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Dear xxx
Re: Information About Asbestos in the Home, xxx
Arches Housing Association has previously inspected your home for Asbestos-containing Materials. As a responsible social landlord, we have an obligation to inform all our tenants of the locations where asbestos could be present.

Following the survey, we are writing to inform you of the results of the survey.

If asbestos has been identified, it is extremely important that you read all the information contained within this letter and keep it in a safe place for future reference.

Where asbestos is in your home, it is not a risk to your health, as long as the material containing the asbestos is in a good condition and is not disturbed.

It is important you know about any Asbestos Containing Materials in your home to prevent damage occurring.

Arches Housing is committed to making sure that all Asbestos Containing Materials are in a safe condition.  If an Asbestos Containing Material is found to be damaged we will arrange for asbestos repair or removal works to be carried out as soon as possible.

Should you notice damage or accidentally disturb an Asbestos Containing Material, you should report this immediately by calling us on 0114 2288100.  This will help us to keep you safe.

Please see below for the location of the Asbestos Containing Materials identified within your home.
xxx
Please Note: you can use the enclosed guidance notes in conjunction with the above table.

If further works to your home are needed, we may have to do a further asbestos survey.  If this is the case we will contact you.

If you require any further information please do not hesitate to contact us.

Luigi Iantorno

Asset Compliance and Investment Officer
 
ASBESTOS GUIDANCE NOTES

Location and Form

This is the location of the material and the type of Asbestos Containing Material it is.  

Asbestos Containing Materials can be grouped into different categories as shown below: 

	Low Risk Materials
	Medium Risk Materials
	High Risk Materials

	Artex/Textured Coatings
	Asbestos insulating Board
	Asbestos lagging

	Vinyl floor tiles
	Asbestos ropes/textiles
	Asbestos insulation

	Asbestos reinforced plastics
	
	Sprayed Asbestos

	Damp proof courses
	
	

	Asbestos cement
	
	


Fortunately the Asbestos Containing Materials found in our homes are mainly low risk and medium risk.  It is unlikely that we will find high risk materials.

Asbestos

This is the typed of asbestos fibre found within the Asbestos Containing Material. There are three main types of Asbestos commonly found:

•
Chrysotile (White Asbestos)

•
Amosite (Brown Asbestos)

•
Crocidolite (Blue Asbestos)

We will use the term 'asbestos presumed' if we can't access suspected materials/areas.

No Access

‘No access’ is used when the surveyor has been unable to gain access to a particular area and, as a result, we must presume asbestos containing materials to be present within that area.
Condition
Extent of any damage/deterioration to the Asbestos Containing Material.

Very often the best advice is to leave the material undisturbed since having the material removed can be more hazardous. Occasionally, it may need to be repaired by sealing or enclosing the material. Very occasionally it may need to be removed.

If asbestos is present it is best to take some sensible precautions. If you suspect any materials contain asbestos do not:-

•
Saw, cut, drill, break, smash or sand asbestos

•
Scrape off or sand textured coatings on walls and ceilings

•
Powerwash or clean down asbestos cement products (e.g. corrugated cement roofs).

This information can be made available in a range of languages and alternative formats such as electronic copies (for example e-mail), or in large print, Braille or audio tape.

Please contact  office." "" 
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1. Welcome to your Arches Housing Association 

This handbook is a useful guide for you while you are a tenant of Arches Housing. It does not replace your tenancy agreement. It contains all you need to know about your tenancy, as well as information on the services that we provide. 

About Us

Arches Housing Ltd was established in 1975 and has over 40 years’ experience of providing good quality affordable housing within South Yorkshire. 

In 2016 we reviewed our vision to reflect what we would like Arches Housing to be like in an ideal world, and altered our mission and values to say how we are going to reach this vision and our values to show what behaviours we will display as we go about our work.

Our Vision

Contributing to people’s wellbeing by providing safe, secure, warm homes that meet their needs.

Mission Statement

Bringing affordable homes to diverse communities across the Sheffield City Region. 

2. How to contact us

If you have any questions or concerns about your tenancy please contact a housing officer who will be able to deal with most of your housing needs including: 

•
Rent arrears & debt Advice

•
Letting of properties including transfers and exchanges

•
Tenancy agreement issues

•
Repairs requests

•
Advice on benefits

•
Neighbour disputes

•
Right to buy

•
Shared ownership enquires

One of the easiest ways for us to stay in touch with you is by email. If we don’t already have your email address, please send it to us as at info@archeshousing.org.uk stating your name and address.  

Our Office: 

Arches Housing Ltd

122 Burngreave Road

Sheffield

S3 9DE

Our opening hours are: 

Monday
 
9:00am to 5:00pm

Tuesday
 
9:00am to 5:00pm

Wednesday
 12.30pm to 5:00pm

Thursday
 9:00am to 5:00pm

Friday

 9:00am to 5.00pm 

Switchboard:  0114 228 8100

Maintenance:  0114 228 8100
Facsimile: 0114 228 8150/3
Email: info@archeshousing.org.uk
Website: www.archeshousing.org.uk
Facebook: www.facebook.com/ArchesHousing/
Twitter: @ArchesHousing
EMERGENCY REPAIRS OUT OF HOURS 

PLEASE RING 0114-2288100 AND FOLLOW THE PROMPTS PROVIDED TO BE CONNECTED WITH THE OUT OF OFFICE HOURS SERVICE

3. Your Tenancy Explained

Your main responsibilities

•
Paying your rent is one of your most important duties. You must pay your total weekly rent, plus any other charges, in advance;

•
Treat your property, the garden around it and communal areas, in a reasonable way and keep it in good condition;

•
To use your property for residential purposes only;

•
To be a good neighbour and not to cause a nuisance to the people living by you. People visiting your home must also do the same. 

•
You must report repairs for which Arches is responsible promptly and allow access for the work to be completed;

•
If your home is heated by gas, you must allow our contractors access to your home to complete the annual service.

Our main responsibilities

•
To keep your home in good repair;

•
To keep the outside and any other shared part of the building in a good


state of decoration;

•
To speak to you if we have to change your agreement or any of our policies that may affect you;

•
To do reported repairs within a reasonable time (please see section 7 ‘Repairs and Maintenance for more information).

Joint tenancies

We offer joint tenancies to two or more adults sharing a home. This means they share the rights and responsibilities of renting. By signing up to the tenancy agreement all parties agree to the conditions set out in it and to make sure they are met in full.

If there is a relationship problem between joint tenants then please get in touch with our officer. We cannot make a decision to transfer a joint tenancy or to make a tenant leave the home but there are some options for dealing with the situation. Speak to staff to find out more.

Passing on your tenancy

On your death, the tenancy will pass onto your partner if you were living together before you died. This includes same sex couples. 

Lodgers 

You have a right to take in lodgers as long as you get our permission first. You are responsible for making sure that your lodgers comply with the conditions of your tenancy agreement and that they leave your home if you end your tenancy. Please remember that if you claim housing benefit, the amount you receive may change if you take in a lodger. 

4. Your Rent

How is my rent set?

