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To: Audit, Scrutiny and Petitions Board 

On: 30th  March 2015

Report by: Lead Officer 

Heading: Review of Communication Between Tenants, Elected Members 
and Development and Housing Services 

1. Summary

1.1 At its meeting held on 3 June 2013, the Audit, Scrutiny & Petitions Board 
agreed an annual programme of activity for the Board for 2013/14. This 
included a review of the communications between tenants, elected members 
and Development and Housing Services. This review was initially proposed as 
part of the 2012/13 programme, but did not proceed at that time. 

1.2 The appointed lead officer submitted an initial scoping report on the “Review 
of Communication between Tenants, Elected Members and Housing 
Services” to the Audit, Scrutiny & Petitions Board at its meeting held on 1 
December 2014. The Board considered and approved the purpose and scope 
of the report and agreed the proposed provisional timescale associated with 
the review. In addition, the board approved that authority be delegated to the 
Lead Officer, in consultation with the Convener, to alter the proposed 
timescale for the review to accommodate the provision of material evidence 
including that provided by witnesses. 

1.3 The report intimated that the purpose of the review would be to evaluate the 
factual situation between Council and tenants awaiting repairs and to 
determine if there was scope for improvement and what this should be. The 
Board was advised that the review would also explore opportunities to 
improve communications between the Council and tenants awaiting repairs 
which should reduce Elected Member involvement with tenants and officers 
through the process of escalation of complaints. 
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2. Scope of the Review 

2.1 The initial scoping report informed the Board that the review would consider 
the current processes, practices and procedures as well as communication 
channels with tenants. It also advised that investigation would be undertaken 
into complaint escalation including where this involved elected members. 

2.2 The Board was also informed that review would consider how the Council 
complied with its current targets and obligations to tenants in relation to 
housing repairs. It was advised that this would also include information on 
meeting repair target times for emergency repairs, urgent repairs, repairs by 
appointment and programmed repairs. 

2.3 The review would also seek to identify areas of best practice currently in 
Renfrewshire and would consider examples of best practice either in other 
local authorities or other registered social landlords in Scotland. 

2.4 This review was requested by an elected member as it was perceived that 
there has been a high level of contact from tenants experiencing issues with 
housing repairs, which have taken some time to resolve. In addition, reasons 
given for the contact with elected members was that there has been a lack of 
communication between the Council and the tenant on delayed or cancelled 
repairs.

3 Recommendations 

3.1 It is recommended that the Audit, Scrutiny and Petitions Board notes the 
content of this report and considers and approves its findings which are as 
follows: 

 Since the initial proposal for the review which was first suggested in to be 
part of the programme for 2012/13, Housing Services has undergone 
many strategic service improvements including significant customer 
focussed improvements particularly in the use of new technology. 

 Following a request to all elected members to nominate individuals who 
could be asked to give evidence to the Board on their experience of the 
Council’s housing repair service, no tenant’s names were suggested. This 
may indicate that there is no longer a perception that there is an issue with 
a lack of communication between Housing Services and tenants relating to 
repairs.

 The Service has been engaged in a significant planned investment 
programme of £138m for upgrading its stock to meet the Scottish Housing 
Quality Standards by April 2015 and as such customer satisfaction levels 
will be improved due to an increase in property standards. The satisfaction 
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level for repairs for Renfrewshire tenants is 6% better than the Scottish 
Average. For 2013/2014 satisfaction levels with repairs was 93.5% 
whereas the Scottish average was 87.6%.

 There is no empirical evidence to support the view that there is currently 
an issue with communications between tenants, elected members and 
Housing Services in relation to housing repairs.

4 Current Processes for Delivering Housing Repairs  

4.1 A repairs hand book has been prepared by Housing Services and forms part 
of the new tenant pack. The pack is reviewed annually and provides essential 
information to tenants about getting repairs done in their property. This 
information is also made available through the Council’s web site (appendix1). 

4.2 Reporting a repair

4.2.1 Housing Services provide several traditional and technologically advanced 
methods for tenants to report repairs to their homes which are follows: 

 By telephone to 0300 300 0300 (recommended for an emergency as it has 
an out of hours service) or access to a free phone repair reporting service 
from Customer Service Centres in Paisley or neighbourhood offices in 
Renfrew, and Johnstone. 

 By E-mail to the customer contact centre giving name, address contact 
number and details of repair (not to be used for an emergency repair). 

 Through a Ren Repairs App which is suitable to use with Apple or android 
phones on mobile devices or tablets. Tenants can report repairs needed to 
windows, doors, heating and water and can also book appointments for 
annual gas servicing. They can also attach a photograph showing the 
extent of the damage to allow a quick assessment of the potential repair. 
This App also allows tenants to update on the status of their repair and 
add more comments or pictures until the job is complete to their 
satisfaction.

 There is also an instant messaging function allowing tenants a real time 
discussion with a customer services advisor. The Service is currently 
developing a text messaging module on Opti-time to remind customers of 
their appointment in advance to reduce the level of no access to 
properties.

4.2.2 As part of the process for reporting a repair tenants are asked to advise staff 
when they will be at home and what arrangements can be made to let the 
repair service into their home. If there is enough information to instruct the 
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contractor an order will be raised for the repair straight away. A visit prior to 
pre inspect the repair will also be arranged if necessary, for example where it 
is a more complex repair issue. An appointments system is offered to tenants 
where a date and time will be offered along with a morning,  afternoon or 
school run slot for the visit/repair. At every call customer contact information is 
checked and amended if necessary to ensure an accurate line of 
communication is established with the customer. 

4.3 Carrying Out of Repairs 

4.3.1 The in house contractor, Building Services operate using an IT system known 
as Opti-time which provides a diary system for scheduling resources and work 
instructions. It also allows staff to mark off repairs as completed and amend 
repairs and works orders as necessary electronically giving live information in 
case of an enquiry. 

4.3.2 Repairs are split into four groups and the response time for each one is 
different.

 Emergency repairs- where there is a serious threat to health and safety or 
where quick action is required to prevent damage to the tenant or 
neighbouring properties. Such repairs are attended to and made safe 
within one day of being reported. 

 Urgent repairs- repairs which have to be carried out quickly to prevent 
further damage such as minor leaks. They are carried out within 5 working 
days from the initial report. 

 Appointable repairs- every day repairs which are required as a result of 
normal wear and tear to a property. They are carried out within 15 days of 
being reported. Some 82% of repairs are made by appointment across all 
repair categories. 

 Programmed repairs which are general maintenance repairs such as 
renewing items, working at height, seasonal works and/or common repairs 
involving owners. This work is generally completed in30 – 90 days 
depending on the type of work. 
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4.4 Legislative Right to Repair 

4.4.1 The Housing (Scotland) Act 2001 gives tenants the right to have small urgent 
repairs carried out within a given timescale. The scheme covers certain 
repairs up to the value of £350 and if the Council fail to carry out the repair the 
tenant may have be entitled to compensation. 

4.5 Complaints and Customer Satisfaction 

4.5.1 The procedure for making a complaint in relation to housing repairs is 
documented in the housing repairs policy and Tenant’s Repairs Handbook.
Housing Services reported 78% satisfaction with the repairs service based on 
an independent tenant satisfaction survey carried out in April and May 2013. 
The Scottish average for all social landlords including Councils and Housing 
Associations is 87.6%. The Council also carries out customer satisfaction 
surveys by telephone shortly after a repair takes place.  These surveys 
indicate a satisfaction level of 93.5% based on surveys of 3,700 tenants for 
2013/2014. 

 In addition the average time taken to complete non-emergency repairs was 
8.5 days against a target of 15 days. This is the most common type of repair 
requested with 42,670 requests made in 2013/14. 

4.5.2 Complaints performance is recorded and published. For 2013/2014 94.86% of 
1st stage complaints were responded to in full within timescale 94.92 2nd stage 
complaints were responded to in full within timescale. Of the 1st stage 
complaints 30.94% were upheld and 3.39% of 2 stage complaints were 
upheld.

4.6 Compliance with Current Targets for Housing Repairs for 2013/14. 

4.6.1 There were 3,086 repairs were cancelled during 2013/14 (approx 4.2% of all 
repairs raised). The main reasons for cancellation were as follows: 

 New job ticket required (usually where work is more complex than 
reported and additional follow on works are required); 

 No work required (e.g. duplicate job raised, works already complete on 
other job ticket); 

 No owner agreement (for common repairs where owners do not wish to 
participate, hence works cannot proceed); 

 Tenant refusal / no access. 
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4.6.2 Performance levels for completing repairs are demonstrated in the table 
below;

Total of 68,901 repairs completed as follows:

Repair
Category 

Volume Target Timescale 
for Completion 

%age complete 
within target 

timescale

Emergency 11,494 24 hours 96%

Right to Repair 11,558 24 – 48 hours 93%

Urgent 1,078 5 days 95%

Routine 42,670 15 days 93%

Planned 2,101 30 – 90 days 97%

Total 68,901 94% 

4.7 Performance Reporting 

4.7.1 In August 2014, the Scottish Housing Regulator (SHR) published a report on 
the Councils performance as a landlord. This report concentrated on what the 
Regulator, through consultation with tenants across the country, thought 
would be of most interest to tenants. It included 18 indicators covering topics 
such as satisfaction with the service the Council provides and how well it 
performs in terms of repairs. 

4.7.2 Following on from the landlords’ report the Council produced a report on its 
performance during 2013/14. The Housing Charter Tenant Report 2014 
outlines Renfrewshire Council’s performance and compares it with the 
Scottish Average produced by SHR (which is the average of all local 
authorities with housing stock and other registered social landlords in 
Scotland). This report has been issued to all tenants. 

4.7.3 During 2013, the Scottish Government commissioned the Chartered Institute 
of Housing, Scotland to develop and deliver a scrutiny, training and learning 
programme for tenants aimed at developing effective scrutiny arrangements.

4.7.4 Renfrewshire Council was selected as one of only 4 organisations within 
Scotland to participate in this new Scottish Government funded pilot scrutiny 
training programme ‘Stepping Up to Scrutiny’.
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Renfrewshire Council’s Tenants Scrutiny Panel (TSP) was set-up to help 
provide another vehicle for tenant involvement and to provide a mechanism 
for tenants to examine and evaluate our performance in specific service 
areas.

Implications of this report 

1. Financial Implications - None. 

2. HR and Organisational Development Implications - None. 

3. Community Plan/Council Plan Implications – none

4. Legal Implications - None. 

5. Property/Assets Implications - None. 

6. Information Technology Implications - None.

7. Equality and Human Rights Implications - The recommendations 
contained within this report have been assessed in relation to their impact 
on equalities and human rights. No negative impacts on equality groups or 
potential for infringement of individuals’ human rights have been identified 
arising from the recommendations contained in the report because for 
example it is for approving scope of the review only. If required following 
implementation, the actual impact of the recommendations and the 
mitigating actions will be reviewed and monitored, and the results of the 
assessment will be published on the Council’s website. 

8. Health and Safety Implications - None.

9. Procurement Implications - None.

10. Risk Implications - None. 

11. Privacy Impact - None.

Author:   Karen Anderson, Amenity Services Manager-Waste 
Tel:  0141 618 7627  
e-mail: karen.anderson@renfrewshire.gov.uk
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rr
an

ge
 a

no
th

er
 ‘s

et
tli

ng
 in

’ v
isi

t f
or

 2
–4

 w
ee

ks
 ti

m
e 

to
 

m
ak

e 
su

re
 y

ou
r r

en
t’s

 b
ei

ng
 p

ai
d 

on
 ti

m
e,

 fi
nd

 o
ut

 if
 y

ou
’v

e 
se

tt
le

d 
in

 to
 y

ou
r n

ew
 te

na
nc

y 
an

d 
as

k 
if 

yo
u 

ne
ed

 m
or

e 
su

pp
or

t. 

O
ne

 o
f t

he
 fi

rs
t t

hi
ng

s 
yo

u’
ll 

ne
ed

 to
 d

o 
is 

ar
ra

ng
e 

fo
r g

as
 a

nd
 

el
ec

tr
ic

ity
 s

up
pl

ie
s.

 P
ho

ne
 th

es
e 

nu
m

be
rs

 to
 c

he
ck

 w
ho

 c
ur

re
nt

ly
 

su
pp

lie
s 

fu
el

 to
 y

ou
r a

dd
re

ss
.

• 
El

ec
tr

ic
it

y:
 0

84
5 

27
0 

91
01

• 
G

as
: 0

87
0 

60
8 

15
24

Ti
p:

 It
’s 

us
ef

ul
 to

 h
av

e 
yo

ur
 m

et
er

 re
ad

in
gs

 a
nd

 m
et

er
 re

fe
re

nc
e 

nu
m

be
rs

 re
ad

y 
in

 c
as

e 
yo

u 
ne

ed
 to

 g
iv

e 
th

em
. T

he
se

 a
re

 sh
ow

n 
 

on
 th

e 
m

et
er

s.

Ca
ll 

ou
r E

ne
rg

y 
Ad

vi
ce

 T
ea

m
 (m

or
e 

on
 p

37
) o

n 
01

41
 6

18
 6

19
7 

an
d 

an
 a

dv
iso

r w
ill

 v
isi

t y
ou

r h
om

e.

Th
ey

 c
an

 s
ho

w
 y

ou
 th

e 
be

st
 w

ay
 to

 u
se

 y
ou

r h
ea

tin
g 

an
d 

ho
t  

w
at

er
 s

ys
te

m
s,

 a
nd

 e
ve

n 
se

t t
he

 c
en

tr
al

 h
ea

tin
g 

an
d 

ho
t w

at
er

 
pr

og
ra

m
m

es
 o

r t
he

 th
er

m
os

ta
ts

 fo
r y

ou
r g

as
 a

nd
 e

le
ct

ric
ity

.

Th
e 

te
am

 c
an

 a
ls

o 
ad

vi
se

 o
n 

ho
w

 to
 re

du
ce

 y
ou

r f
ue

l b
ill

s,
 w

ha
t 

pa
ym

en
t s

ch
em

es
 a

re
 a

va
ila

bl
e 

an
d 

w
ha

t t
o 

do
 if

 y
ou

 a
re

 b
eh

in
d 

w
ith

 y
ou

r p
ay

m
en

ts
. 

