
needs to be replaced, such as the kitchen or bathroom fittings.
We will inspect your home from time to time to see if any work
like this is needed. When it is, we will let you know in advance
so that you can plan for it, we will give you a choice, if this is
possible, in the type of fittings we use.

We will carry out most of the repairs needed in your home. There
are some exceptions. It can depend on how the need for repair
arose. Responsibility for carrying out repairs is described in the
table below. Some repairs are completed more quickly than others.

E = Emergency Completed within 4 hours

U = Urgent Completed within 24 hours

R = Routine Completed within 10 working days

P = Planned Carried out as part of larger contract

(we will let you know how long this will
be when you report it)

If you need a grit bucket to hold salt and sand for winter, let our
maintenance staff know. We will supply it and fill it. It is your
responsibility to spread grit in snow and icy weather.

Priorities

The categorisation shown above relates to normal priority given.
The priority may be changed to reflect particular situations e.g.
where there is a strong medical need.

Your Responsibilities

You must take good care of your home and not cause damage to it
or any part of it. If other people cause damage, then this is the
same as if you caused it. We will not carry out a repair if you or
someone that was visiting you has caused damage in your home.

If a repair needs to be done because you have been careless or
negligent, e.g. flooding from your washing machine or shower,
then you may have to do it yourself or pay for it to be done. We
may carry out repairs that are your responsibility and then send
you a bill for the cost of the work. You must pay this bill. If you
need to pay by instalments, we will accept this. Remember that we
will charge the costs of repairs to other residents homes, if they
have been damaged, for example by flooding.

You must let us in to your home if we need to carry out repairs. We
will give you as much notice as we can, and we will always give
you at least 24 hours.

In an emergency, for example where there is a leak of water, or
gas, we will need immediate access to your home. If you are not at
home to let us in, we may force access. We will repair any
damage that we do.

Once every year, we will service your gas central heating system.
You must let us in to do this. If you do not, we will force access to
your home. We will not repair the damage that we do because we
will have given you the chance to let us in.



Structure

ltem

Internal walls and
ceilings (including
plasterwork)

External walls,
roughcast

Roof tiles, ridges
etc

Chimney heads
and cans

Carports

External woodwork
(including painting)

Responsibility
OVHA Tenant Priority

1 R
1 R
1 R
1 R
1
1 R/P

Outside the house

Paths and steps

Driveways
Handrails

Fences and gates
Clothes poles
Rotary driers

Clothes ropes or
drier cords

Retaining /
Boundary Walls

1 R
1 R
L1 P
1 R
1 R
1 R
11
1 R/P

Comments

We will rechange if due to neglect,
etc

Will be inspected first

Emergency if unsafe

Emergency if unsafe

Unless built by OVHA

Only if provided by OVHA. Urgent if
unsafe

Only if provided by OVHA
Emergency if unsafe

Only if provided by OVHA

Only if provided by OVHA
OVHA drier cords only

Plumbing
ltem

Pipes, taps,
stopcocks, etc

Tap Washers &
dripping taps
Plugs and chains
Hot Water Cylinder

Storage Tanks

Choked sinks or
toilets

WC Cisterns

WC Bowl

Toilet seats

Wash hand basins
Baths

Kitchen Sinks

Showers

Waste pipes
Drains

Gutters and
downpipes

Washing machine
connections

Responsibility
OVHA Tenant Priority

1 R
1 R
1
1 E
L1 R
1 E
1 ER
1 ER
L1 R
1 R
1 R
1 U
1
1 U
1 E/U
L1 R
1

Comments

Leaks will be treated as
emergencies. Turn the water off if
you can

Leaks will be treated as
emergencies. Turn the water off if
you can

Recharged if due to neglect or
carelessness. Donit use until the
blockage is cleared

Leaks will be treated as
emergencies.

Leaks will be treated as

emergencies. Tumn the water off if
you can.

Unless we fitted the shower. Donit
use until it has been repaired

Donit use until it has been repaired

Donit use until it has been repaired

Unless fitted by OVHA. Donit
use until it has been repaired



Electrical

ltem
Switches and
sockets

Light Fittings
Stair Lighting

Wiring and
consumer unit

Plugs and fuses
Immersion heater
Electric fires
Storage heaters

Communal TV
aerial

Warden call
systems

Controlled entry
systems

Extractor fans
Door bells
Smoke detectors
Smoke detector
batteries

Electrical
appliances

Outside lighting

Responsibility

OVHA Tenant Priority

1

1
L1
1

R

Comments

Emergency if dangerous. Switch the
power off at the Fuse Box

Emergency in common stairs

Check Fuse box unit first

Routine if other means to heat water

Unless fitted by OVHA

Unless fitted by OVHA

Check or change the battery before
you call

Unless fitted by OVHA

Only if fitted by OVHA (tenants are
responsible for bulbs to lights in
individual gardens)

Heating

ltem

Boiler
Fireplaces

Radiators, pumps,
thermostats

Chimneys or fluesr
Chimney sweeping

Gas fires

Joinery

External doors and
frames (including
handles and locks)

Internal doors and
frames

Internal handles
and locks

Replacing lost or
broken keys

Skirting

Stairs, banisters
and handrails

Floors

Kitchen units
Broken glass
Window frames,
latches cords

Double glazing

Responsibility
OVHA Tenant Priority

1 E
1 R
1 ER
1 R
1 P
L1 R
1 R
L1 R
L1 R
1
L1
1 R
1 P
1 R
L1
L1 R
L1 P

Comments

See section on gas safety
If supplied by OVHA

Emergency only if no heating

Emergency only if no heating
See section on gas safety

Emergency if door not secure

Will recharge if due to neglect, etc.

Will recharge if due to neglect, etc.

Emergency if unsafe

Inspection needed first

Unless vandalism is proven. This
must be reported to the Police
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