Secure (Fair Rent) Tenancies

Your rent is set by The Rent Service, a body independent of Arches Housing Association. The Association applies to The Rent Service for a rent to be set on your property. They set the rent with regard to the size of the property, the area and its facilities. The Association cannot charge more than the rent set by The Rent Service. The rent is registered every two years.

Assured and Assured Shorthold Tenancies

The majority of rents for assured and assured shorthold tenancies are calculated using the Government’s ‘formula rent’ method of setting rents. The aim is to make rents fair and consistent. This means that the rent for your home will reflect the property’s size, location and condition, and the average income of people living in the same county.

Affordable Rents

Assured and assured shorthold tenancies let at an affordable rent will be let at up to 80% of private market rents. Private market rent is the average in an area that someone would pay if renting a property from a private landlord.  Social landlords, like Arches who wish to continue to receive grant funding from the Homes and Community Agency to help develop and build homes for future residents, were required to enter into a contract to agree to let newly built homes and a proportion of existing homes at an affordable rent.

How to pay your rent?

There is a range of ways you can pay your rent and we want to give you every opportunity to keep your payments up to date. If you are having problems paying your rent, there are ways we can help and ways you can help yourself. Your rent is due every Monday to cover the following week and you can pay weekly, fortnightly or monthly, in advance.

How do I pay?

When your tenancy starts we will discuss with you how you intend to pay your rent. We prefer all of our tenants to pay by Direct Debit as this enables us to change the amount when the rents are reviewed each year. 

You can also pay:

•
Online through our website

•
By payment card at the Post Office or Paypoint outlet

•
Over the telephone using our automated payment line. 

Can I get help with my rent?

Yes. If you are receiving state benefits or have a low income, you may be entitled to financial help with your housing costs. You may be able to receive assistance even if you are in full-time employment. 

If you would like to make an application, you can pick up an application form from our office. 

What if I fall in to rent arrears?

Paying your rent is important and you must pay it on time. Please remember if you do not pay your rent you are breaking your tenancy agreement and you could lose your home. We want to help you avoid getting behind with your rent. If you do find yourself having problems making your payments please tell us as soon as you can. Our officers can give you confidential advice either on the phone, at our office or even at your home. The earlier we are aware of the problem, the longer we have to work together to find a solution.

Will you evict me if I don’t pay my rent?

We aim to help you get back up to date with your rent without seeking possession of your property. Seeking possession is a last resort when we have explored all other possible solutions.

What if I have to go to court?

We want to solve any problems before they reach this stage but If your case is eventually referred to court, you will receive a letter with the date of the hearing. You will be able to explain your situation but be aware that any judgements awarded against you could affect your credit rating. Any court costs will also be added to your arrears balance.

Can I seek independent advice?

If you prefer to speak to someone other than Arches about financial problems, you should contact your local Citizens Advice Bureau or Welfare Benefits Advice Service for help. 

5. Living in Your Home

Moving In

We hope the move to your new home goes smoothly. There is a lot to remember and a lot to do so here’s a reminder of some of the things you need to think about:

•
Tell gas, electric, water and telephone companies that you are moving in;

•
Find out how your heating system works – our staff can help you with this;

•
Find out where water and gas stop taps are. Also, where your fuse box is.

Keys and locks 

You will be given at least two sets of keys to your new home, please look after these keys and ensure you don’t lose them. We do not hold spare sets. If you lock yourself out it is your responsibility to arrange for a locksmith to attend to change the lock. We would not be able to do a lock change without payment in advance and we would require photo ID to ensure you are the tenant.  It is best to give a spare set to a trusted friend or relative in case you lock yourself out.

TV licences, telephones and council tax

You are responsible for ensuring you have a valid TV licence at your new home. You can transfer a licence from a previous address if you had one. Or you will need to purchase one. You are responsible for paying for telephone connections and any charges.

Council Tax - you should contact your local council as soon as you move in and tell them you are the new tenant. If you are on a low income you may be able to get some assistance with your council tax. 

Insurance 

We insure your home for the full cost of rebuilding, but we do not insure your household contents. It is up to you to take out your own insurance to cover this and to cover against accidental damage.

Home and contents insurance is an essential part of everyday life. Cover against fire, theft, storm, burst pipes, flood and other risks can help you cope financially in a crisis and give you peace of mind. 

We cannot provide cover for you but we can make it cheaper and easier! Together with an insurance specialist we have put together a low cost scheme just for our residents. Please remember that we are not responsible for the contents of your home – you are! To find out more about the scheme contact our office. 

Looking after your garden

If you have a garden you must look after it. As well as being an eyesore, poorly kept gardens can be a nuisance and also a danger to health. Please make sure your garden is kept clean, tidy and rubbish free. 

Condensation

Condensation occurs when there is an excessive build up of moisture in the air, often this is mistaken for damp, however the causes are very different and this is what you can do about it.

Spot the signs: 

•
Mirrors and windows steam up

•
Furnishings feel damp

•
Walls are moist – even wet

•
Black spots of mould appear on external walls, in cupboards or on window cills

Know the cause

•
Poor ventilation – windows closed and/or vents blocked or closed

•
Cooking, or boiling water, tumble drying or drying clothes indoors

•
Taking baths or showers

Things you can do to prevent/reduce condensation 

•
produce less moisture by covering pans and turning down the heat when cooking

•
switch off boiling kettles

•
dry clothes outside, or in a well ventilated room

•
keep doors closed and windows or vent open to ventilate the room to let the moisture out, and use your extractor fan

•
keeping your home warm by at least keeping a low background heat – even in winter switching heating on and off doesn’t help, its better to leave heating on at a low temperature

•
wipe down where moisture settles

•
do not use paraffin or bottled gas heaters in your home

Things you can do to reduce mould growth

•
wipe down the affected area with a fungicidal mould remover

•
use fungicidal paint or a paste with fungicide for wall papering when decorating

Saving Energy

With the cost of electricity and gas going up every year, it is important to try and reduce the amount of energy that you use in your home. Here are a few tips for saving energy 

•
When buying new appliances, be sure to purchase energy-efficient models with as many stars or as higher a to g rating as possible.

•
Try to use low energy light bulbs

•
Wait for a full load in dishwashers and washing machines, to cut down on ‘wasted’ electricity. If you do run a half load, use the ‘half load’ setting if your machine has it

•
Select lower temperature wash settings when possible

•
Switch appliances off when they are not in use not on stand-by

•
Don’t overfill your kettle when making a hot drink

Cold Weather

When the temperature drops below freezing for a few days or more there are some simple things you can do to protect your home and help you keep warm.

•
Keep the heating on at a low level constantly by using your thermostat – this will provide a background warmth and by not allowing the house to cool down pass a certain level when you require it to be higher it will not cost as much to achieve that temperature as it would if the starting temperature was less

•
Treat access routes to and from your front/back door with grit or salt to reduce the risk of slips or falls

•
Keep doors shut to prevent heat escaping

•
If you are going away or the house is going to be empty for another reason during low temperatures switch the water off at the stop tap. 

Identity cards

Never let a stranger into your home until you are satisfied that they are who they claim to be. All our staff carry identity cards with their name and photograph. Those companies working with us to improve your home will also carry a card. Please ask to see it.

Pets

Before you get a pet you must get our permission. We will not unreasonably withhold permission, however it is essential that you keep your pet under control and make sure that it does not annoy neighbours or cause any harm to their property.