5
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V
ot

in
g

If 
yo

u 
w

an
t t

o 
vo

te
 in

 lo
ca

l o
r g

en
er

al
 e

le
ct

io
ns

, y
ou

 n
ee

d 
to

 m
ak

e 
su

re
 y

ou
’re

 re
gi

st
er

ed
. Y

ou
 c

an
 re

gi
st

er
 to

 v
ot

e 
at

 a
ny

 ti
m

e.
 

D
on

’t 
w

ai
t u

nt
il 

an
 e

le
ct

io
n 

is 
ca

lle
d;

 m
ak

e 
su

re
 y

ou
 re

gi
st

er
 to

 v
ot

e 
no

w
. P

ho
ne

 0
14

1 
84

2 
59

22
 fo

r m
or

e 
in

fo
rm

at
io

n.

C
om

m
un

it
y 

al
ar

m
s

Co
m

m
un

ity
 a

la
rm

s 
ar

e 
de

sig
ne

d 
to

 re
as

su
re

 y
ou

 th
at

 h
el

p 
w

ill
 b

e 
on

 h
an

d 
if 

yo
u 

ne
ed

 it
.

If 
yo

u 
ha

ve
 a

 d
isa

bi
lit

y,
 o

r y
ou

 a
re

 fr
ai

l o
r h

ou
se

bo
un

d,
 w

e 
ca

n 
pr

ov
id

e 
a 

co
m

m
un

ity
 a

la
rm

 to
 h

el
p 

yo
u 

or
 y

ou
r c

ar
er

s 
ca

ll 
fo

r h
el

p 
24

 h
ou

rs
 a

 d
ay

. 

W
e 

ca
n 

fit
 a

n 
al

ar
m

 in
 y

ou
r h

om
e 

if 
yo

u 
ha

ve
 a

 w
or

ki
ng

 p
ho

ne
  

lin
e 

an
d 

m
od

er
n 

ph
on

e 
so

ck
et

. T
he

re
 is

 a
 s

m
al

l w
ee

kl
y 

ch
ar

ge
  

fo
r t

hi
s 

se
rv

ic
e.

If 
yo

u’
d 

lik
e 

a 
co

m
m

un
ity

 a
la

rm
, c

al
l R

en
fr

ew
sh

ire
 C

ar
e 

24
 o

n 
 

03
00

 3
00

 1
18

0 
or

 0
14

1 
61

8 
25

84
.

Ti
p:

 If
 y

ou
 w

an
t u

s t
o 

m
ov

e 
yo

ur
 co

m
m

un
ity

 a
la

rm
 to

 y
ou

r n
ew

 
ho

m
e,

 c
al

l R
en

fr
ew

sh
ire

 C
ar

e 
24

 o
r y

ou
 c

an
 te

ll 
th

e 
co

m
m

un
ity

 
al

ar
m

 co
nt

ro
l c

en
tr

e 
th

at
 y

ou
 a

re
 m

ov
in

g 
by

 p
re

ss
in

g 
th

e 
bu

tt
on

  
on

 y
ou

r c
om

m
un

ity
 a

la
rm

. T
he

y 
w

ill
 te

ll 
us

 th
at

 y
ou

 a
re

 m
ov

in
g.

pa
yi

ng
 y

ou
r 

re
nt

Pa
yi

ng
 y

ou
r r

en
t i

n 
ad

va
nc

e 
an

d 
on

 ti
m

e 
is 

ve
ry

 
im

po
rt

an
t i

n 
or

de
r t

o 
av

oi
d 

un
ne

ce
ss

ar
y 

ar
re

ar
s.

Yo
ur

 re
nt

 d
ep

en
ds

 o
n 

th
e 

siz
e 

an
d 

ty
pe

 o
f y

ou
r h

om
e,

 in
cl

ud
in

g 
th

e 
ty

pe
 o

f h
ea

tin
g.

 

A 
ne

w
 re

nt
 s

tr
uc

tu
re

 h
as

 b
ee

n 
in

tr
od

uc
ed

 a
nd

 re
nt

 le
ve

ls
 h

av
e 

be
en

 s
et

 u
nt

il 
20

15
. W

e’
ve

 d
on

e 
th

is 
so

 w
e 

ca
n 

in
ve

st
 in

 o
ur

 
ho

us
es

 a
nd

 m
ee

t t
he

 S
co

tt
ish

 H
ou

sin
g 

Q
ua

lit
y 

St
an

da
rd

 (S
H

Q
S)

 
by

 th
at

 y
ea

r. 
SH

Q
S 

is 
a 

G
ov

er
nm

en
t s

ta
nd

ar
d 

re
qu

iri
ng

 h
ou

se
s 

to
 b

e 
ac

ce
pt

ab
le

, m
od

er
n,

 s
af

e 
an

d 
se

cu
re

, g
oo

d 
qu

al
ity

 a
nd

 
en

er
gy

 e
ffi

ci
en

t.

W
e 

m
ay

 c
on

sid
er

 c
ar

ry
in

g 
ou

t c
er

ta
in

 d
ut

ie
s 

in
 re

la
tio

n 
to

 y
ou

r 
te

na
nc

y 
w

hi
ch

 w
e 

m
ay

 c
ha

rg
e 

fo
r, 

fo
r e

xa
m

pl
e,

 c
le

an
in

g 
sh

ar
ed

 
ar

ea
s 

an
d 

m
ai

nt
ai

ni
ng

 s
ha

re
d 

gr
ou

nd
. W

e 
w

ill
 c

on
su

lt 
yo

u 
be

fo
re

 
w

e 
in

tr
od

uc
e 

sc
he

m
es

 li
ke

 th
is.
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H
ow

 t
o 

pa
y 

yo
ur

 r
en

t
W

e’
ll 

gi
ve

 y
ou

 a
 s

w
ip

e 
ca

rd
 to

 u
se

 fo
r p

ay
in

g 
yo

ur
 re

nt
.  

Yo
u 

ca
n 

us
e 

yo
ur

 s
w

ip
e 

ca
rd

 a
t P

ay
Po

in
t f

ac
ili

tie
s 

th
ro

ug
ho

ut
 

Re
nf

re
w

sh
ire

 (f
or

 e
xa

m
pl

e,
 a

t c
as

h 
co

lle
ct

io
n 

po
in

ts
 in

 y
ou

r l
oc

al
 

co
rn

er
 s

to
re

).

Yo
u 

ca
n 

al
so

 p
ay

 y
ou

r r
en

t i
n 

th
e 

fo
llo

w
in

g 
w

ay
s:

• 
on

lin
e 

at
 w

w
w

.re
nf

re
w

sh
ire

.g
ov

.u
k;

• 
by

 D
ire

ct
 D

eb
it 

or
 s

ta
nd

in
g 

or
de

r;
• 

at
 th

e 
Cu

st
om

er
 S

er
vi

ce
 C

en
tr

es
 in

 P
ai

sl
ey

, R
en

fr
ew

  
or

 Jo
hn

st
on

e;
• 

at
 p

ay
m

en
t k

io
sk

s 
in

 F
er

gu
sl

ie
 P

ar
k,

 G
le

nb
ur

n 
an

d 
 

Fo
xb

ar
 li

br
ar

ie
s 

or
 Jo

hn
st

on
e 

Ca
st

le
 a

nd
 G

al
lo

w
hi

ll 
co

m
m

un
ity

 c
en

tr
es

;
• 

at
 m

os
t p

os
t o

ffi
ce

s;
• 

by
 d

eb
it 

or
 c

re
di

t c
ar

d 
by

 p
ho

ni
ng

 0
30

0 
30

0 
02

22
  

(d
ur

in
g 

of
fic

e 
ho

ur
s)

 o
r 0

84
5 

60
2 

03
55

 (2
4 

ho
ur

s)
; o

r
• 

by
 p

os
t, 

m
ak

in
g 

yo
ur

 c
he

qu
e 

or
 p

os
ta

l o
rd

er
 p

ay
ab

le
 to

 
‘R

en
fr

ew
sh

ire
 C

ou
nc

il’
 a

nd
 s

en
di

ng
 y

ou
r p

ay
m

en
t t

o:
 

D
ire

ct
or

 o
f F

in
an

ce
 a

nd
 C

or
po

ra
te

 S
er

vi
ce

s,
 R

en
fr

ew
sh

ire
 

H
ou

se
, C

ot
to

n 
St

re
et

, P
ai

sl
ey

 P
A1

 1
H

Y.

Pl
ea

se
 d

o 
no

t s
en

d 
ca

sh
 u

nl
es

s 
yo

u 
se

nd
 it

 b
y 

re
gi

st
er

ed
 p

os
t.

 

W
e’

ll 
se

nd
 y

ou
 a

 s
ta

te
m

en
t e

ve
ry

 th
re

e 
m

on
th

s 
sh

ow
in

g 
th

e 
pa

ym
en

ts
 y

ou
’v

e 
m

ad
e.

If 
yo

u’
re

 h
av

in
g 

pr
ob

le
m

s 
pa

yi
ng

 re
nt

 o
r C

ou
nc

il 
Ta

x,
 th

e 
m

os
t 

im
po

rt
an

t t
hi

ng
 is

 to
 g

et
 h

el
p 

an
d 

ad
vi

ce
 a

s 
qu

ic
kl

y 
as

 p
os

sib
le

 –
 

sp
ea

k 
to

 a
n 

in
co

m
e 

ad
vi

so
r f

ro
m

 o
ur

 A
dv

ic
e 

W
or

ks
 s

er
vi

ce
. 

Ti
p:

 Y
ou

 c
an

 a
ls

o 
us

e 
yo

ur
 sw

ip
e 

ca
rd

 a
t t

he
 C

us
to

m
er

 S
er

vi
ce

 
Ce

nt
re

 in
 R

en
fr

ew
sh

ire
 H

ou
se

 to
 p

ay
 y

ou
r C

ou
nc

il 
Ta

x.

H
ou

si
ng

 B
en

efi
t 

an
d 

C
ou

n
ci

l T
ax

 B
en

efi
t/

R
ed

uc
ti

on
Yo

u 
m

ay
 b

e 
ab

le
 to

 g
et

 h
el

p 
to

 p
ay

 y
ou

r r
en

t a
nd

 C
ou

nc
il 

Ta
x.

  
Th

is 
w

ill
 d

ep
en

d 
on

 y
ou

r i
nc

om
e,

 th
e 

ag
e 

an
d 

nu
m

be
r o

f p
eo

pl
e 

liv
in

g 
w

ith
 y

ou
, a

nd
 th

e 
am

ou
nt

 o
f y

ou
r r

en
t a

nd
 C

ou
nc

il 
Ta

x.

Yo
u 

sh
ou

ld
 a

pp
ly

 fo
r H

ou
sin

g 
Be

ne
fit

 a
nd

 C
ou

nc
il 

Ta
x 

Re
du

ct
io

n 
st

ra
ig

ht
aw

ay
 –

 e
ve

n 
if 

yo
u 

do
n’

t h
av

e 
al

l t
he

 in
fo

rm
at

io
n 

w
e 

ne
ed

 
to

 w
or

k 
ou

t y
ou

r b
en

efi
t. 

If
 y

ou
 d

on
’t

 a
pp

ly
 s

tr
ai

gh
ta

w
ay

, y
ou

 m
ay

 lo
se

 o
ut

 a
s 

w
e 

ca
n’

t 
us

ua
lly

 b
ac

kd
at

e 
be

ne
fit

.

If 
yo

u 
do

n’
t q

ua
lif

y 
fo

r H
ou

sin
g 

Be
ne

fit
 w

he
n 

yo
u 

fir
st

 a
pp

ly
, b

ut
 

yo
ur

 c
irc

um
st

an
ce

s 
ch

an
ge

, y
ou

 s
ho

ul
d 

ap
pl

y 
ag

ai
n.

If 
yo

u 
do

 re
ce

iv
e 

H
ou

sin
g 

Be
ne

fit
 a

nd
 y

ou
r c

irc
um

st
an

ce
s 

ch
an

ge
, 

yo
u 

m
us

t l
et

 u
s 

kn
ow

 a
s 

th
is 

co
ul

d 
af

fe
ct

 y
ou

r b
en

efi
t. 

If 
yo

u 
do

n’
t 

le
t u

s 
kn

ow
 a

t t
he

 ti
m

e,
 w

e 
w

ill
 h

av
e 

to
 g

et
 b

ac
k 

fr
om

 y
ou

 a
ny

 
am

ou
nt

s 
w

e 
ha

ve
 o

ve
rp

ai
d.

Ex
am

pl
es

 o
f c

ha
ng

es
 w

e 
ne

ed
 to

 k
no

w
 a

bo
ut

 a
re

 if
: 

• 
yo

u 
st

ar
t w

or
k;

• 
yo

ur
 in

co
m

e 
ch

an
ge

s; 
or

• 
so

m
eo

ne
 m

ov
es

 in
to

, o
r o

ut
 o

f, 
yo

ur
 h

om
e.

If 
yo

u 
w

an
t t

o 
ap

pe
al

 a
ga

in
st

 a
 d

ec
isi

on
 o

n 
yo

ur
 c

la
im

,  
yo

u 
m

us
t m

ak
e 

yo
ur

 a
pp

ea
l i

n 
w

rit
in

g.
 P

ho
ne

 A
dv

ic
e 

W
or

ks
 o

n 
03

00
 3

00
 1

23
8 

an
d 

th
ey

’ll
 a

dv
ise

 y
ou

 o
n 

ho
w

 to
 m

ak
e 

yo
ur

 a
pp

ea
l.

Fo
r i

nf
or

m
at

io
n 

ab
ou

t t
he

 c
ur

re
nt

 b
en

efi
t c

ha
ng

es
 p

ro
gr

am
m

e,
  

ca
ll 

03
00

 3
00

 0
28

8.

ab
ou

t 
yo

ur
  

te
na

nc
y
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W
he

n 
yo

u 
re

nt
 a

 c
ou

nc
il 

ho
m

e,
 w

e 
w

ill
 g

iv
e 

yo
u 

th
e 

ke
ys

 
an

d 
a 

te
na

nc
y 

ag
re

em
en

t.
 Y

ou
r t

en
an

cy
 a

gr
ee

m
en

t s
et

s 
ou

t t
he

 c
on

di
tio

ns
 o

f y
ou

r t
en

an
cy

, w
hi

ch
 p

ro
te

ct
 b

ot
h 

yo
u 

an
d 

us
. I

t i
s 

a 
co

nt
ra

ct
, a

nd
 re

co
rd

s 
in

fo
rm

at
io

n 
su

ch
 a

s 
yo

ur
 n

am
e,

 th
e 

da
te

 y
ou

 b
ec

am
e 

ou
r t

en
an

t a
nd

 h
ow

 m
uc

h 
re

nt
 y

ou
 m

us
t p

ay
. I

t a
ls

o 
lis

ts
 th

e 
co

nd
iti

on
s 

yo
u 

m
us

t 
ke

ep
 to

 a
s 

a 
te

na
nt

. 

W
e 

ca
nn

ot
 c

ha
ng

e 
th

e 
co

nd
iti

on
s 

lis
te

d 
in

 y
ou

r t
en

an
cy

 a
gr

ee
m

en
t 

w
ith

ou
t y

ou
r p

er
m

iss
io

n 
un

le
ss

 w
e 

ge
t a

n 
or

de
r f

ro
m

 th
e 

Sh
er

iff
 

Co
ur

t. 
H

ow
ev

er
, w

e 
ca

n 
in

cr
ea

se
 y

ou
r r

en
t a

s 
lo

ng
 a

s 
w

e 
gi

ve
 y

ou
 

fo
ur

 w
ee

ks
 w

rit
te

n 
no

tic
e.

 

Yo
u 

sh
ou

ld
 re

ad
 y

ou
r t

en
an

cy
 a

gr
ee

m
en

t c
ar

ef
ul

ly
 a

nd
 k

ee
p 

it 
in

  
a 

sa
fe

 p
la

ce
. I

f y
ou

 n
ee

d 
us

 to
 e

xp
la

in
 a

ny
th

in
g,

 p
le

as
e 

as
k 

at
 th

e 
Cu

st
om

er
 S

er
vi

ce
 C

en
tr

e 
or

 y
ou

r l
oc

al
 N

ei
gh

bo
ur

ho
od

 T
ea

m
. 

Yo
u 

ha
ve

 th
e 

rig
ht

 to
 a

 S
co

tt
is

h 
Se

cu
re

 T
en

an
cy

. T
hi

s 
m

ea
ns

 th
at

 
w

e 
ca

nn
ot

 e
vi

ct
 y

ou
 fr

om
 y

ou
r h

om
e 

(fo
rc

e 
yo

u 
to

 m
ov

e)
 u

nl
es

s 
w

e 
ca

n 
pr

ov
e 

in
 c

ou
rt

 th
at

 w
e 

ha
ve

 a
 g

oo
d 

re
as

on
 fo

r d
oi

ng
 s

o.
 

Ex
am

pl
es

 o
f g

oo
d 

re
as

on
s 

fo
r e

vi
ct

in
g 

ar
e 

if 
yo

u 
do

 n
ot

 p
ay

 y
ou

r 
re

nt
 o

r l
oo

k 
af

te
r t

he
 p

ro
pe

rt
y,

 o
r i

f y
ou

 c
au

se
 a

 n
ui

sa
nc

e 
to

 y
ou

r 
ne

ig
hb

ou
rs

. E
vi

ct
io

n 
is 

a 
la

st
 re

so
rt

 a
nd

 w
e 

w
ill

 d
o 

al
l w

e 
ca

n 
to

 
de

al
 w

ith
 a

ny
 p

ro
bl

em
s 

in
 o

th
er

 w
ay

s 
be

fo
re

 w
e 

co
ns

id
er

 it
. 

Yo
u 

m
ig

ht
 a

ls
o 

w
an

t t
o 

kn
ow

 m
or

e 
ab

ou
t t

he
 fo

llo
w

in
g:

A
pp

ly
in

g 
fo

r 
re

h
ou

si
n

g

If 
yo

u 
w

an
t t

o 
m

ov
e 

fr
om

 y
ou

r c
ou

nc
il 

ho
us

e,
 y

ou
 s

ho
ul

d 
co

nt
ac

t 
yo

ur
 lo

ca
l N

ei
gh

bo
ur

ho
od

 T
ea

m
 to

 d
isc

us
s 

yo
ur

 h
ou

sin
g 

op
tio

ns
. 

Yo
u 

ca
n 

th
en

 c
ho

os
e 

th
e 

so
lu

tio
n 

th
at

 m
ee

ts
 y

ou
r h

ou
sin

g 
ne

ed
s.

 
Th

is 
co

ul
d 

be
 a

n 
ex

ch
an

ge
 w

ith
 a

 te
na

nt
 fr

om
 e

ith
er

 a
 c

ou
nc

il 
ho

us
e 

or
 a

no
th

er
 la

nd
lo

rd
 (h

ou
sin

g 
as

so
ci

at
io

n 
or

 p
riv

at
e)

, o
r 

th
ro

ug
h 

th
e 

H
om

es
 M

ob
ili

ty
 S

ch
em

e.
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Jo
in

t 
te

na
n

cy

Yo
u 

m
ay

 w
an

t t
o 

sh
ar

e 
th

e 
re

sp
on

sib
ili

tie
s 

of
 y

ou
r t

en
an

cy
 w

ith
 

so
m

eo
ne

 w
ho

 li
ve

s 
w

ith
 y

ou
. T

hi
s 

ca
n 

be
 a

 p
er

so
n 

w
ho

 is
 n

ot
 

cu
rr

en
tly

 a
 te

na
nt

 b
ut

 li
ve

s 
in

 o
r p

la
ns

 to
 li

ve
 in

 th
e 

ho
us

e 
as

  
th

ei
r m

ai
n 

or
 o

nl
y 

ho
m

e.
 T

hi
s 

ca
n 

be
 y

ou
r h

us
ba

nd
, w

ife
, p

ar
tn

er
, 

br
ot

he
r, 

sis
te

r, 
ca

re
r a

nd
 s

o 
on

. I
n 

th
is 

ca
se

, y
ou

 n
ee

d 
to

 a
pp

ly
  

to
 th

e 
Cu

st
om

er
 S

er
vi

ce
 C

en
tr

e 
or

 y
ou

r l
oc

al
 N

ei
gh

bo
ur

ho
od

 T
ea

m
 

fo
r a

 jo
in

t t
en

an
cy

.

Tr
an

sf
er

ri
ng

 y
ou

r 
te

na
n

cy

If 
yo

u 
ar

e 
le

av
in

g 
yo

ur
 h

om
e 

to
 li

ve
 s

om
ew

he
re

 e
ls

e,
 y

ou
 m

ay
 b

e 
ab

le
 to

 a
pp

ly
 to

 tr
an

sf
er

 y
ou

r t
en

an
cy

 to
 y

ou
r p

ar
tn

er
 o

r a
 m

em
be

r 
of

 y
ou

r f
am

ily
 w

ho
 h

as
 li

ve
d 

w
ith

 y
ou

 fo
r s

ix
 m

on
th

s.
 P

le
as

e 
as

k 
th

e 
Cu

st
om

er
 S

er
vi

ce
 C

en
tr

e 
or

 y
ou

r l
oc

al
 N

ei
gh

bo
ur

ho
od

 T
ea

m
 

fo
r a

dv
ic

e.
 

Su
cc

ee
di

n
g 

to
 a

 t
en

an
cy

If 
yo

u 
di

e,
 y

ou
r p

ar
tn

er
 o

r a
 jo

in
t t

en
an

t h
as

 th
e 

fir
st

 p
rio

rit
y 

to
 

su
cc

ee
d 

(t
ak

e 
ov

er
 th

e 
te

na
nc

y 
of

 y
ou

r h
om

e)
.

If 
yo

u 
do

n’
t h

av
e 

a 
pa

rt
ne

r o
r j

oi
nt

 te
na

nt
, o

r i
f y

ou
 d

o 
an

d 
th

ey
 

do
n’

t w
an

t t
o 

su
cc

ee
d,

 y
ou

r h
om

e 
ca

n 
go

 to
 a

 m
em

be
r o

f y
ou

r 
fa

m
ily

 a
ge

d 
16

 o
r o

ve
r a

s 
lo

ng
 a

s 
yo

ur
 h

om
e 

w
as

 th
ei

r o
nl

y 
or

  
m

ai
n 

ho
m

e 
w

he
n 

yo
u 

di
ed

.

Fi
na

lly
, w

e 
gi

ve
 th

ird
 p

rio
rit

y 
to

 a
 c

ar
er

 w
ho

 is
 p

ro
vi

di
ng

 o
r h

as
 

pr
ov

id
ed

 c
ar

e 
to

 y
ou

 o
r a

 m
em

be
r o

f y
ou

r f
am

ily
. T

o 
qu

al
ify

, t
he

 
ca

re
r m

us
t b

e 
ag

ed
 1

6 
or

 o
ve

r, 
an

d 
ha

ve
 g

iv
en

 u
p 

hi
s 

or
 h

er
 o

nl
y 

m
ai

n 
ho

m
e 

to
 li

ve
 w

ith
 y

ou
. 

In
 a

ll 
th

re
e 

ca
se

s,
 y

ou
r h

ou
se

 m
us

t 
ha

ve
 b

ee
n 

th
e 

on
ly

 o
r m

ai
n 

ho
m

e 
of

 t
he

 p
er

so
n 

w
ho

 w
an

ts
 to

 t
ak

e 
ov

er
 y

ou
r t

en
an

cy
.

M
ut

ua
l e

xc
ha

n
ge

If 
yo

u 
ar

e 
a 

co
un

ci
l t

en
an

t, 
yo

u 
ca

n 
ex

ch
an

ge
 h

om
es

 w
ith

 a
no

th
er

 
co

un
ci

l t
en

an
t. 

Th
is 

is 
ca

lle
d 

a 
m

ut
ua

l e
xc

ha
ng

e.

Yo
u 

ca
n 

al
so

 e
xc

ha
ng

e 
w

ith
 a

 te
na

nt
 fr

om
 a

 d
iff

er
en

t c
ou

nc
il 

or
 

ho
us

in
g 

as
so

ci
at

io
n,

 o
r t

he
 te

na
nt

 o
f a

 p
riv

at
e 

pr
op

er
ty

.

If 
yo

u 
w

an
t m

or
e 

in
fo

rm
at

io
n 

ab
ou

t t
he

 p
ro

ce
du

re
 a

nd
 w

ha
t t

o 
ne

xt
 p

le
as

e 
co

nt
ac

t u
s.

W
e 

w
ill

 n
or

m
al

ly
 a

llo
w

 a
 m

ut
ua

l e
xc

ha
ng

e 
if 

th
is 

w
ill

 n
ot

 c
au

se
 

ov
er

cr
ow

di
ng

 in
 e

ith
er

 h
om

e 
an

d 
if 

th
er

e 
ha

ve
 b

ee
n 

no
 p

ro
bl

em
s 

w
ith

 e
ith

er
 te

na
nc

y.
 W

e 
w

ill
 re

fu
se

 a
n 

ex
ch

an
ge

 if
 y

ou
 a

re
 b

eh
in

d 
w

ith
 y

ou
r r

en
t o

r t
he

re
 h

av
e 

be
en

 a
ny

 c
om

pl
ai

nt
s 

ab
ou

t y
ou

r 
be

ha
vi

ou
r a

t y
ou

r p
re

se
nt

 h
om

e.

Th
e 

ap
pr

op
ria

te
 la

nd
lo

rd
s 

m
us

t a
pp

ro
ve

 a
ll 

ex
ch

an
ge

s.
 Y

ou
 m

us
t 

no
t e

xc
ha

ng
e 

ho
m

es
 w

ith
ou

t g
et

tin
g 

pe
rm

iss
io

n 
fr

om
 u

s 
an

d 
an

y 
ot

he
r l

an
dl

or
d 

in
vo

lv
ed

. 

If
 y

ou
 d

o,
 y

ou
 c

ou
ld

 lo
se

 y
ou

r h
om

e.
 

Th
e 

Re
nf

re
w

sh
ire

 C
ou

nc
il 

H
ou

se
 E

xc
ha

ng
e 

w
eb

sit
e 

br
in

gs
 

to
ge

th
er

 te
na

nt
s 

lo
ok

in
g 

to
 s

w
ap

 th
ei

r h
om

e.
 Y

ou
 c

an
 a

ls
o 

se
ar

ch
 fo

r t
en

an
ts

 w
ho

 li
ve

 in
 o

th
er

 p
ar

ts
 o

f t
he

 U
K 

if 
yo

u 
ar

e 

co
ns

id
er

in
g 

m
ov

in
g 

fr
om

 R
en

fr
ew

sh
ire

. F
or

 m
or

e 
in

fo
rm

at
io

n,
  

go
 to

 w
w

w
.r

en
fr

ew
sh

ire
.h

ou
se

ex
ch

an
ge

.o
rg

.u
k
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En
di

ng
 y

ou
r 

te
na

n
cy

If 
yo

u 
w

an
t t

o 
en

d 
yo

ur
 te

na
nc

y,
 y

ou
 m

us
t c

on
ta

ct
 th

e 
Cu

st
om

er
 

Se
rv

ic
e 

Ce
nt

re
 o

r y
ou

r l
oc

al
 N

ei
gh

bo
ur

ho
od

 T
ea

m
 a

t 
le

as
t 

28
 

da
ys

 b
ef

or
e 

yo
u 

pl
an

 to
 le

av
e 

yo
ur

 h
om

e.
 