Permission may be withdrawn if we receive complaints about the behaviour of your pet. 

Parking

Please don’t…

•
park illegally;

•
park on a garden, any communal areas or open space;

•
park caravans, vans, boats, trailers or other large vehicles where they will cause a nuisance;

•
block entrances and exits and please do not park on the pavement – this causes problems for disabled people and parents with pushchairs.

Please remember that parking restrictions are there for a reason – not for your inconvenience. They may be in place to protect pedestrians or to allow access for emergency vehicles.

Rats, mice and other pests

If you discover rats, mice, fleas, wasps nests or any other pests in your home please contact your local environmental health team. They will be able to give you advice or arrange for pest control officers to visit to help you get rid of them. There may be a charge for some of the work they do for you. 

Buying Your Home

Right to Buy

‘Right to Buy’ is a Government scheme that allows some tenants to purchase their home at a discounted price.

Arches tenants with a secure tenancy agreement have the right to buy. You will have a secure tenancy agreement if you signed your tenancy with us prior to 15th January 1989.  The discount you receive is based on the length of time you have been a tenant. 

Right to Acquire

You may be entitled to purchase your home if you are an assured tenant under the ‘Right to Acquire’ if your home was built or bought by Arches after 1st April 1997 and was paid for through a social housing grant.

For further information on both schemes contact the office. 

Ending Your Tenancy

If you are moving out, you must give us four weeks’ notice in writing to end your tenancy with us. The notice should end on a Sunday. If you have been offered another property by Arches, your tenancy will be transferred, so you will not need to give notice. We will give you a date when your keys should be handed in for the home you are living in. If you do not hand the keys in by 10am on the date they are due, you will be charged until the keys are handed in. 

Here is a list of things to check before you leave your home:

•
The property is left in a clean and tidy condition;

•
All your belongings have been removed, including carpets and curtains;

•
No rubbish is left in the property or garden area. This includes white goods such as old cookers, fridges and washing machines;

•
You have completed any repairs that are your responsibility and have replaced anything that may have been damaged;

•
Your rent account is paid up to date;

•
You have contacted the gas, electricity and telephone companies to tell them you are leaving and have taken meter readings;

•
The gas and electricity is switched off;

•
The water is turned off at the stop tap;

•
Cooker points and light fittings are in working order and in a safe condition;

•
If you receive any state benefits you have told them you are moving;

The Association’s Staff

Our staff are trained to respect others and therefore we expect the same from you and therefore ask that you do not hinder, obstruct, threaten, abuse or assault any employee, agent or contractor of ours and do not allow any member of your household or visitors to do likewise.

Racial and other harassment

We take racial and any other forms of harassment seriously. We therefore expect you not to commit or allow members of your household or invited visitors to commit, any harassment, or threat of harassment on the grounds of race, colour, religion or belief, gender, sexual orientation, age, marital status or disability which may interfere with the peace and comfort of, or cause offence to any other persons in the neighbourhood, or to any tenant, employee or contractor sent by us.

6. Safety in your home

Fire safety

As your landlord we are responsible for carrying out regular fire safety checks in the communal areas of buildings.

If you live in a property with communal areas you should familiarise yourself with the 'Fire Action notices’ for your respective property.

Following these simple steps will help reduce the risk of a fire in your home.

•
Fit a smoke alarm on each floor of your home. Test alarms once a week and change batteries every year.

•
Keep exits from your home clear and keys to windows and doors in each reach.

•
Keep 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.

•
Accidents while cooking account for over half of fires at home. Don't leave children alone in the kitchen.

•
Don't leave candles unattended when lit.

•
Don't smoke in bed.

•
Close all doors at night to help prevent the spread of fire.

•
Don't overload electrical sockets 

•
Switch off and unplug your TV and other electrical goods - leaving them on standby could cause a fire.

Electrical safety

Almost half of all domestic fires are caused by electricity.

As your landlord, we are required by law to ensure your home’s electrical installation and wiring are safe when you move in and that they are maintained in a safe condition throughout your tenancy.

We test and inspect all the homes we manage at least once every ten years (and any communal areas at least once every five years) and test and inspect properties before re-letting them to new tenants. 

Reporting a problem

You must inform us of any electrical problems as soon as they occur and we will arrange for an electrician to come to your home. Never carry out electrical repairs yourself and always use a qualified electrician. Please note that you are expected to change light bulbs, replace batteries in smoke alarms and replace fuses in plugs yourself. 
How to keep you and your home safe

•
Make sure you know where your fuse box is so you can 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 are not visibly damaged and replace if necessary

•
Check visible leads and cables are in good condition and replace if necessary

•
Check light fittings are not visibly damaged and in good condition; 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.

Gas safety

I can smell gas what do I do?

•
Call the National Gas Emergency number on 0800 111 999 (24 hours) immediately from a nearby property (don't use a landline or mobile phone in the affected property)

•
Open all doors and windows

•
Turn the gas off at the meter (unless the meter is located in the cellar/basement)

•
Put out cigarettes and don't use anything with a naked flame

•
Don't use electrical equipment

•
Don't touch light switches – they might cause a spark

How to keep you and your home safe

Unless gas appliances are serviced regularly they can become dangerous and can kill. If your gas appliance has not been checked for 12 months it may be unsafe. If you do not allow us access to complete the annual check you will be in breach of your tenancy agreement. 

•
Make sure you have an annual gas safety check!

•
Check for warning signs your appliances aren’t working correctly eg lazy yellow or orange flames instead of crisp blue ones, black marks on or around the appliance and too much condensation in the room.

•
Know the six signs of carbon monoxide poisoning – headaches, dizziness, breathlessness, nausea, collapse and loss of consciousness.

•
Have an audible carbon monoxide alarm. This will alert you if there is carbon monoxide in your home.  

•
Never carry out any gas works yourself. Ask permission from your landlord and always use a Gas Safe registered engineer.

Asbestos safety

When asbestos is in good condition and not damaged it is not a danger. Once disturbed and its dust gets into the air there a possible risk to health. Do not tamper with or touch any asbestos material.

Our specialist asbestos contractor carries out asbestos surveys across our properties. We will let you know if we are aware of asbestos in your home. We will comply with legal requirements by working closely with tenants and by providing asbestos survey findings.

How you can stay safe

Major works

You should ask us for approval if you are planning major work in your home. If you think asbestos is present we can offer advice. However if alterations are of your own undertaking, then any costs of removing asbestos if it is found will be yours.

DIY works

You should be cautious when carrying out any DIY work. The use of power tools could increase the amount of fibres released into your home. You should inform us before starting any work, so that we can provide asbestos information.

Decorating

Some textured ceiling coatings, Artex for example, are known to contain a small quantity of asbestos. Do not attempt to remove them especially with power tools. We can provide advice, so contact us.

I think I've found asbestos what do I do?

•
Do not attempt to clean it up or repair it yourself

•
Do not brush or vacuum as this will spread the fibres into the air.

•
Contact us for advice.

Legionnaire’s disease

Legionella bacteria are found in streams, rivers and lakes. They are also found in soil, compost and mains water and can sometimes enter a home’s water system.