W
e 

w
ill

 a
sk

 y
ou

 to
 c

on
fir

m
 th

is 
by

 w
rit

in
g 

to
 u

s 
or

 b
y 

fil
lin

g 
in

 a
n 

‘e
nd

 o
f t

en
an

cy
’ f

or
m

 a
t t

he
 C

us
to

m
er

 S
er

vi
ce

 C
en

tr
e 

or
 y

ou
r l

oc
al

 
N

ei
gh

bo
ur

ho
od

 T
ea

m
.

If
 y

ou
 d

on
’t

 g
iv

e 
us

 2
8 

da
ys

 w
ri

tt
en

 n
ot

ic
e,

 w
e 

w
ill

 c
ha

rg
e 

yo
u 

fo
ur

 w
ee

ks
 re

nt
 fr

om
 t

he
 d

at
e 

yo
u 

re
tu

rn
 t

he
 k

ey
s.

 
• 

W
e 

ex
pe

ct
 y

ou
 to

 le
av

e 
yo

ur
 h

om
e 

in
 g

oo
d 

co
nd

iti
on

. I
f t

he
re

 
is 

da
m

ag
e 

to
 y

ou
r h

om
e 

or
 if

 w
e 

ne
ed

 to
 a

rr
an

ge
 to

 g
et

 ri
d 

of
 

th
in

gs
 y

ou
 h

av
e 

le
ft

 b
eh

in
d,

 w
e 

m
ay

 c
ha

rg
e 

yo
u 

fo
r t

hi
s.

If 
yo

u’
ve

 m
ad

e 
ce

rt
ai

n 
im

pr
ov

em
en

ts
 to

 y
ou

r h
om

e,
 y

ou
 m

ay
 b

e 
en

tit
le

d 
to

 c
om

pe
ns

at
io

n 
w

he
n 

yo
u 

en
d 

yo
ur

 te
na

nc
y,

 a
s 

lo
ng

 a
s 

yo
u 

ha
d 

ou
r p

er
m

iss
io

n 
to

 c
ar

ry
 o

ut
 th

e 
w

or
k.

 

Yo
u 

m
us

t:
• 

ha
ve

 h
ad

 o
ur

 w
rit

te
n 

pe
rm

iss
io

n 
to

 m
ak

e 
an

y 
im

pr
ov

em
en

ts
 

be
fo

re
 y

ou
 s

ta
rt

ed
 w

or
k;

 a
nd

• 
ke

ep
 a

ny
 b

ill
s 

re
la

tin
g 

to
 th

e 
im

pr
ov

em
en

ts
 y

ou
 h

av
e 

m
ad

e.
 

If 
yo

u 
ca

rr
y 

ou
t a

lte
ra

tio
ns

 o
r i

m
pr

ov
em

en
ts

 to
 th

e 
pr

op
er

ty
 

w
ith

ou
t o

ur
 p

er
m

iss
io

n,
 a

nd
 w

e 
ha

ve
 to

 p
ay

 to
 p

ut
 th

e 
pr

op
er

ty
 

ba
ck

 to
 it

s 
or

ig
in

al
 s

ta
te

, w
e 

m
ay

 h
av

e 
to

 c
ha

rg
e 

yo
u 

fo
r t

hi
s.

 

Fo
r m

or
e 

in
fo

rm
at

io
n,

 p
le

as
e 

co
nt

ac
t y

ou
r h

ou
sin

g 
of

fic
er

.

W
ha

t 
w

e 
ex

pe
ct

 f
ro

m
 y

ou
• 

Yo
u 

m
us

t p
ay

 y
ou

r r
en

t o
n 

tim
e.

• 
Yo

u 
m

us
t l

et
 u

s k
no

w
 if

 a
ny

on
e 

m
ov

es
 in

to
 o

r o
ut

 o
f y

ou
r 

ho
m

e,
 o

r i
f y

ou
r n

am
e 

ch
an

ge
s.

• 
Yo

u 
m

us
t l

oo
k 

af
te

r t
he

 fi
xt

ur
es

 a
nd

 fi
tt

in
gs

 in
 y

ou
r h

om
e.

• 
Yo

u 
m

us
t k

ee
p 

yo
ur

 g
ar

de
n 

tid
y 

an
d 

cu
t t

he
 g

ra
ss

 re
gu

la
rly

. I
f 

yo
u 

ar
e 

el
de

rly
 o

r d
isa

bl
ed

, y
ou

 c
an

 a
sk

 u
s t

o 
in

cl
ud

e 
yo

u 
in

 th
e 

G
ar

de
n 

A
ss

ist
an

ce
 S

ch
em

e 
(t

hi
s m

ea
ns

 w
e 

w
ill

 se
nd

 so
m

eo
ne

 
to

 c
ut

 y
ou

r g
ra

ss
 a

nd
 h

ed
ge

 if
 y

ou
 h

av
e 

on
e)

.
• 

If 
yo

u 
liv

e 
in

 a
 fl

at
, y

ou
 m

us
t m

ak
e 

su
re

 y
ou

 ta
ke

 y
ou

r t
ur

n 
to

 
cl

ea
n 

sh
ar

ed
 a

re
as

, l
ik

e 
st

ai
rs

 a
nd

 la
nd

in
gs

.
• 

Yo
u 

m
us

t a
sk

 fo
r o

ur
 p

er
m

iss
io

n 
to

 k
ee

p 
a 

do
g.

 If
 y

ou
 li

ve
 in

 a
 

m
ul

ti-
st

or
ey

 o
r s

he
lte

re
d 

pr
op

er
ty

, y
ou

 a
re

 n
ot

 a
llo

w
ed

 to
 k

ee
p 

do
gs

. P
le

as
e 

co
nt

ac
t u

s f
or

 a
n 

ap
pl

ic
at

io
n 

fo
rm

.
• 

Yo
u 

m
us

t k
ee

p 
yo

ur
 p

et
s u

nd
er

 c
on

tr
ol

. 
• 

Yo
u 

m
us

t k
ee

p 
an

y 
no

ise
 in

 y
ou

r h
om

e 
at

 a
n 

ac
ce

pt
ab

le
 le

ve
l.

• 
Yo

u 
m

us
t k

ee
p 

yo
ur

 h
om

e 
pr

op
er

ly
 d

ec
or

at
ed

. W
e 

do
 n

ot
 

re
co

m
m

en
d 

us
in

g 
Ar

te
x 

on
 y

ou
r w

al
ls

. I
f y

ou
 w

an
t t

o 
us

e 
Ar

te
x,

 p
le

as
e 

co
nt

ac
t t

he
 C

us
to

m
er

 S
er

vi
ce

 C
en

tr
e 

or
 y

ou
r 

lo
ca

l N
ei

gh
bo

ur
ho

od
 T

ea
m

 fo
r a

dv
ic

e.
 Y

ou
 m

ay
 h

av
e 

to
 p

ay
 fo

r 
it 

to
 b

e 
re

m
ov

ed
 w

he
n 

yo
u 

m
ov

e 
ou

t o
f y

ou
r h

om
e.

• 
Fo

r y
ou

r s
af

et
y,

 y
ou

 m
us

t n
ot

 p
ai

nt
 o

r v
ar

ni
sh

 w
oo

de
n 

ga
s-

fir
e 

ca
sin

gs
 o

r fi
re

 su
rr

ou
nd

s.
• 

Fo
r y

ou
r s

af
et

y,
 y

ou
 m

us
t n

ot
 in

st
al

l c
ei

lin
g 

fa
nl

ig
ht

 fi
tt

in
gs

 in
 

ro
om

s w
hi

ch
 h

av
e 

ga
s o

r s
ol

id
-f

ue
l a

pp
lia

nc
es

.

Pl
ea

se
 tr

y 
no

t t
o 

fa
ll 

ou
t w

ith
 y

ou
r n

ei
gh

bo
ur

s. 
Yo

u 
ar

e 
liv

in
g 

in
 a

 
co

m
m

un
ity

. W
ha

t h
ap

pe
ns

 in
 a

nd
 a

ro
un

d 
yo

ur
 h

om
e 

af
fe

ct
s y

ou
r 

ne
ig

hb
ou

rs
. B

e 
co

ns
id

er
at

e.

14
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W
e 

w
ill

 h
ol

d 
yo

u 
re

sp
on

sib
le

 if
 y

ou
r v

isi
to

rs
 m

isb
eh

av
e 

in
sid

e 
 

or
 o

ut
sid

e 
yo

ur
 h

om
e.

 If
 y

ou
 a

re
 h

av
in

g 
pr

ob
le

m
s 

w
ith

 y
ou

r 
ne

ig
hb

ou
rs

, p
le

as
e 

co
nt

ac
t u

s.
 T

he
 g

oo
d-

ne
ig

hb
ou

r a
gr

ee
m

en
t 

(w
hi

ch
 is

 in
cl

ud
ed

 in
 y

ou
r t

en
an

cy
 b

oo
kl

et
) s

ay
s 

th
at

 w
e 

w
ill

 d
o 

ev
er

yt
hi

ng
 p

os
sib

le
 to

 d
ea

l w
ith

 th
e 

pr
ob

le
m

 o
f a

nt
iso

ci
al

 
be

ha
vi

ou
r e

ff
ec

tiv
el

y 
an

d 
fir

m
ly

 b
ut

 in
 a

 fa
ir 

w
ay

. 

W
e 

al
so

 p
ro

vi
de

 a
 m

ed
ia

tio
n 

se
rv

ic
e 

to
 h

el
p 

so
rt

 o
ut

 a
ny

 p
ro

bl
em

s 
be

tw
ee

n 
ne

ig
hb

ou
rs

.

W
ha

t 
yo

u
 c

an
 e

xp
ec

t 
fr

om
 u

s
W

e 
ha

ve
 re

sp
on

sib
ili

tie
s 

to
 y

ou
. A

s 
yo

ur
 la

nd
lo

rd
, w

e 
w

ill
:

• 
m

ak
e 

su
re

 th
at

 th
e 

w
in

d 
an

d 
ra

in
 c

an
no

t g
et

 in
to

 y
ou

r h
om

e;
• 

ca
rr

y 
ou

t n
ec

es
sa

ry
 re

pa
irs

 to
 y

ou
r h

om
e;

• 
te

ll 
yo

u,
 e

ac
h 

ye
ar

, a
bo

ut
 a

ny
 c

ha
ng

e 
to

 y
ou

r r
en

t; 
an

d
• 

no
t r

ef
us

e 
pe

rm
iss

io
n,

 w
ith

ou
t g

oo
d 

re
as

on
, i

f y
ou

 w
an

t t
o 

m
ak

e 
ch

an
ge

s 
to

 y
ou

r h
om

e,
 o

r t
ra

ns
fe

r o
r s

ub
le

t y
ou

r 
te

na
nc

y.
 

W
e 

ar
e 

co
m

m
itt

ed
 to

 p
ro

vi
di

ng
 g

oo
d 

qu
al

ity
, a

ff
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ge
n

cy
 in

vo
lv

in
g 

 
w

at
er

, e
le

ct
ri

ci
ty

 o
r 

ga
s

W
at

er

Th
er

e 
w

ill
 u

su
al

ly
 b

e 
tw

o 
w

at
er

 s
up

pl
ie

s 
in

 y
ou

r h
om

e.
 T

o 
tu

rn
 o

ff
 

th
e 

w
at

er
, t

ur
n 

th
e 

st
op

co
ck

s.

Th
e 

fir
st

 s
to

pc
oc

k 
is 

us
ua

lly
 in

 th
e 

ki
tc

he
n 

ne
xt

 to
 o

r u
nd

er
 th

e 
sin

k.
 T

he
 s

to
pc

oc
k 

fo
r t

he
 s

to
ra

ge
 ta

nk
, w

hi
ch

 fe
ed

s 
w

at
er

 in
to

 
yo

ur
 to

ile
t c

ist
er

n 
an

d 
ba

th
, i

s 
us

ua
lly

 in
 th

e 
ba

th
ro

om
 o

r i
n 

a 
be

dr
oo

m
. 

If 
yo

u 
ca

n’
t fi

nd
 y

ou
r s

to
pc

oc
ks

, y
ou

r r
ep

ai
rs

 o
ffi

ce
r c

an
 te

ll 
yo

u 
w

he
re

 th
ey

 a
re

.

El
ec

tr
ic

it
y

Th
e 

el
ec

tr
ic

ity
 m

et
er

 is
 u

su
al

ly
 in

 th
e 

ha
ll 

ne
xt

 to
 th

e 
fu

se
 b

ox
.

If 
a 

fu
se

 b
lo

w
s 

an
d 

yo
ur

 p
ow

er
 g

oe
s 

of
f, 

th
is 

m
ea

ns
 th

at
 s

om
et

hi
ng

 
(u

su
al

ly
 a

n 
ap

pl
ia

nc
e)

 is
 o

ve
rlo

ad
in

g 
th

e 
fu

se
. I

f y
ou

 k
no

w
 w

hi
ch

 
ap

pl
ia

nc
e 

it 
is,

 u
np

lu
g 

it.
 R

ep
ai

r t
he

 fu
se

 a
nd

 re
se

t t
he

 c
irc

ui
t 

br
ea

ke
r (

re
se

t t
he

 s
w

itc
he

s 
on

 y
ou

r f
us

e 
bo

x)
. A

sk
 a

n 
el

ec
tr

ic
ia

n 
to

 
ch

ec
k 

yo
ur

 fa
ul

ty
 a

pp
lia

nc
e.

If 
yo

u 
ne

ed
 to

 s
w

itc
h 

th
e 

el
ec

tr
ic

ity
 o

ff
 a

t t
he

 m
ai

ns
, t

he
 s

w
itc

h 
is 

ne
xt

 to
 th

e 
fu

se
 b

ox
.

W
e 

ca
rr

y 
ou

t e
ss

en
tia

l c
he

ck
s 

to
 th

e 
el

ec
tr

ic
al

 c
irc

ui
ts

 in
 y

ou
r 

ho
us

e 
be

fo
re

 y
ou

 m
ov

e 
in

. E
ve

ry
 v

ac
an

t p
ro

pe
rt

y 
m

us
t r

ec
ei

ve
 a

 
ce

rt
ifi

ca
te

 c
on

fir
m

in
g 

th
at

 th
is 

ha
s 

be
en

 c
ar

rie
d 

ou
t b

ef
or

e 
it 

ca
n 

be
 re

-le
t t

o 
a 

ne
w

 te
na

nt
.

By
 la

w
, w

e 
m

us
t 

ca
rr

y 
ou

t 
an

 e
le

ct
ri

ca
l s

af
et

y 
ch

ec
k 

in
 y

ou
r 

ho
m

e 
ev

er
y 

fiv
e 

ye
ar

s.
 P

le
as

e 
tr

y 
to

 k
ee

p 
an

y 
ap

po
in

tm
en

ts
 w

e 
m

ak
e 

fo
r t

he
 s

af
et

y 
ch

ec
k.

 If
 y

ou
 n

ee
d 

to
 c

ha
ng

e 
th

e 
ap

po
in

tm
en

t, 
pl

ea
se

 c
on

ta
ct

 u
s 

be
fo

re
ha

nd
. 

G
as

If 
yo

u 
ne

ed
 to

 tu
rn

 o
ff

 th
e 

ga
s s

up
pl

y,
 y

ou
r c

us
to

m
er

 c
on

tr
ol

 v
al

ve
 is

 
ne

xt
 to

 th
e 

ga
s m

et
er

. M
ak

e 
su

re
 y

ou
 h

av
e 

tu
rn

ed
 it

 o
ff

 c
om

pl
et

el
y.

W
he

n 
yo

u 
tu

rn
 it

 b
ac

k 
on

, m
ak

e 
su

re
 y

ou
 tu

rn
 th

e 
co

nt
ro

l v
al

ve
 

fu
lly

 a
nd

 re
lig

ht
 th

e 
pi

lo
t l

ig
ht

s 
on

 a
ll 

ap
pl

ia
nc

es
.

W
e 

ca
rr

y 
ou

t e
ss

en
tia

l c
he

ck
s 

to
 th

e 
ga

s 
su

pp
ly

 a
nd

 a
pp

lia
nc

es
  

in
 y

ou
r h

ou
se

 b
ef

or
e 

yo
u 

m
ov

e 
in

. W
e 

m
us

t p
ro

vi
de

 e
ve

ry
 v

ac
an

t 
pr

op
er

ty
 w

ith
 a

 c
er

tifi
ca

te
 c

on
fir

m
in

g 
th

at
 th

is 
ha

s 
be

en
 d

on
e 

be
fo

re
 w

e 
ca

n 
re

-le
t t

he
 p

ro
pe

rt
y 

to
 a

 n
ew

 te
na

nt
.

By
 la

w
, w

e 
m

us
t 

ca
rr

y 
ou

t 
a 

sa
fe

ty
 c

he
ck

 o
n 

al
l g

as
 a

pp
lia

nc
es

 
ev

er
y 

ye
ar

. P
le

as
e 

tr
y 

to
 k

ee
p 

an
y 

ap
po

in
tm

en
ts

 w
e 

m
ak

e 
fo

r t
he

 
sa

fe
ty

 c
he

ck
. I

f y
ou

 n
ee

d 
to

 c
ha

ng
e 

th
e 

ap
po

in
tm

en
t, 

pl
ea

se
 

co
nt

ac
t u

s 
be

fo
re

ha
nd

. 

Ca
rb

on
 m

on
ox

id
e 

is 
a 

ve
ry

 p
oi

so
no

us
 g

as
 w

hi
ch

 y
ou

 c
an

no
t s

ee
  

or
 s

m
el

l. 
An

y 
ga

s,
 o

il 
or

 c
oa

l h
ea

te
r o

r fi
re

 c
an

 p
ro

du
ce

 c
ar

bo
n 

m
on

ox
id

e.
 B

re
at

hi
ng

 in
 c

ar
bo

n 
m

on
ox

id
e 

ca
n 

m
ak

e 
yo

u 
fe

el
 ti

re
d 

an
d 

di
zz

y,
 a

nd
 c

an
 g

iv
e 

yo
u 

he
ad

ac
he

s 
an

d 
ch

es
t p

ai
ns

. 

C
ar

bo
n 

m
on

ox
id

e 
ca

n 
ki

ll.

Th
e 

ca
rb

on
 m

on
ox

id
e 

al
ar

m
 in

 y
ou

r h
om

e 
is 

de
sig

ne
d 

to
 d

et
ec

t 
le

ve
ls

 o
f c

ar
bo

n 
m

on
ox

id
e 

lo
ng

 b
ef

or
e 

th
ey

 re
ac

h 
ha

rm
fu

l l
ev

el
s.

If 
th

e 
al

ar
m

 d
et

ec
ts

 c
ar

bo
n 

m
on

ox
id

e,
 it

 w
ill

 m
ak

e 
a 

co
nt

in
uo

us
 

be
ep

in
g 

no
ise

 to
 w

ar
n 

yo
u.

If 
yo

u 
ha

ve
 a

 c
ar

bo
n 

m
on

ox
id

e 
al

ar
m

, y
ou

 s
til

l n
ee

d 
to

 ta
ke

 b
as

ic
 

pr
ec

au
tio

ns
. D

o 
no

t c
ov

er
 a

ir 
ve

nt
s 

in
 w

in
do

w
s,

 w
al

ls
, fl

oo
rs

 a
nd

  
so

 o
n 

an
d 

m
ak

e 
su

re
 y

ou
 a

llo
w

 o
ur

 e
xp

er
ie

nc
ed

 g
as

 fi
tt

er
s 

to
 c

om
e 

in
to

 y
ou

r h
om

e 
ev

er
y 

ye
ar

 to
 c

ar
ry

 o
ut

 th
e 

ga
s-

sa
fe

ty
 c

he
ck

 o
n 

yo
ur

 a
pp

lia
nc

es
.

If 
yo

u 
fe

el
 th

at
 y

ou
r c

ar
bo

n 
m

on
ox

id
e 

al
ar

m
 is

 n
ot

 w
or

ki
ng

 
co

rr
ec

tly
, c

on
ta

ct
 y

ou
r l

oc
al

 N
ei

gh
bo

ur
ho

od
 T

ea
m

 im
m

ed
ia

te
ly

.
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C
ol

d 
w

ea
th

er
H

er
e 

ar
e 

so
m

e 
tip

s 
on

 c
op

in
g 

w
ith

 th
in

gs
 li

ke
 d

am
p,

 c
on

de
ns

at
io

n 
an

d 
fr

os
t.

To
 re

du
ce

 c
on

de
ns

at
io

n 
in

 y
ou

r h
om

e:
• 

M
ak

e 
yo

ur
 h

om
e 

w
ar

m
er

.
• 

In
cr

ea
se

 th
e 

ve
nt

ila
tio

n 
in

 y
ou

r h
om

e.
• 

Al
lo

w
 fr

es
h 

ai
r i

nt
o 

yo
ur

 h
om

e.
 O

pe
n 

w
in

do
w

s 
a 

lit
tle

 a
nd

 u
se

 
an

y 
ex

tr
ac

to
r f

an
s 

yo
u 

ha
ve

. D
o 

no
t c

ov
er

 a
irb

ric
ks

 o
r v

en
ts

.
• 

Re
du

ce
 th

e 
am

ou
nt

 o
f m

oi
st

ur
e 

yo
u 

pr
od

uc
e.

• 
D

ry
 c

lo
th

es
 o

ut
sid

e 
w

he
n 

po
ss

ib
le

.
• 

M
ak

e 
su

re
 y

ou
 v

en
t t

um
bl

e 
dr

ye
rs

 o
ut

sid
e.

• 
O

pe
n 

yo
ur

 k
itc

he
n 

w
in

do
w

 w
he

n 
yo

u 
ar

e 
co

ok
in

g,
 a

nd
 k

ee
p 

al
l y

ou
r o

th
er

 d
oo

rs
 c

lo
se

d 
to

 s
to

p 
th

e 
st

ea
m

 s
pr

ea
di

ng
 

th
ro

ug
h 

yo
ur

 h
om

e.
• 

D
o 

no
t u

se
 C

al
or

 G
as

 fi
re

s 
or

 p
ar

af
fin

 h
ea

te
rs

.

If 
yo

u 
ha

ve
 a

ny
 p

er
sis

te
nt

 c
on

de
ns

at
io

n 
pr

ob
le

m
s,

 p
le

as
e 

co
nt

ac
t 

yo
ur

 re
pa

irs
 o

ffi
ce

r.

In
 v

er
y 

co
ld

 w
ea

th
er

, f
ro

st
 c

an
 g

et
 in

to
 w

at
er

 p
ip

es
 a

nd
 m

ak
e 

th
em

 
ex

pa
nd

. T
hi

s 
ca

n 
ca

us
e 

bu
rs

t p
ip

es
. I

f y
ou

r p
ip

es
 b

ur
st

, y
ou

 s
ho

ul
d 

do
 th

e 
fo

llo
w

in
g.

• 
Tu

rn
 o

ff
 th

e 
w

at
er

 s
up

pl
y 

at
 th

e 
st

op
co

ck
.

• 
Tu

rn
 o

n 
al

l t
he

 ta
ps

.
• 

Sw
itc

h 
of

f t
he

 e
le

ct
ric

ity
 a

t t
he

 m
ai

ns
 if

 th
e 

w
at

er
 h

as
 c

om
e 

in
to

 c
on

ta
ct

 w
ith

 e
le

ct
ric

al
 w

ire
s 

or
 fi

tt
in

gs
.

• 
Sw

itc
h 

of
f y

ou
r w

at
er

 h
ea

te
r o

r t
he

 c
en

tr
al

 h
ea

tin
g 

sy
st

em
.  

(If
 y

ou
 h

av
e 

so
lid

-f
ue

l h
ea

tin
g,

 p
ut

 o
ut

 th
e 

fir
e.

 D
o 

no
t t

ry
 to

 
dr

ai
n 

th
e 

bo
ile

r u
nl

es
s 

th
e 

fir
e 

ha
s 

go
ne

 o
ut

.)

So
m

et
im

es
 w

at
er

 c
an

 fr
ee

ze
 in

 th
e 

pi
pe

s. 
If 

th
is 

ha
pp

en
s, 

yo
u 

sh
ou

ld
:

• 
tu

rn
 o

ff
 th

e 
w

at
er

 a
t t

he
 s

to
pc

oc
k;

• 
sw

itc
h 

of
f t

he
 b

oi
le

r o
r i

m
m

er
sio

n 
he

at
er

; a
nd

• 
tu

rn
 o

n 
al

l t
he

 ta
ps

.

If 
yo

u 
ha

ve
 a

ny
 o

f t
he

se
 p

ro
bl

em
s,

 c
on

ta
ct

 o
ur

 re
pa

irs
 s

er
vi

ce
  

on
 0

30
0 

30
0 

03
00

. T
he

y 
w

ill
 s

en
d 

a 
pl

um
be

r t
o 

yo
ur

 h
om

e.

A
dd

it
io

na
l s

af
et

y 
in

fo
rm

at
io

n
 f

or
  

hi
gh

-r
is

e 
fla

ts
Li

vi
ng

 in
 a

 h
ig

h-
ris

e 
fla

t d
oe

s 
no

t m
ak

e 
yo

u 
an

y 
m

or
e 

at
 ri

sk
 fr

om
 

fir
e.

 P
la

nn
in

g 
w

ha
t y

ou
 s

ho
ul

d 
do

 in
 th

e 
ev

en
t o

f a
 fi

re
 is

 la
rg

el
y 

th
e 

sa
m

e 
as

 fo
r p

eo
pl

e 
in

 o
th

er
 h

om
es

.

Bu
t t

he
re

 a
re

 s
om

e 
ke

y 
di

ff
er

en
ce

s 
yo

u 
sh

ou
ld

 k
no

w
 if

 y
ou

 li
ve

 in
  

a 
hi

gh
 ri

se
 fl

at
.

Yo
ur

 b
ui

ld
in

g 
ha

s 
be

en
 d

es
ig

ne
d 

an
d 

bu
ilt

 w
ith

 fi
re

 s
af

et
y 

in
 m

in
d.

 
Th

e 
w

al
ls

 a
nd

 th
e 

do
or

s 
be

tw
ee

n 
fla

ts
, s

ta
irs

 a
nd

 c
or

rid
or

s 
ar

e 
de

sig
ne

d 
to

 re
sis

t fi
re

 a
nd

 s
to

p 
th

e 
sp

re
ad

 o
f s

m
ok

e.

M
os

t fi
re

s 
do

n’
t s

pr
ea

d 
ac

ro
ss

 m
or

e 
th

an
 o

ne
 o

r t
w

o 
ro

om
s,

 s
o 

if 
th

er
e 

is 
a 

fir
e 

in
 y

ou
r b

ui
ld

in
g 

yo
u 

ar
e 

us
ua

lly
 s

af
es

t i
n 

yo
ur

 o
w

n 
fla

t u
nl

es
s 

he
at

 o
r s

m
ok

e 
is 

af
fe

ct
in

g 
yo

u.

If
 fi

re
 b

re
ak

s 
ou

t 
in

 t
h

e 
bu

ild
in

g

• 
If 

yo
u 

sm
el

l s
m

ok
e 

in
 th

e 
co

rr
id

or
, b

in
 a

re
a 

or
 re

fu
se

 c
hu

te
, 

ca
ll 

99
9.

• 
St

ay
 in

sid
e 

yo
ur

 fl
at

 a
nd

 c
lo

se
 a

ll 
w

in
do

w
s 

an
d 

do
or

s.
• 

O
nl

y 
le

av
e 

yo
ur

 fl
at

 if
 y

ou
 a

re
 a

ff
ec

te
d 

by
 h

ea
t o

r s
m

ok
e 

 
or

 to
ld

 to
 d

o 
so

 b
y 

th
e 

fir
efi

gh
te

rs
 o

r p
ol

ic
e.
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If
 t

h
er

e 
is

 a
 fi

re
 in

 y
ou

r 
fla

t

• 
Tr

y 
to

 k
ee

p 
ca

lm
. M

ak
e 

su
re

 e
ve

ry
on

e 
in

 y
ou

r h
om

e 
kn

ow
s 

ab
ou

t t
he

 fi
re

. T
he

n 
ge

t o
ut

 a
nd

 s
ta

y 
ou

t.
• 

D
on

’t 
st

op
 fo

r v
al

ua
bl

es
 –

 y
ou

r l
ife

 is
 m

or
e 

im
po

rt
an

t.
• 

D
on

’t 
go

 lo
ok

in
g 

fo
r t

he
 fi

re
.