Is Legionella harmful?

Low amounts of Legionella are not harmful. Legionella is only dangerous if conditions are right for the bacteria to grow and if you inhale water droplets from a contaminated water system. The bacteria can cause a number of infections, most of which are not serious. However, Legionnaires’ Disease is fatal in 10% to 12% of cases.

Our responsibilities

We are legally obliged to check for Legionella in some of our buildings, as part of regular checks to ensure water systems are clean and safe to use.

What you can do?

Legionella rarely occurs in homes, as most households do not store large volumes of water, however there are a few tips to make sure your water is safe:

Set the correct water temperature

Legionella grows between 20°C and 50°C, so where possible set hot water cylinders and boiler controls for water temperature at 60°C or above. Regular use of cold water should ensure temperatures stay below 20°C.

De-scale taps and showers

Legionella can grow and multiply on scale or rust. So de-scale taps and showers every three months or when there is an obvious build-up of scale (in hard water areas, you may need to do this more often). Brush scale off with a nylon brush or wipe with diluted bleach (follow the instructions on the bottle) or a de-scaling solution.

Check the water tank, if you have one

Contact us if the lid is missing or damaged.

Make sure that all taps are run for at least 2 minutes every week. 

This will ensure water doesn’t stand in pipes; if you’ve been away for more than a week run all your taps for a few minutes before using the water. Also run the water in the shower – remove the shower head beforehand so water droplets are not created. If you cannot remove it, cover it with a towel while you run the water.

7. Tackling Anti-Social Behaviour

At Arches we want you to be able to have quiet and peaceful enjoyment of your home and your neighbourhood. That’s why we take anti-social behaviour very seriously and we have a robust policy for dealing with nuisance, anti-social behaviour and offensive incidents. We are not prepared to tolerate nuisance, anti-social behaviour or offensive incidents and we will seek to deal swiftly with substantiated reports.

Nuisance and anti-social behaviour covers a wide range of behaviour, from minor irritation and annoyance, to actions which cause significant alarm or distress to the wider community.

What is our approach in dealing with anti-social behaviour?

Our tenancy agreement places a clear responsibility on our tenants for their behaviour and the behaviour of every person living in or visiting their home. This includes behaviour in the tenant’s home and within the locality of their home.  We can also take appropriate action against those tenants who cause wilful damage to their property or who fail to look after their gardens properly.

We recognise that prevention, early intervention and support can prevent escalation and resolve the problem. However, if necessary, appropriate and timely enforcement action can also be taken.

What role can I play?

We want to work with you to help create great neighbourhoods where people want to live. Here are some tips:

•
Do not leave rubbish out on the wrong day, in hallways, or where it could cause a problem for others;

•
Do not cause a nuisance to your neighbours or let anyone living with you or visiting you do so. Neighbours should not have to put up with loud music, swearing, fights, music from car radios and other disturbances;

•
Control your pets. Do not leave dogs alone to bark during the day, or leave your pets where they can cause a nuisance.

What should be my first step if my neighbour is causing a nuisance?

Please remember we are here to help so contact us if you need assistance. If the problem is not too serious, try having a friendly word with your neighbour to tell them what is troubling you and ask if they can change what they are doing so that it does not cause a problem.

If the problem continues, or you are worried in any way about approaching your neighbour, report the problem to one of our officers. Criminal behaviour such as damage to property, violence or threats of violence, or burglary should be reported to the police.

If you are unsure at any stage, please contact us for advice.
Do you offer a mediation service?

In most cases we will encourage you to work together to sort out the problem. If however both parties feel that they would benefit from someone else mediating, then we may be able to help with mediation. 

What action can you take?

Early intervention and support including mediation can often prevent the problem escalating and can even solve it but if necessary we can take other action including acceptable behaviour contracts, applying for an injunction and in the worst cases even eviction.

We will only take tenancy enforcement action if there is clear evidence of a breach of tenancy and the action is appropriate.

How do I report an incident?

If your complaint is about serious nuisance and anti-social behaviour please report it to our office by phone, email, letter, or in person.

If there is an incident and you require assistance when our office is closed please contact the Police on the non-emergency 101 number.  

What will happen next?

Please help us gather evidence as this helps us paint a picture of how bad the problem is and what action to take. This means we may ask you to complete logs called diary sheets.

The more people that take a stand against nuisance and anti-social behaviour, the better chance we have of taking action. We will also share information with the police, the council and other agencies to tackle the problem. We will discuss your complaint with you and keep you updated and we will also carry out a satisfaction survey with you when the case is closed.

8. Repairs & Maintenance

Responsibility for repairs

As your landlord we are legally required to undertake certain repairs in your home. We accept that normal wear and tear will occur in your home, however if repairs are required because of damage by you, your family or any visitors to your home then you will be expected to do the repairs yourself or pay us for the cost of the repair in advance. 

Your responsibilities

•
You are responsible for keeping your home in good condition – this includes decorating

•
You must take care to prevent damage to your property by fire, burst water pipes or blocked drains and sinks

•
To give us access annually for the gas safety check to be completed

•
To provide reasonable access for our contractors to carry out repairs at the appointed time. You may be charged if the contractor arrives for an agreed appointment and you are not at home

Our obligations

•
We are required to keep the structure and exterior of your home in good repair

•
We will keep installations for the supply of water, gas and electricity to your home in good repair. This includes an annual gas safety check

•
Where there are common entrances and other common part in blocks of flats, we will keep them in reasonable repair

Who repairs what?

As a general rule we are responsible for maintenance, repair and replacement to the structure of your home, together with plumbing, heating and electrical services. It is up to you to keep your home in a reasonable condition. It is also up to you to repair or replace any damage caused through neglect, carelessness or deliberate action by yourself, members of your family, friends or visitors. 

This table gives you an overview of who is responsible for some of the repairs that may be required in your home

Our Responsibilities:

	Repair
	Comments
	Responsibility

Arches       You

	Adjustment to doors to clear floor coverings
	
	
	(

	Any damage caused by forced entry
	Made at your request
	
	(

	Bathroom fixtures and fittings
	Including, shower heads, plugs and chains to sink, bath and wash basin and toilet seats,  toilet roll holders and towel rails  etc
	
	(

	Burst pipes and blockages 
	If caused by inappropriate use or negligence
	
	(

	Chimneys and stacks
	But not sweeping the chimney
	(
	

	Communal areas
	
	(
	

	Drains, gutters and external pipes
	
	(
	

	Electrical appliances


	Such as cookers, fridges, fridge freezers etc. 
	
	(

	Electrical plugs (not sockets), fuses, resetting circuit breakers and light bulbs
	When changing light bulbs please ensure you are buying the correct voltage which is required for the property. You may be charged if Arches discover the wrong bulb was bought and this is the reason for an electrical fault.
	