• 
D

on
’t 

op
en

 d
oo

rs
 if

 th
ey

 a
re

 w
ar

m
 to

 to
uc

h.
• 

If 
th

er
e 

is 
a 

lo
t o

f s
m

ok
e,

 c
ra

w
l o

n 
th

e 
flo

or
 a

s 
th

e 
ai

r w
ill

  
be

 c
le

ar
er

 th
er

e.
• 

D
o 

no
t u

se
 th

e 
lif

t –
 g

o 
do

w
n 

th
e 

st
ai

rs
.

• 
A

s 
so

on
 a

s 
yo

u 
ca

n 
ca

ll 
99

9,
 g

iv
in

g 
th

em
 y

ou
r f

ul
l a

dd
re

ss
 

in
cl

ud
in

g 
yo

ur
 fl

at
 n

um
be

r a
nd

 fl
oo

r.

If
 y

ou
r 

es
ca

pe
 r

ou
te

 is
 b

lo
ck

ed

• 
G

et
 e

ve
ry

on
e 

in
to

 a
 ro

om
 w

ith
 a

 w
in

do
w

 o
r b

al
co

ny
. 

• 
Pu

t c
us

hi
on

s,
 b

ed
di

ng
 e

tc
 ro

un
d 

th
e 

bo
tt

om
 o

f t
he

 d
oo

r  
to

 k
ee

p 
ou

t s
m

ok
e.

• 
If 

po
ss

ib
le

, o
pe

n 
th

e 
w

in
do

w
 fo

r f
re

sh
 a

ir,
 w

av
e 

a 
sh

ee
t a

nd
 

sh
ou

t f
or

 a
ss

ist
an

ce
 to

 le
t fi

re
fig

ht
er

s 
kn

ow
 y

ou
 a

re
 th

er
e 

 
an

d 
ne

ed
 re

sc
ue

d.
• 

If 
th

e 
fir

e 
is 

ou
ts

id
e 

yo
ur

 fl
at

, s
ea

l y
ou

r f
ro

nt
 d

oo
r w

ith
 ta

pe
, 

da
m

p 
to

w
el

s 
or

 b
ed

di
ng

. 
• 

Cl
os

e 
an

y 
ve

nt
ila

to
rs

.
• 

Ph
on

e 
99

9,
 g

iv
in

g 
th

e 
nu

m
be

r o
f y

ou
r fl

at
.

• 
If 

yo
ur

 fr
on

t d
oo

r b
ec

om
es

 h
ot

, w
et

 it
 d

ow
n.

M
ak

e 
a 

fir
e 

pl
an

• 
Pl

an
 to

 m
ak

e 
on

e 
ro

om
 in

 y
ou

r h
om

e 
a 

‘sa
fe

 ro
om

’ i
n 

ca
se

 y
ou

 
ca

n’
t e

sc
ap

e.
 It

’s 
be

st
 if

 it
’s 

a 
ro

om
 w

ith
 a

 w
in

do
w

 a
nd

 a
 p

ho
ne

.
• 

If 
yo

u 
ar

e 
tr

ap
pe

d,
 g

o 
to

 th
e 

ba
lc

on
y 

or
 w

in
do

w
. W

ai
t f

or
 th

e 
fir

e 
an

d 
re

sc
ue

 s
er

vi
ce

s.
• 

If 
yo

u 
ar

e 
le

av
in

g 
yo

ur
 fl

at
, d

o 
no

t u
se

 th
e 

lif
t –

 g
o 

do
w

n 
th

e 
st

ai
rs

.
• 

Te
ll 

ev
er

yo
ne

 in
 y

ou
r h

om
e 

w
ha

t t
he

 e
sc

ap
e 

pl
an

 is
.

• 
Te

ll 
ev

er
yo

ne
 w

he
re

 th
e 

do
or

 k
ey

 is
.

• 
Pr

ac
tic

e 
w

ha
t y

ou
 w

ou
ld

 d
o 

if 
yo

u 
ha

d 
a 

re
al

 fi
re

.

G
en

er
al

 a
dv

ic
e

• 
N

ev
er

 u
se

 o
r s

to
re

 b
ot

tle
d 

ga
s 

cy
lin

de
rs

. 

• 
N

ev
er

 ta
m

pe
r w

ith
 w

at
er

 in
le

ts
 o

n 
la

nd
in

gs
. I

t c
ou

ld
 c

os
t 

liv
es

 if
 th

ey
 a

re
 n

ot
 w

or
ki

ng
 p

ro
pe

rly
 w

he
n 

th
er

e’
s 

a 
fir

e.
 

• 
If 

yo
u 

se
e 

a 
w

at
er

 in
le

t v
an

da
lis

ed
, r

ep
or

t i
t i

m
m

ed
ia

te
ly

  

to
 y

ou
r c

ar
et

ak
er

/c
on

ci
er

ge
 s

er
vi

ce
.

• 
O

ut
sid

e 
th

e 
bu

ild
in

g,
 ro

ad
s 

an
d 

ot
he

r a
re

as
 a

re
 d

es
ig

ne
d 

 

so
 th

at
 fi

re
 e

ng
in

es
 c

an
 g

et
 a

s 
ne

ar
 a

s 
po

ss
ib

le
. T

he
y 

m
us

t 

no
t b

e 
bl

oc
ke

d 
by

 p
ar

ke
d 

ve
hi

cl
es

.

• 
Ke

ep
 la

nd
in

gs
 a

nd
 o

th
er

 c
om

m
on

 a
re

as
 c

le
ar

. S
to

rin
g 

fu
rn

itu
re

, r
ub

bi
sh

, e
tc

, i
n 

th
es

e 
ar

ea
s 

ca
n 

po
se

 a
 s

er
io

us
 ri

sk
 

of
 fi

re
 a

nd
 m

ay
 h

in
de

r fi
re

fig
ht

er
s.

 If
 y

ou
 s

ee
 a

ny
 ru

bb
ish

 

et
c,

 p
le

as
e 

re
po

rt
 to

 y
ou

r c
on

ci
er

ge
/c

ar
et

ak
er

.

If 
yo

u 
fe

el
 y

ou
’d

 n
ee

d 
he

lp
 to

 le
av

e 
yo

ur
 h

om
e 

in
 th

e 
ev

en
t o

f a
 

fir
e,

 p
le

as
e 

in
fo

rm
 y

ou
r c

ar
et

ak
er

/c
on

ci
er

ge
 n

ow
. T

hi
s 

w
ill

 h
el

p 

th
e 

fir
e 

an
d 

re
sc

ue
 s

er
vi

ce
 if

 th
er

e 
is 

a 
fir

e.
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lo
ok

in
g 

af
te

r 
 

yo
ur

 e
st

at
e

P
er

m
is

si
on

s
Th

er
e 

ar
e 

ce
rt

ai
n 

th
in

gs
 th

at
 y

ou
 n

ee
d 

ou
r p

er
m

iss
io

n 
fo

r:

K
ee

pi
n

g 
a 

do
g

Yo
u 

m
ay

 k
ee

p 
a 

sm
al

l d
om

es
tic

 a
ni

m
al

 (f
or

 e
xa

m
pl

e,
 a

 c
at

, a
 

ha
m

st
er

 o
r a

 b
ud

gi
e)

 w
ith

ou
t g

et
tin

g 
ou

r p
er

m
iss

io
n.

 W
e 

w
ou

ld
 

on
ly

 n
ee

d 
to

 b
e 

in
vo

lv
ed

 if
 th

e 
an

im
al

s c
au

se
 a

 n
ui

sa
nc

e 
to

 o
th

er
 

pe
op

le
. 

D
ue

 to
 th

e 
D

an
ge

ro
us

 D
og

s A
ct

 1
99

1,
 y

ou
 n

ee
d 

ou
r p

er
m

iss
io

n 
if 

yo
u 

w
an

t t
o 

ha
ve

 a
 d

og
, e

ve
n 

if 
it 

is 
a 

do
g 

no
t c

ov
er

ed
 b

y 
th

e 
Ac

t. 
Pl

ea
se

 c
on

ta
ct

 u
s t

o 
fil

l i
n 

an
 a

pp
lic

at
io

n 
fo

rm
 to

 h
av

e 
a 

do
g.

 

If 
yo

u 
ha

ve
 p

ro
bl

em
s 

w
ith

 s
tr

ay
 d

og
s,

 c
on

ta
ct

 o
ur

 a
ni

m
al

 w
ar

de
n 

se
rv

ic
e 

on
 0

30
0 

30
0 

03
80

.

P
ut

 u
p 

a 
sa

te
lli

te
 d

is
h

If 
yo

u 
w

an
t t

o 
pu

t u
p 

a 
sa

te
lli

te
 d

ish
, y

ou
 m

us
t a

pp
ly

 to
 u

s.
  

Yo
u 

w
ill

 h
av

e 
to

 p
ro

vi
de

 p
ro

of
 o

f b
ui

ld
in

gs
 in

su
ra

nc
e 

an
d 

fil
l i

n 
 

an
 a

pp
lic

at
io

n 
fo

rm
 g

iv
in

g 
de

ta
ils

 o
f:

• 
th

e 
siz

e 
of

 th
e 

sa
te

lli
te

 d
ish

;
• 

w
he

re
 y

ou
 p

la
n 

to
 p

ut
 th

e 
di

sh
; a

nd
• 

ho
w

 y
ou

 w
ill

 fi
x 

th
e 

di
sh

 to
 th

e 
pr

op
er

ty
. 

W
e 

w
ill

 le
t y

ou
 k

no
w

 th
e 

re
su

lt 
of

 y
ou

r a
pp

lic
at

io
n 

w
ith

in
  

28
 d

ay
s.

 W
e 

m
ay

 re
m

ov
e 

an
y 

sa
te

lli
te

 d
ish

 w
hi

ch
 y

ou
 h

av
e 

pu
t  

up
 w

ith
ou

t p
er

m
iss

io
n.
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B
ui

ld
 a

 g
ar

ag
e 

or
 la

y 
a 

dr
iv

ew
ay

 (o
r 

bo
th

)

If 
yo

u 
w

an
t t

o 
bu

ild
 a

 g
ar

ag
e 

or
 la

y 
a 

dr
iv

ew
ay

 (o
r b

ot
h)

, y
ou

  
m

us
t g

et
 p

er
m

iss
io

n 
fr

om
 y

ou
r l

oc
al

 N
ei

gh
bo

ur
ho

od
 T

ea
m

 a
nd

 
fr

om
 o

ur
 P

la
nn

in
g 

se
ct

io
n.

 Y
ou

 w
ill

 h
av

e 
to

 p
ay

 a
 fe

e.

Pl
ea

se
 c

on
ta

ct
 u

s 
an

d 
w

e 
w

ill
 g

iv
e 

yo
u 

th
e 

ap
pl

ic
at

io
n 

fo
rm

s 
 

yo
u 

ne
ed

.

P
ut

 u
p 

a 
fe

n
ce

, h
ut

 o
r 

gr
ee

nh
ou

se

If 
yo

u 
w

an
t t

o 
pu

t u
p 

a 
fe

nc
e,

 h
ut

 o
r g

re
en

ho
us

e 
on

 y
ou

r p
ro

pe
rt

y,
 

pl
ea

se
 fi

ll 
in

 a
n 

ap
pl

ic
at

io
n 

fo
rm

 w
hi

ch
 y

ou
 c

an
 g

et
 fr

om
 th

e 
Cu

st
om

er
 S

er
vi

ce
 C

en
tr

e 
or

 y
ou

r l
oc

al
 N

ei
gh

bo
ur

ho
od

 T
ea

m
.

If 
yo

u 
ar

e 
no

t s
ur

e 
w

hi
ch

 a
re

a 
of

 g
ar

de
n 

yo
u 

ar
e 

re
sp

on
sib

le
 fo

r, 
 

as
k 

yo
ur

 h
ou

sin
g 

of
fic

er
.

A
n

ti
so

ci
al

 b
eh

av
io

ur

W
ha

t h
ap

pe
ns

 in
 a

nd
 a

ro
un

d 
yo

ur
 h

om
e 

ca
n 

af
fe

ct
 th

e 
qu

al
ity

 o
f 

lif
e 

w
ith

in
 y

ou
r n

ei
gh

bo
ur

ho
od

. Y
ou

 a
re

 li
vi

ng
 in

 a
 c

om
m

un
ity

 a
nd

 
yo

u 
sh

ou
ld

 c
on

sid
er

 y
ou

r n
ei

gh
bo

ur
s,

 a
s 

sh
ou

ld
 a

ny
 v

isi
to

r(
s)

 to
 

yo
ur

 h
om

e.
 

W
e 

w
ill

 h
ol

d 
yo

u 
re

sp
on

sib
le

 fo
r y

ou
r v

isi
to

rs
’ b

eh
av

io
ur

. T
he

 
go

od
-n

ei
gh

bo
ur

 a
gr

ee
m

en
t i

nc
lu

de
d 

in
 y

ou
r t

en
an

cy
 b

oo
kl

et
 s

ay
s 

th
at

 w
e 

w
ill

 d
o 

ev
er

yt
hi

ng
 p

os
sib

le
 to

 d
ea

l w
ith

 th
e 

pr
ob

le
m

 o
f 

an
tis

oc
ia

l b
eh

av
io

ur
, e

ff
ec

tiv
el

y 
an

d 
fir

m
ly

 b
ut

 in
 a

 fa
ir 

w
ay

. 

If 
yo

u 
ha

ve
 a

ny
 p

ro
bl

em
s 

w
ith

 y
ou

r n
ei

gh
bo

ur
s,

 c
al

l t
he

 fr
ee

ph
on

e 
An

tis
oc

ia
l B

eh
av

io
ur

 h
el

pl
in

e 
on

 0
30

0 
30

0 
03

80
.

A
ba

n
do

ni
ng

 y
ou

r 
h

om
e

Yo
u 

m
ay

 lo
se

 y
ou

r t
en

an
cy

 if
 y

ou
 d

o 
no

t p
er

m
an

en
tly

 li
ve

 in
  

yo
ur

 h
om

e.
 

If 
yo

ur
 h

om
e 

ap
pe

ar
s 

to
 b

e 
em

pt
y,

 o
r i

f w
e 

be
lie

ve
 th

at
 y

ou
 a

re
  

no
 lo

ng
er

 u
sin

g 
th

e 
pr

op
er

ty
 a

s 
yo

ur
 h

om
e,

 w
e 

ca
n 

se
rv

e 
a 

no
tic

e 
w

hi
ch

 a
llo

w
s 

us
 to

 le
ga

lly
 c

la
im

 th
e 

pr
op

er
ty

 b
ac

k.
 If

 y
ou

 d
o 

no
t 

re
sp

on
d 

to
 th

e 
no

tic
e 

w
ith

in
 2

8 
da

ys
 g

iv
in

g 
th

e 
re

as
on

 w
hy

 y
ou

 a
re

 
no

t s
ta

yi
ng

 in
 y

ou
r h

om
e,

 w
e 

w
ill

 ta
ke

 a
ct

io
n 

to
 e

nd
 y

ou
r t

en
an

cy
.

W
as

te
 a

n
d 

re
cy

cl
in

g
Yo

ur
 n

or
m

al
 h

ou
se

ho
ld

 w
as

te
 is

 c
ol

le
ct

ed
 in

 y
ou

r g
re

y 
bi

n 
on

e 
w

ee
k 

an
d 

al
l y

ou
r r

ec
yc

la
bl

e 
w

as
te

 in
 y

ou
r b

lu
e 

bi
n 

th
e 

ne
xt

 w
ee

k.
 

G
la

ss
 is

 c
ol

le
ct

ed
 e

ve
ry

 fo
ur

 w
ee

ks
 in

 th
e 

gr
ee

n 
an

d 
bl

ue
 b

ox
es

 
th

at
 w

er
e 

pr
ev

io
us

ly
 u

se
d 

fo
r r

ec
yc

lin
g.

 

Yo
ur

 b
in

 m
us

t b
e 

pr
es

en
te

d 
fo

r c
ol

le
ct

io
n 

be
fo

re
 7

am
 o

n 
th

e 
co

lle
ct

io
n 

da
y 

an
d 

re
tu

rn
ed

 to
 it

s 
st

or
ag

e 
po

in
t a

s 
so

on
 a

s 
po

ss
ib

le
 

af
te

r c
ol

le
ct

io
n.

 

W
he

n 
yo

u 
pu

t y
ou

r b
in

 o
ut

 fo
r u

s 
to

 c
ol

le
ct

, d
on

’t 
bl

oc
k 

th
e 

fo
ot

pa
th

s.
 A

lw
ay

s 
le

av
e 

ro
om

 fo
r p

eo
pl

e,
 p

ra
m

s 
an

d 
w

he
el

ch
ai

rs
  

to
 g

et
 p

as
t.

If 
yo

u 
ha

ve
 la

rg
e,

 b
ul

ky
 it

em
s 

to
 d

isp
os

e 
of

, y
ou

 c
an

 u
se

 o
ne

 o
f t

he
 

H
ou

se
ho

ld
 W

as
te

 a
nd

 R
ec

yc
lin

g 
Ce

nt
re

s 
th

ro
ug

ho
ut

 R
en

fr
ew

sh
ire

. 
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Al
te

rn
at

iv
el

y,
 th

e 
sp

ec
ia

l u
pl

ift
 se

rv
ic

e 
ca

n 
co

lle
ct

 b
ul

ky
 o

r a
w

kw
ar

d 
ite

m
s h

ou
se

ho
ld

er
s a

re
 u

na
bl

e 
to

 d
ea

l w
ith

 th
em

se
lv

es
. T

en
an

ts
  

ar
e 

lim
ite

d 
to

 a
 m

ax
im

um
 o

f t
w

o 
sp

ec
ia

l u
pl

ift
s p

er
 y

ea
r. 

If 
an

y 
ad

di
tio

na
l u

pl
ift

s a
re

 re
qu

es
te

d,
 th

ey
 w

ill
 b

e 
ch

ar
ge

d 
at

 c
ur

re
nt

 ra
te

s.

Yo
u 

ca
n 

ge
t m

or
e 

in
fo

rm
at

io
n 

on
 sp

ec
ia

l u
pl

ift
s o

n 
03

00
 3

00
 0

30
0 

an
d 

m
or

e 
in

fo
rm

at
io

n 
on

 th
e 

re
cy

cl
in

g 
se

rv
ic

e 
on

 0
30

0 
30

0 
03

80
.

U
si

ng
 t

h
e 

dr
yi

ng
 a

re
a

Yo
u 

m
ay

 h
av

e 
a 

lo
ca

l a
gr

ee
m

en
t w

ith
 y

ou
r n

ei
gh

bo
ur

s 
ab

ou
t u

sin
g 

th
e 

dr
yi

ng
 a

re
a 

in
 th

e 
ga

rd
en

. B
ut

 if
 y

ou
 d

on
’t,

 y
ou

 s
ho

ul
d 

us
e 

th
is 

ro
ta

. I
f y

ou
 h

av
e 

a 
pr

ob
le

m
 w

ith
 th

is,
 p

le
as

e 
co

nt
ac

t y
ou

r h
ou

sin
g 

of
fic

er
.

A
 te

na
nt

 o
f a

 c
ot

ta
ge

-t
yp

e 
pr

op
er

ty
 w

it
h 

th
re

e 
dr

yi
ng

 p
ol

es
 

ha
s 

fu
ll 

us
e 

of
 t

he
se

 p
ol

es
 o

n 
an

y 
da

y.

TW
O

 T
EN

AN
TS

 S
H

AR
IN

G
 A

 D
RY

IN
G

 A
RE

A 
 

(T
w

o 
da

ys
 p

er
 w

ee
k)

M
on

da
y 

an
d 

Tu
es

da
y

G
ro

un
d 

Fl
at

 o
r l

ow
es

t n
um

be
re

d 
co

tt
ag

e
W

ed
ne

sd
ay

 a
nd

 
Th

ur
sd

ay
U

ps
ta

irs
 fl

at
 o

f h
ig

he
r n

um
be

re
d 

co
tt

ag
e

Fr
id

ay
By

 a
rr

an
ge

m
en

t b
et

w
ee

n 
te

na
nt

s

TH
RE

E 
TE

N
AN

TS
 S

H
AR

IN
G

 A
 D

RY
IN

G
 A

RE
A 

 
(O

ne
 D

ay
 p

er
 w

ee
k)

 
M

on
da

y
G

ro
un

d 
flo

or
 

 
Tu

es
da

y
Fi

rs
t-

flo
or

 fl
at

W
ed

ne
sd

ay
Se

co
nd

-fl
oo

r fl
at

Th
ur

sd
ay

 a
nd

 F
rid

ay
 

By
 a

rr
an

ge
m

en
t b

et
w

ee
n 

te
na

nt
s

FO
U

R 
TE

N
AN

TS
 S

H
AR

IN
G

 A
 D

RY
IN

G
 A

RE
A 

 
(O

ne
 d

ay
 p

er
 w

ee
k)

 
M

on
da

y
G

ro
un

d 
fla

t t
o 

Le
ft

 
Tu

es
da

y
G

ro
un

d 
fla

t t
o 

Ri
gh

t 
W

ed
ne

sd
ay

Fi
rs

t-
flo

or
 fl

at
 to

 L
ef

t 
Th

ur
sd

ay
Fi

rs
t-

flo
or

 fl
at

 to
 R

ig
ht

 
Fr

id
ay

By
 a

rr
an

ge
m

en
t b

et
w

ee
n 

te
na

nt
s

P
es

t 
co

n
tr

ol
N

or
m

al
ly

, w
e 

ex
pe

ct
 y

ou
 to

 d
ea

l w
ith

 e
ve

ry
da

y 
in

se
ct

s,
 fo

r 
ex

am
pl

e,
 fl

ie
s,

 g
ar

de
n 

in
se

ct
s 

an
d 

th
e 

oc
ca

sio
na

l w
as

p.
 

Yo
u 

ca
n 

co
nt

ac
t E

nv
iro

nm
en

ta
l S

er
vi

ce
s 

on
 0

30
0 

30
0 

03
80

  
or

 u
se

 th
e 

on
lin

e 
fo

rm
 o

n 
ou

r w
eb

sit
e 

if 
yo

ur
 h

ou
se

 is
 in

fe
st

ed
 

w
ith

 la
rd

er
 b

ee
tle

s,
 fl

ea
s,

 b
ed

bu
gs

 o
r c

oc
kr

oa
ch

es
.  

Th
e 

de
pa

rt
m

en
t c

an
 a

ls
o 

de
al

 w
ith

 w
as

ps
 n

es
ts

 in
 o

r n
ea

r  
yo

ur
 h

om
e,

 b
ut

 y
ou

 w
ill

 n
or

m
al

ly
 b

e 
ch

ar
ge

d 
fo

r t
hi

s 
se

rv
ic

e.
 

Yo
u 

ca
n 

al
so

 c
on

ta
ct

 th
e 

de
pa

rt
m

en
t i

f y
ou

r h
ou

se
 is

 in
fe

st
ed

 
w

ith
 m

ic
e 

or
 ra

ts
.
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SI
X 

TE
N

AN
TS

 U
SI

N
G

 O
N

E 
D

RY
IN

G
 A

RE
A 

 
(O

ne
 d

ay
 p

er
 fo

rt
ni

gh
t)
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This document can be made available  
in braille, large print or audio.

A summary is also available in these languages on request:

0300 300 0222

Ren Repairs 

If you have a smartphone or tablet, Ren Repairs is a new app you 
can download which lets you report any housing repairs.
Available for Apple or Android, it lets you do a number of different 
things:

• report repairs needed to windows, doors, heating and water 
systems;

• attach a photograph showing the extent of the damage;

• book appointments for annual gas servicing and more.

To download the app, go to the Apple or Android app store and 
search for ‘Renfrewshire Council’.
Ren Repairs should only be used for routine repairs. Emergency 
repairs should be reported on 0300 300 0300.
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e 

at
te

nd
ed

 to
 a

nd
 m

ad
e 

sa
fe

 w
ith

in
 o

ne
 

da
y 

of
 b

ei
ng

 re
po

rt
ed

 a
nd

, w
he

re
 p

os
sib

le
, w

e 
w

ill
 c

ar
ry

 o
ut

 th
e 

fu
ll 

re
pa

ir.
 

If 
th

is 
is 

no
t p

os
sib

le
, w

e 
m

ay
 c

ar
ry

 o
ut

 te
m

po
ra

ry
 re

pa
irs

 
im

m
ed

ia
te

ly
 to

 m
ak

e 
th

e 
sit

ua
tio

n 
sa

fe
, a

nd
 th

en
 re

tu
rn

 to
 

co
m

pl
et

e 
th

e 
re

pa
ir.

U
rg

en
t 

re
pa

ir
s 

Th
es

e 
ar

e 
re

pa
irs

 w
hi

ch
 a

re
 n

ot
 e

m
er

ge
nc

ie
s,

 b
ut

 w
hi

ch
 n

ee
d 

to
  

be
 c

ar
rie

d 
ou

t q
ui

ck
ly

 to
 p

re
ve

nt
 m

or
e 

da
m

ag
e 

to
 y

ou
r h

om
e 

eg
 

m
in

or
 le

ak
s 

an
d 

ov
er

flo
w

s,
 d

am
ag

ed
 fl

oo
rin

g 
or

 fa
ul

ty
 s

ho
w

er
s.

 

U
rg

en
t r

ep
ai

rs
 w

ill
 b

e 
ca

rr
ie

d 
ou

t w
ith

in
 5

 w
or

ki
ng

 d
ay

s 
of

 b
ei

ng
 

re
po

rt
ed

. 
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A
pp

oi
n

ta
bl

e 
re

pa
ir

s 

Th
es

e 
ar

e 
ev

er
yd

ay
 re

pa
irs

 w
hi

ch
 a

re
 re

qu
ire

d 
as

 a
 re

su
lt 

of
 n

or
m

al
 

w
ea

r a
nd

 te
ar

 to
 a

 p
ro

pe
rt

y.
 

Ap
po

in
ta

bl
e 

re
pa

irs
 w

ill
 b

e 
ca

rr
ie

d 
ou

t w
ith

in
 1

5 
w

or
ki

ng
 d

ay
s 

of
 

be
in

g 
re

po
rt

ed
. 

Pr
og

ra
m

m
ed

 r
ep

ai
rs

 

Th
es

e 
ar

e 
ge

ne
ra

lly
 n

on
-u

rg
en

t, 
ge

ne
ra

l m
ai

nt
en

an
ce

 re
pa

irs
 a

nd
 

m
an

y 
of

 th
es

e 
jo

bs
 w

ill
 in

vo
lv

e 
re

ne
w

in
g 

ite
m

s,
 w

or
ki

ng
 a

t h
ei

gh
t 

or
 c

om
m

on
 re

pa
irs

 in
vo

lv
in

g 
ow

ne
rs

.

So
m

et
im

es
 it

 is
 b

et
te

r t
o 

ca
rr

y 
ou

t r
ep

ai
rs

 (p
ar

tic
ul

ar
ly

 la
rg

er
 s

ca
le

 
re

pa
irs

) o
n 

a 
pr

og
ra

m
m

ed
 b

as
is 

ra
th

er
 th

an
 c

ar
ry

in
g 

ou
t i

nd
iv

id
ua

l 
re

sp
on

siv
e 

re
pa

irs
.