	(

	Electrical sockets, smoke alarms and light fittings
	But not plugs or appliances which we have not provided or adopted and not batteries for smoke alarms
	(
	

	External glazing and all internal glazing
	Unless caused by a structural fault or vandalism
	
	(

	Extractor fans and ventilation systems
	
	(
	

	Fences and gates
	
	(
	

	Fixtures and fittings fitted by you or previous tenants


	Such as shelves, curtain battens and rails, hooks
	
	(

	Gardens and dustbins
	Except in a communal areas 
	
	(

	Individual television aerials, satellite dishes, radio aerials
	Unless a communal aerial or satellite dish is provided
	
	(

	Infestations
	By ants, wasps, bees, cockroaches, mice, rats or bedbugs
	
	(

	Internal decorations and minor plaster cracks
	
	
	(

	Internal doors and skirting boards
	
	
	(

	Lifting carpets, floor covering or laminate flooring for access for repairs
	Examples of repairs may be for electrical/wiring faults or heating pipework – excludes polyfloor in bathroom and/kitchen laid by Arches
	
	(

	Keeping gullies clear
	Except communal gullies
	
	(

	Kitchen units, basins, baths, toilets, flushing systems and waste pipes
	Unless caused by inappropriate use or negligence.


	(

	

	Lost or broken keys and lock changes
	
	
	(

	Outside walls, outside doors, window sills, outside woodwork, window frames 
	Including any necessary external decoration
	(
	

	Pilot lights
	Including resetting any heating controls
	
	(

	Plumbing repairs and leaks


	
	(
	

	Plumbing to dishwashers, washing machines and other such appliances
	Unless provided by Arches
	
	(

	Sheds
	
	
	(

	Showers
	But not shower heads
	(
	

	Telephone points
	
	
	(

	Washing line posts, rotary dryers and water butts
	
	
	(

	Water heaters, boilers, fireplaces, fitted fires and radiators
	Does not include bleeding of radiators
	(
	

	Water pipes and tanks, gas pipes and electrical wiring
	
	(
	


Please remember – this list is not exhaustive or exclusive. If you do call us out to do a repair that is your responsibility, we will recharge you for the work. 

Reporting a repair

The association will make the reporting of repairs easy and accessible for all tenants and residents. As soon as you notice a fault or repair that needs work please report it.

The reporting of repairs can be done either via our website using Arches Plus, by telephone, text, email, in writing or by personal call to the association’s office – please see page 3 for details. A repair can also be reported to any of the Association’s staff if they are visiting you.

When you contact us to report a repair we will need to know:

•
Your name;

•
Your address;

•
A contact phone number;

We will ask you for details about the repair to help us identify for the contractor what the problem is. You will then be given a date and a morning or afternoon appointment for the repair to be done. Please make sure someone is home during the time given as this helps to avoid wasted time and money. Once you have reported the repair, staff will tell you who will be attending the repair and the appointment details.

All repair requests, queries, follow up calls or information will be logged on the association’s computer system so if you need to query anything about a repair you have previously reported we will be able to look at the system and answer your query.

You may be asked at the end of the repair to complete a customer satisfaction survey either by completing a card, a visit from a member of staff  – please complete this survey if possible as it gives us information to check our repairs service is providing you with the service you require. 

Emergency Repairs can be reported 24 hours a day, 365 days a year through the association during office hours or via the out of hours telephone service. The priority for emergency repairs will be to make safe and if any follow up work is required this will be ordered as soon as the office re-opens.

During office hours the procedure for reporting emergency repairs is the same as reporting any other repair – please see page 17 for details – if it falls within the category of serious emergencies please see below for further details on what to do in the case of serious emergencies.

An emergency is something which could serious damage to the property or could cause danger to someone’s health or safety.

The types of work included as an emergency are: -

•
Total loss of electric power (unless fault due to statutory suppliers).


•
Unsafe power or lighting sockets or electrical fittings risk to health and safety.

•
Total loss of water supply (unless fault due to statutory suppliers) 


•
Loss of gas supply (unless fault due to statutory suppliers)

•
Flooding – water above height of threshold and coming in to the home 


•
Blocked or leaking drain taking sewage from home, soil stack or toilet

              (if there is no other working toilet in your home).


           

•
Property insecure as a result of window or door which will not close properly – 

note if lock change required this is rechargeable as locks or lost keys are tenant’s responsibility

•
Severe leak from water or heating pipe, water tank or cistern



•
Toilet not flushing or blocked (if there is no other working toilet in your home) if this is due to tenant misuse this will be rechargeable and payment will be requested in advance

•
Boarding up windows/doors where security is at risk

•
Gas leaks

•
Storm damage

•
Fire damage

•
Dangerous structure

•
Water ingress through roof or ceiling and at risk of collapse

If an emergency repair is requested by a resident that is subsequently found not to be a genuine emergency we reserve the right to recharge you for the service. Any case would be assessed individually and may be adjusted depending on needs or vulnerabilities.

Emergency repairs out-of-hours

If you have an emergency repair and it is outside our office hours then you need to call our emergency hotline. Our emergency out of office hours service is managed by an external contractor and their contact details are on page 4.

The out of hours team will come out if it is clearly an emergency and your safety or health is threatened. The priority for the contractor is to make safe and depending on what the problem is, this may be all that they do or, they may do a temporary repair and then this will be reported back to Arches the next working day for the follow up work to be ordered or authorised. You will be contacted the next working day to notify you of what will happen next.

Please remember – this number is for use in genuine emergencies only. Please think before you dial. If the contractor attends and it is not an emergency then you will be recharged. 

What to do in a serious emergency

If you smell gas

•
Open your doors and windows

•
Do not turn any electrical switches on or off, smoke or use matches or any other naked flame

•
Check to see if the gas has been left on unlit or a pilot light has gone out. If it has, turn the appliance off. Do not relight the appliance until the smell of gas has gone.

•
If you cannot turn the gas off or the smell of gas does not go, turn the main gas supply off at the meter, leave the property and call the National Gas Emergency Service on 0800 111 999 from your mobile phone or a neighbouring property – do not re enter the property until advised it is safe to do so

Fire

•
Get everyone out of the property and if safe to do so close the doors that you are leaving through behind you

•
Do not go back to the property for any reason 

•
Dial 999 from your mobile phone or a neighbouring property

Loss of Electricity

•
Check your electric consumer unit. If a switch has tripped to off, switch it back to the on position.

•
If the electric goes off again, the problem probably relates to a faulty appliance you need to identify which circuit is affected and then unplug all appliances on the circuit. Plug them back in one at a time and if the electric goes off again this will be the appliance that is causing a problem – this is not a repair that Arches is responsible for.  

•
Check for blown light bulbs – these can also cause the electric to trigger a tripped circuit

•
Check if your neighbours also don’t have power, if this is the case please contact your supplier or YEDL there may be a power cut or fault in the area.

•
If you meter is a credit meter check it has credit 

•
Check the main on/off switch to the meter is on

Never tamper with electrics in your home. Always turn off the electric in the first instance when investigating a problem.

Burst or leaking pipe

•
Turn the water off at the stop tap

•
If possible place a bowl or something below or around the immediate leak to catch the water

•
Roll back or lift any carpet or floor covering

•
Remove any items that may get damaged if it comes in to contact with water

•
Call our repairs service using the contact details on page 3

Quality of Service

We will inspect a proportion of repair jobs when they are completed in order to check and monitor the quality of work that is carried out is to our required standard. Poor quality work and unfinished items will be identified and the contractor asked to return to remedy the problem.

You can help us achieve high quality satisfaction by returning or answering customer satisfaction surveys or questionnaires. A telephone survey will be completed for 10% of all completed responsive and cyclical repairs and any individual repair over £500. All emergency out of hours repairs will be contacted for a satisfaction survey. 

A survey form will be completed on voids as part of the tenancy sign up process. For planned works a survey form will be completed with the resident by the association’s inspector following completion of the work.  The results of the surveys will be analysed and reported to the executive team and the resident forum on a quarterly basis. The results will be used to review and change systems and monitor the performance of the association and the contractors to meet the needs of its residents. The information will also be used as part of the quarterly review meetings held with contractors. 

Code of Conduct

All contractors are issued with Arches code of conduct. This supports the Association’s policy towards its tenants of its residential properties to which the Association is committed to providing a consistent and quality service.  The Association, its officers and representatives therefore have a duty to tenants and their families to maintain high ethical standards, honour agreements and undertakings, act in good faith and be courteous at all times.

The contractor has a similar duty to adopt high ethical standards, honour agreements and undertakings, and be courteous at all times. 

The contractor must therefore ensure that its employees and subcontractors are familiar with the contents of this code and observe its requirements at all times whilst working in and upon the Association’s properties.

The code of conduct covers in detail the following areas:

•
Before arriving at the tenant’s home

•
After arriving at the tenant’s home

•
Courtesy and general appearance

•
Tenant with non English background

•
Language and general behaviour

•
Noise

•
Health and safety

•
Smoking, alcohol and other prohibited substances

•
Protection of tenant’s property

•
Parking and storage

•
Use of tenants services and facilities

•
Working during absence of tenant

•
Cleaning up

•
Visitors

•
Animals

•
Ethical

•
Illegal acts

•
Emergencies

•
Difficulties encountered on site

•
Breaches of code of conduct

Full details of the policy may be requested from our office.

Response times

Every repair will be awarded a priority at the reporting stage. It is our aim to provide a prompt and efficient repairs service to our tenants and residents.

Repair priorities enable our residents and contractors to know the maximum number of hours or days the repair must be completed in. There are three priorities: emergency (24 hours), urgent (7 days) or routine (28 days). 

The priority periods for types of repairs will be reviewed periodically by the resident forum to ensure the views of residents are reflected along with reference to industry good practice, regulatory requirements and the need to deliver an efficient and effective service. Separate priorities will be set for planned, cyclical and void works. In some cases these priorities may be overwritten and adjustments made to reflect the needs and vulnerabilities of individual people or households. 

Access

We may need to get access to your property. We would expect you to allow the Association's employees, agents or contractors access at all reasonable times, and subject to reasonable notice, to inspect the condition of the premises or to carry out repairs, gas servicing or other works to the premises or adjoining property.  (We will give 24 hours notice accept in an emergency).

9. Improving Your Home

Cyclical Maintenance

We try to plan home maintenance on a regular basis. This is so we can arrange for work to be done on groups of homes at the same time. This helps us to keep costs down.

Here’s what our cyclical programme is made up of:

•
External decorations and other related repairs - Every 5 years

•
Gas Servicing - Annually

•
Electrical testing – Every 10 years

We also have service contracts with specialist companies to make sure the following are inspected, tested, maintained and repaired in line with manufacturer’s instructions:

•
Lifts, stair lifts and hoists;

•
Fire alarm installations, fire detection and fire fighting equipment;

•
Communal aerials;

Planned maintenance

Planned maintenance helps us to maintain the general condition of our homes. By making sure we replace and repair in a timely way we can help reduce maintenance and repair costs and make your home a better place to live. 

We will keep you up to date with all our planned maintenance programmes and make sure you have at least 28 days notice of any work that is likely to cause you disruption. Wherever we can, we will try to make sure you are involved in the work by giving you a choice of finishes and other such things.

Examples of items covered in planned maintenance programme include; external doors, windows, kitchens, bathrooms, boilers and fencing. 

Right to Repair

The association recognises the Right to Repair and in certain circumstances compensation is claimable if the association fails to complete the qualifying repairs within the specified time period. 

In some cases, if repair work is not done on time, you can ask us to get another contractor to do it instead.  If it is still not done on time by the second contractor, you may be able to receive compensation. 

The Right to Repair will apply if:- 

•
the repair is a “qualifying” repair (a list of qualifying repairs can be provided on request) and

•
The tenant must inform the association within 21 days of the repair not being carried out and

•
If the association fails to complete a repair within the target set timescale you must inform us.  A job order for a different contractor to carry out the work will then be issued and

•
If the second contractor fails to carry out the work you will be entitled to compensation.

The Right to Repair will not apply if:-

•
It is not a qualifying repair and

•
you fail to provide access for an inspection of the work or for the repair to be carried out or the cost of the work is more than £250.00 or 

•
Exceptional circumstances which are beyond the associations control, for example very bad weather, time periods for carrying out “qualifying repairs” can be suspended or

•
Compensation rules will not apply if the delay is due to parts or materials being on order.

Doing your own alterations and improvements

You have a right to do some alterations and improvements to your home. But you must get our permission first. We will do all we can to say ‘yes’ to your request unless there is a very good reason to turn it down. Some reasons for refusal may be:

•
Failure to comply with planning or building regulations;

•
Weakening of the structure of the building;

•
Out of keeping with the rest of the property;

•
Unsuitable for future tenants;

•
Health or safety risks;

•
Likely opposition from neighbours.

Remember that some changes may need planning permission or building regulations approval before you start. It is up to you to get these if they are needed.

Any work to alter or improve your home must have permission given, irrespective of statutory authorities’ permission, by Arches Housing. A request for work of this nature must be made in writing with, where appropriate a drawing indicating the detail of the works. A specification and the name of the contractor you are using must also be submitted. If the work is related to gas or electrical work the contractor you use must have the necessary qualifications to undertake this work and provide Arches with proof of these.

Permission to carry out alterations or improvements will be given in writing with full details of any conditions we wish to attach to the permission. You must not carry out any work until this is received. Arches Housing will inspect the work at completion and if it is not in accordance with the submission and the permission you may be asked to put the property back to how it was originally.

If you do carry out certain types of home improvements, at the termination of your tenancy you may be able to claim compensation. The amount will depend on the cost of the work and how long ago it was completed. To qualify for any compensation you must have had permission from Arches in the first place to carry out the work. If you do not obtain permission you may be charged to restore work carried out.

Improvements you are given permission to carry out will not affect your rent but they will not be maintained or repaired by Arches – this would be your responsibility.

Example of items that commonly fall under this area are:-

•
Changing doors on kitchen units or internal doors

•
Fitting different light switches

•
Building patios or decking

•
Satellite dishes

•
Fitting a gas fire or a fireplace

•
Modification to kitchen units to fit in appliances

•
Changes to bathrooms or toilets

•
New kitchen units

•
Adding or moving sockets

If you do fit a satellite dish it must not by larger than 60cm in diameter and can only be fitted to either the gable or rear walls of the building. Satellite dishes cannot be fitted to the front of a property. 

10. Resident Involvement

Involving you in our work

We all know that two heads are better than one! However, when it comes to making the most of where you live and playing an active part in our work then the more heads the better!

By getting together with others living in your area you can play an active part in improving local life. When you and people like you get involved, you bring together local knowledge, opinions and skills that can really help to make a difference to all our tenants. 

You may be thinking – ‘why should I bother?’ Well there’s a simple answer to that one! By bothering and becoming involved, you will help to express local views, tackle problem issues and talk directly to us about action needed for the future.

The Resident’s Forum 

The resident’s forum is the main sounding board for everything we do. Before any changes are made to the services we provide, members of the forum are invited to have their say on whether they feel the changes will benefit the Association’s residents. 

Where the group has concerns about a particular service area, it will look to set up other groups to delve a bit deeper into what is going wrong and what improvements need to be made. A member of the forum is also a resident representative on the Association’s board of management. 

If you are interested in becoming a member of the forum or would like a little bit more information on what is involved, please contact us on 0114-2288118

11. Equality & Diversity

As an organisation we are committed equality & diversity and we view discrimination, harassment and bullying as unacceptable on any grounds. We make sure that none of our customers receive less favourable treatment on the grounds of:

•
Age

•
Disability

•
Gender reassignment

•
Marriage and civil Partnership

•
Pregnancy & maternity

•
Race

•
Religion & belief

•
Sex

•
Sexual orientation

Is Arches Housing an equal opportunities employer?

Yes, we are an equal opportunities employer and service provider and we treat everyone fairly and equally. As an employer, we make sure there is no discrimination within our recruitment and selection procedures, employment, career development and training opportunities.

What about access to housing and other services?

We aim to provide services that are appropriate to meet the diverse needs of our community. We make sure the services we deliver are non-discriminatory and free from prejudice.

Our main aim is to provide high quality affordable housing that meets the needs and aspirations of our tenants. 

What practical steps do you take to ensure equal opportunity?

We structure our services and train our employees to ensure we deliver the best possible services for everyone. This means that we:

•
Deliver services that are flexible and responsive

•
Remove all barriers which may deny access

•
Ensure services meet the needs of the diverse communities, particularly those who face discrimination and disadvantage

•
Provide information in accessible formats as appropriate, including community languages, large print, Braille and audiotape

•
Provide translation and interpretation services

How do you deal with racial harassment?

We do everything possible to prevent racial harassment and we use appropriate procedures to investigate complaints efficiently. Arches tenants who racially harass others are in breach of their tenancy conditions and in these cases, we will take action.

All claims of harassment are quickly and actively investigated in a sensitive manner and we work with other agencies to ensure support is provided for anyone suffering harassment.

What do I do if I think I am being discriminated against?

Get in touch with us straight away either by telephone, visiting an office or sending us a note or email. You can get someone to make a complaint on your behalf if you prefer.

We will deal with your complaint quickly, responsibly and sensitively and explain what we are prepared to do to resolve the situation. We take any act of discrimination very seriously.

12. Complaints

Making a Complaint

We aim to provide high quality services to our customers at all times. However we recognise that in any organisation, service provision may not always be satisfactory. To make a complaint:

Telephone us on: 0114-2288100

Email: info@archeshousing.org.uk

Write to us or call in at:

Arches Housing Limited

122 Burngreave Road

Sheffield

S3 9DE

Complete the contact form in the complaints section of our website, www.archeshousing.org.uk

What happens with my complaint?

All complaints are dealt with in line with our complaints policy and procedure. 

Internal Complaint Stages

Stage 1 – Manager Level

The details of your complaint will be investigated by a manger who will contact you to discuss the complaint in more detail. At this stage, you will be asked what is required in order to resolve the matter to your satisfaction. We aim to inform you in writing of the outcome of your complaint within 10 working days from the date the complaint was received.

Stage 2 – Head of Service Level

If you are not satisfied with the outcome of stage 1, you may proceed to stage 2. A request to do so should be received in writing within 20 working days of the receipt of the decision at stage 1. The request should include the reasons why you are dissatisfied with the decision reached at stage 1. 

The head of service will arrange a meeting with you so that you can explain your complaint personally. The meeting will take place within 15 working days of the receipt of the stage 2 complaint. Following the stage 2 meeting, you will be informed whether your complaint has been upheld or not, giving clear reasons why. 

The decision letter will be sent out with details about how to take the complaint through the external complaints process. The decision letter will be sent to you within 10 working days of the stage 2 meeting being held. 

External Complaint Stages

If you are not satisfied with the outcome of our internal complaints procedure, you are able to refer your complaint to a designated person or direct to the Housing Ombudsman service. 

Designated Person

Once our internal complaint procedure has been exhausted you may take your complaint to a designated person as defined by the Localism Act 2011. Details of designated persons including any recognised Tenant Panels are available on our website or on request. 

Following an investigation into the complaint by the designated person, they may refer the complaint to the Housing Ombudsman, with the consent of the complainant or their representative. 

Complaints direct to the Housing Ombudsman

Complaints do not have to pass to a designated person before they are sent to the Housing Ombudsman. The Localism Act allows you to be passed direct to the Ombudsman if:

•
The complaint has passed through all the internal procedures for considering complaints against the landlord; and

•
The complaint is passed on to the ombudsman after eight weeks from the day the internal procedures were exhausted.

Complaints direct to the Ombudsman can be sent to: - 


Housing Ombudsman Service


81 Aldwych


London


WC2B 4HN


Telephone: 0300 111 3000


Fax: 020 7831 1942


Email: info@housing-ombudsman.org.uk


Website: www.housing-ombudsman.org.uk

For a full copy of our complaints policy and procedure please visit www.archeshousing.org.uk

12. Useful Contacts

Sheffield City Council

Find a detailed guide to the work of the council, including the Lord Mayor’s role and council meetings also includes tourism and entertainment facts.

www.sheffield.gov.uk 

Sheffield Property Shop

The Sheffield Property Shop aims to make finding a home easier by giving you the choice of your desired type of property in the area of your choice.

www.sheffieldpropertyshop.org.uk 

Rotherham Metropololitan Borough Council

This site contains information for locals, visitors and the business community on all council services. This site also has a route to “Key Choices” for finding a home in Rotherham. www.rotherham.gov.uk 

Rotherham Key Choices

Key Choices lets you apply for a home of your choice instead of waiting for an offer of a property that someone else thinks is suitable.

www.keychoices.co.uk 

Communities and Local Government

A range of information from the Department for Communities and Local Government which deals with national policy on local government in England, covering what it does, how well it works and how it is funded.

www.communities.gov.uk 

Homes and Communities Agency

The Homes and Communities Agency regulates social housing providers in England. Their goal is to raise the standard of services for tenants and create new affordable homes and thriving communities. www.homesandcommunities.co.uk 

National Housing Federation

The organisation promotes “decent housing for all”, supports and promotes the work that housing associations do and campaigns for better housing and neighbourhoods. www.housing.org.uk 

Housing Ombudsman Service

An organisation that is available after you have exhausted the normal complaints procedure of a landlord. www.housing-ombudsman.org.uk 

Chartered Institute of Housing

The professional body for people working in housing, maximising the contribution that housing professionals make to well being of communities.

www.cih.org 

Tenant Participation Advisory Services

The aim is to extend the reach and quality of tenant influence by working with social housing residents and landlords to develop successful partnerships and supporting tenants and community groups to take on a more representative role. www.tpas.org.uk 

Vida

Vida is a specialist domestic abuse delivery organisation, which is central to a partnership of voluntary and statutory sector agencies working together to tackle domestic abuse. www.sdaf.org.uk 

Citizens’ Advice Bureau

Helps people resolve their money, legal and other problems by providing free, confidential, impartial and independent advice and information. You can phone them on 0300 3300650 from a mobile or 08444 111 444 from a landline. www.citizensadvice.org.uk 

Drug Abuse

A confidential helpline for anyone in the UK concerned about drug use. Questions can be put by online submission. News, leaflets as well as other information is available. www.talktofrank.com 

Alcohol Abuse

Helpline for people suffering from alcohol related problems.

www.alcoholics-anonymous.org.uk 

Drugs Alcohol Action Team

Sheffield DAAT is a strategic team. It works as part of the Safer Communities Partnership which includes representatives from health, the local authority, probation and the police. The DAAT is responsible for translating the Government’s national strategies for treatment on drug and alcohol misuse into action.  www.sheffielddaat.org.uk 

National Debtline

National Debtline is a telephone helpline for people with debt problems. Their website includes budgeting and money management tools as well as information about help Nation Debtline can provide and different ways to contact them. www.nationaldebtline.co.uk

St Vincents Furniture Store

St Vincent’s’ Furniture Store accepts donations of household furniture and gives these items free of charge to the vulnerable and people coming out of homelessness in Sheffield. info@svpfurniturestoressheffield.org.uk  0114 2703990.

Safety in and around your home

Fire safety

As your landlord we are responsible for carrying out regular fire safety checks in the communal areas of buildings.

If you live in a property with communal areas you should familiarise yourself with the 'Fire Action notices’ for your respective property.

Following these simple steps will help reduce the risk of a fire in your home.

•
Fit a smoke alarm on each floor of your home. Test alarms once a week and change batteries every year.

•
Keep exits from your home clear and keys to windows and doors in each reach.

•
Keep 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.

•
Accidents while cooking account for over half of fires at home. Don't leave children alone in the kitchen.

•
Don't leave candles unattended when lit.

•
Don't smoke in bed.

•
Close all doors at night to help prevent the spread of fire.

•
Don't overload electrical sockets 

•
Switch off and unplug your TV and other electrical goods - leaving them on standby could cause a fire.

Electrical safety

Almost half of all domestic fires are caused by electricity.

As your landlord, we are required by law to ensure your home’s electrical installation and wiring are safe when you move in and that they are maintained in a safe condition throughout your tenancy.

We test and inspect all the homes we manage at least once every ten years (and any communal areas at least once every five years) and test and inspect properties before re-letting them to new tenants. 

Reporting a problem

You must inform us of any electrical problems as soon as they occur and we will arrange for an electrician to come to your home. Never carry out electrical repairs yourself and always use a qualified electrician. Please note that you are expected to change light bulbs, replace batteries in smoke alarms and replace fuses in plugs yourself. yourself.

How to keep you and your home safe

•
Make sure you know where your fuse box is so you can 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 are not visibly damaged and replace if necessary

•
Check visible leads and cables are in good condition and replace if necessary

•
Check light fittings are not visibly damaged and in good condition; 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.

Gas safety

I can smell gas what do I do?

•
Call the National Gas Emergency number on 0800 111 999 (24 hours) immediately from a nearby property (don't use a landline or mobile phone in the affected property)

•
Open all doors and windows

•
Turn the gas off at the meter (unless the meter is located in the cellar/basement)

•
Put out cigarettes and don't use anything with a naked flame

•
Don't use electrical equipment

•
Don't touch light switches – they might cause a spark

How to keep you and your home safe

Unless gas appliances are serviced regularly they can become dangerous and can kill. If your gas appliance has not been checked for 12 months it may be unsafe. If you do not allow us access to complete the annual check you will be in breach of your tenancy agreement. 

•
Make sure you have an annual gas safety check!

•
Check for warning signs your appliances aren’t working correctly eg lazy yellow or orange flames instead of crisp blue ones, black marks on or around the appliance and too much condensation in the room.

•
Know the six signs of carbon monoxide poisoning – headaches, dizziness, breathlessness, nausea, collapse and loss of consciousness.

•
Have an audible carbon monoxide alarm. This will alert you if there is carbon monoxide in your home.  

•
Never carry out any gas works yourself. Ask permission from your landlord and always use a Gas Safe registered engineer.

Asbestos safety

When asbestos is in good condition and not damaged it is not a danger. Once disturbed and its dust gets into the air there a possible risk to health. Do not tamper with or touch any asbestos material.

Our specialist asbestos contractor carries out asbestos surveys across our properties. We will let you know if we are aware of asbestos in your home. We will comply with legal requirements by working closely with tenants and by providing asbestos survey findings.

How you can stay safe

Major works

You should ask us for approval if you are planning major work in your home. If you think asbestos is present we can offer advice. However if alterations are of your own undertaking, then any costs of removing asbestos if it is found will be yours.

DIY works

You should be cautious when carrying out any DIY work. The use of power tools could increase the amount of fibres released into your home. You should inform us before starting any work, so that we can provide asbestos information.

Decorating

Some textured ceiling coatings, Artex for example, are known to contain a small quantity of asbestos. Do not attempt to remove them especially with power tools. We can provide advice, so contact us.

I think I've found asbestos what do I do?

•
Do not attempt to clean it up or repair it yourself

•
Do not brush or vacuum as this will spread the fibres into the air.

•
Contact us for advice.

Legionnaire’s disease

Legionella bacteria are found in streams, rivers and lakes. They are also found in soil, compost and mains water and can sometimes enter a home’s water system.

Is Legionella harmful?

Low amounts of Legionella are not harmful. Legionella is only dangerous if conditions are right for the bacteria to grow and if you inhale water droplets from a contaminated water system. The bacteria can cause a number of infections, most of which are not serious. However, Legionnaires’ Disease is fatal in 10% to 12% of cases.

Our responsibilities

We are legally obliged to check for Legionella in some of our buildings, as part of regular checks to ensure water systems are clean and safe to use.

What you can do?

Legionella rarely occurs in homes, as most households do not store large volumes of water, however there are a few tips to make sure your water is safe:

Set the correct water temperature

Legionella grows between 20°C and 50°C, so where possible set hot water cylinders and boiler controls for water temperature at 60°C or above. Regular use of cold water should ensure temperatures stay below 20°C.

De-scale taps and showers

Legionella can grow and multiply on scale or rust. So de-scale taps and showers every three months or when there is an obvious build-up of scale (in hard water areas, you may need to do this more often). Brush scale off with a nylon brush or wipe with diluted bleach (follow the instructions on the bottle) or a de-scaling solution.

Check the water tank, if you have one

Contact us if the lid is missing or damaged.

Make sure that all taps are run for at least 2 minutes every week. 

This will ensure water doesn’t stand in pipes; if you’ve been away for more than a week run all your taps for a few minutes before using the water. Also run the water in the shower – remove the shower head beforehand so water droplets are not created. If you cannot remove it, cover it with a towel while you run the water.
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