W
e 

w
ill

 in
sp

ec
t a

ll 
jo

bs
 w

hi
ch

 fa
ll 

in
to

 th
is 

ca
te

go
ry

 b
ef

or
e 

w
e 

pr
og

ra
m

m
e 

th
e 

w
or

k.
 T

he
 le

ng
th

 o
f t

im
e 

to
 c

om
pl

et
e 

pr
og

ra
m

m
ed

 re
pa

irs
 d

ep
en

ds
 o

n 
th

e 
vo

lu
m

e 
an

d 
ty

pe
 o

f w
or

k 
re

qu
ire

d,
 b

ut
 g

en
er

al
ly

 w
e 

w
ou

ld
 h

op
e 

to
 c

om
pl

et
e 

th
es

e 
w

or
ks

 
w

ith
in

 a
pp

ro
xi

m
at

el
y 

th
re

e 
m

on
th

s.

Fo
r m

or
e 

in
fo

rm
at

io
n 

on
 d

iff
er

en
t t

yp
es

 o
f r

ep
ai

rs
, v

isi
t u

s 
on

lin
e 

 
at

 w
w

w
.r

en
fr

ew
sh

ire
.g

ov
.u

k

Yo
ur

 R
ig

h
t 

to
 R

ep
ai

r 
Th

e 
H

ou
sin

g 
(S

co
tla

nd
) A

ct
 2

00
1 

gi
ve

s 
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u,
 a

s 
a 

te
na

nt
, t

he
 ri

gh
t t

o 
ha

ve
 s

m
al

l u
rg

en
t r

ep
ai

rs
 c

ar
rie

d 
ou

t w
ith

in
 a

 g
iv

en
 ti

m
es

ca
le

. T
hi

s 
is 

ca
lle

d 
th

e 
Ri

gh
t t

o 
Re

pa
ir.

 T
he

 R
ig

ht
 to

 R
ep

ai
r s

ch
em

e 
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ve
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 c
er

ta
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re

pa
irs
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p 
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 th

e 
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e 
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0 
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if 

w
e 

do
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ot
 c

ar
ry

 o
ut

 th
e 

re
pa

ir 
w

ith
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e 

se
t t
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es
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, y
ou
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ay

 b
e 

en
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le
d 

to
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om
pe

ns
at

io
n.
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ua
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r t
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ig

ht
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 R
ep

ai
r s

ch
em

e,
 th

e 
re

pa
ir 
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• 
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n 

es
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ed
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ue
 o

f l
es

s 
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 a
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• 
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ud
ed
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e 
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bl
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lo

w
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Re
pa

irs
 c
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er

ed
 b

y 
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e 
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he
m

e’
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If 
w

e 
do

 n
ot

 s
ta

rt
 th

e 
re

pa
ir 

w
ith
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 th

e 
se

t t
im
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le
 y

ou
 h

av
e 
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e 
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ht
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 a

rr
an
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r a
n 

al
te

rn
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e 
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nt

ra
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 o
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ve
d 

lis
t o
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co
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 c
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ry
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ut
 th
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pa
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 c
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tr
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t o
n 
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e 
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l’s
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w

e 
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 c
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ir 

w
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 th
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m
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e 
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 b
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le
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 c
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 w
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 b
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r d
ay

 fo
r e
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 d
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 m
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Ri
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pa
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 a

pp
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:
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pa
ir 
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s 

an
 e
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 o
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0 
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 m
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e
• 
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e 
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 b
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n 
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a 
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. d
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e 
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m
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• 
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e 
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pa
ir 
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d 
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 c
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w
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r c
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re
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ir 
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 C
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m
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 b
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 re
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e 

Sc
ot

tis
h 

G
ov

er
nm

en
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w
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h
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e
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w
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 d
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 c
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ir 
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rt
ed

 o
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e 

w
ou
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e 
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w
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 d
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t p
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 b
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 p
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 p
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 p
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, d
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U
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nt
 le
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or
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di
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 c
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Lo
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as

 s
up

pl
y

1

Lo
ss

 o
r p
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l l
os
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of
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ot
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w
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at
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is 
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To
ile

t n
ot

 fl
us
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ng

 w
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e 
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no

 o
th

er
 to

ile
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n 
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e 
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e

1

U
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e 
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w

er
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r l
ig
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r e
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g

1

W
at
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lo
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l l
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s 
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e 
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 d
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ac
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d 
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 o
r h
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d 
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3

U
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af
e 
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r fl
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rin
g 
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 s

ta
ir 

tr
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ds
3

M
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ca
l e

xt
ra

ct
or

 fa
n 

in
 in

te
rn

al
 k

itc
he

n 
or

 
ba

th
ro

om
 n

ot
 w

or
ki

ng
 a
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 n

o 
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rn
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iv

e 
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nt
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W
ill

 I 
ha

ve
 t

o 
pa

y 
fo

r 
an

y 
re

pa
ir

s?
Yo

u 
ar

e 
re

sp
on

sib
le

 fo
r a

ny
 d

am
ag

e 
th

at
 y

ou
, y

ou
r f

am
ily

 o
r v

isi
to

rs
 

to
 y

ou
r h

om
e 

ha
ve

 c
au

se
d.

 

If 
w

e 
ca

rr
y 

ou
t a

 re
pa

ir 
fo

r s
uc

h 
da

m
ag

e 
yo

u 
w

ill
 b

e 
as

ke
d 

to
 p

ay
 

fo
r i

t. 
W

e 
w

ill
 g

iv
e 

yo
u 

an
 e

st
im

at
e 

fo
r t

he
 re

pa
ir,

 in
cl

ud
in

g 
an

 
ad

m
in

ist
ra

tio
n 

ch
ar

ge
. 

If 
yo

u 
be

lie
ve

 th
e 

da
m

ag
e 

w
as

 c
au

se
d 

by
 v

an
da

lis
m

, y
ou

 m
us

t 
re

po
rt

 th
e 

m
at

te
r t

o 
th

e 
po

lic
e 

an
d 

ge
t a

n 
in

ci
de

nt
 re

fe
re

nc
e 

nu
m

be
r. 

Yo
u 

w
ill

 b
e 

re
ch

ar
ge

d 
fo

r t
he

 c
os

t o
f t

he
 re

pa
ir;

 h
ow

ev
er

 
yo

u 
m

ay
 b

e 
ab

le
 to

 a
pp

ea
l a

ga
in

st
 th

e 
re

ch
ar

ge
 c

os
t o

n 
re

ce
ip

t o
f 

yo
ur

 in
vo

ic
e 

as
 p

er
 th

e 
Co

un
ci

l’s
 R

ec
ha

rg
ea

bl
e 

Re
pa

irs
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ol
ic

y.

W
he

n 
yo

u 
m

ov
e 

ou
t o

f y
ou

r p
ro

pe
rt

y,
 y

ou
 m

us
t:

• 
le

av
e 

th
e 

pr
op

er
ty

 in
 a

 c
le

an
 a

nd
 ti

dy
 c

on
di

tio
n;

• 
re

m
ov

e 
al

l y
ou

r b
el

on
gi

ng
s;

• 
re

m
ov

e 
al

l fl
oo

r c
ov

er
in

gs
 (u

nl
es

s 
ag

re
ed

 a
t y

ou
r p

re
-

te
rm

in
at

io
n 

in
sp

ec
tio

n)
;

• 
m

ak
e 

su
re

 d
ec

or
at

io
n 

in
sid

e 
th

e 
pr

op
er

ty
 is

 in
 a

  
re

as
on

ab
le

 c
on

di
tio

n;
• 

do
 a

ny
 re

pa
irs

 y
ou

 a
re

 re
sp

on
sib

le
 fo

r; 
an

d
• 

re
m

ov
e 

an
y 

fix
tu

re
s 

an
d 

fit
tin

gs
 y

ou
 h
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e 

in
st

al
le

d 
w

ith
ou

t 
ou

r p
er

m
iss

io
n 

an
d 

pu
t r

ig
ht

 a
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 d
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e.
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u 
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il 
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 le
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e 
th

e 
pr

op
er

ty
 in
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e 

re
qu

ire
d 
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nd
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 o
r a
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pa

irs
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ou
 c

ar
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 o
ut

 p
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r t
o 
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e 
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d 
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e 
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y 
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e 
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t o
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an
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ire
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il 
w
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 c
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 o
ut
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e 

w
or

k 
an

d 
yo

u 
w

ill
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e 
re

ch
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 c
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 p
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y 
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e 
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C
om

m
on

 r
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Re
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ili
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r r

ep
ai

rs
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ai
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en
an

ce
 o

f c
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m
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 a
re
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w
ith

in
 fl

at
s 
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ar
ed

 b
et

w
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n 
al

l t
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w

ne
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, i
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lu
di

ng
 th

e 
Co

un
ci

l. 

Co
m

m
on

 a
re

as
 in
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ud

e 
pa
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s 

su
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s 

ro
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er
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ut

te
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an

d 
cl

os
e 

an
d 
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r a
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 g
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-u
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en

t r
ep

ai
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e 
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 c
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m
on

 a
re
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, a
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ne
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e 
w
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e 
Te

ne
m

en
ts

 (S
co

tla
nd

) A
ct

 2
00

4.
 

W
he

re
 c
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ra
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 p
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 p
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 c
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re
 th

e 
Co

un
ci

l i
s 

no
t t

he
 m

aj
or

ity
 

ow
ne

r i
n 

th
e 

bu
ild

in
g.

Fo
r m

or
e 

in
fo

rm
at

io
n 

on
 c

om
m

on
 re

pa
irs

, v
isi

t u
s 

on
lin

e 
at

  
w

w
w

.r
en

fr
ew

sh
ire

.g
ov

.u
k

G
as

 s
af

et
y 

ch
ec

ks
By

 la
w

, t
he

 C
ou

nc
il 

is 
re

sp
on

sib
le

 fo
r c

ar
ry

in
g 

ou
t a

nn
ua

l g
as

 
se

rv
ic

es
 a

nd
 o

th
er

 s
af

et
y 

ch
ec

ks
. A

s 
yo

ur
 la

nd
lo

rd
, w

e 
ha

ve
 a

 le
ga

l 
ob

lig
at

io
n 

to
 e

ns
ur

e 
ou

r g
as

 a
pp

lia
nc

es
 (g

as
 fi

re
s 

or
 g

as
 c

en
tr

al
 

he
at

in
g 

in
st

al
le

d 
by

 u
s)

 a
nd

 fl
ue

s 
ar

e 
m

ai
nt

ai
ne

d 
in

 a
 s

af
e 

m
an

ne
r.

W
e 

se
rv

ic
e 

ou
r g

as
 a

pp
lia

nc
es

 e
ve

ry
 y

ea
r t

o 
ke

ep
 th

em
 in

 g
oo

d 
w

or
ki

ng
 o

rd
er

 a
nd

 s
af

e 
fo

r y
ou

r u
se

. U
ns

af
e 

sy
st

em
s 

ar
e 

da
ng

er
ou

s 
an

d 
ca

n 
ha

ve
 p

ot
en

tia
lly

 fa
ta

l c
on

se
qu

en
ce

s,
 s

o 
it 

is 
ve

ry
 

im
po

rt
an

t t
ha

t y
ou

 a
llo

w
 u

s 
ac

ce
ss

 to
 y

ou
r h

om
e.

Th
is 

is 
a 

le
ga

l r
eq

ui
re

m
en

t –
 y

ou
 m

us
t a

llo
w

 u
s 

re
as

on
ab

le
 a

cc
es

s 
 

to
 y

ou
r h

om
e 

so
 th

at
 w

e 
ca

n 
ca

rr
y 

ou
t t

he
se

 e
ss

en
tia

l c
he

ck
s.

If 
yo

u 
do

n’
t a

llo
w

 u
s a

cc
es

s, 
w

e 
w

ill
 h

av
e 

to
 a

rr
an

ge
 fo

r a
 fo

rc
ed

 
en

tr
y 

an
d 

yo
u 

w
ill

 h
av

e 
to

 p
ay

 a
ny

 c
os

ts
, s

uc
h 

as
 re

pa
irs

 to
 th

e 
do

or
.

If 
yo

u 
in

st
al

l a
 g

as
 h

ea
te

r o
r g

as
 w

at
er

-h
ea

tin
g 

ap
pl

ia
nc

e 
w

ith
 

w
rit

te
n 

pe
rm

iss
io

n,
 w

e 
w

ill
 m

ai
nt

ai
n 

an
d 

se
rv

ic
e 

it.
 G

as
 a

pp
lia

nc
es

 
w

ill
 b

ec
om

e 
th

e 
pr

op
er

ty
 o

f R
en

fr
ew

sh
ire

 C
ou

nc
il 

at
 th

e 
en

d 
of

 
yo

ur
 te

na
nc

y.
 If

 y
ou

 w
ish

 to
 ta

ke
 s

uc
h 

ap
pl

ia
nc

es
 w

ith
 y

ou
 a

t t
he

 
en

d 
of

 y
ou

r t
en

an
cy

, a
 s

ui
ta

bl
e,

 fi
t-

fo
r-

pu
rp

os
e 

he
at

in
g 

ap
pl

ia
nc

e 
m

us
t b

e 
le

ft
 in

 it
s 

pl
ac

e 
an

d 
pr

op
er

ly
 in

st
al

le
d 

by
 a

 G
as

 S
af

e 
re

gi
st

er
ed

 e
ng

in
ee

r.

W
he

n 
ca

rr
yi

ng
 o

ut
 g

as
 s

af
et

y 
ch

ec
ks

, w
e 

w
ill

 s
hu

t d
ow

n 
an

y 
un

sa
fe

 g
as

 a
pp

lia
nc

es
 th

at
 w

e 
ha

ve
 n

o 
re

sp
on

sib
ili

ty
 to

 m
ai

nt
ai

n.
 

A
sb

es
to

s 
in

 t
h

e 
h

om
e

W
ha

t 
is

 a
sb

es
to

s?

A
sb

es
to

s 
is 

a 
na

tu
ra

l m
in

er
al

 w
hi

ch
 is

 m
in

ed
 o

ut
 o

f t
he

 g
ro

un
d.

 In
 

th
e 

pa
st

, a
ft

er
 p

ro
ce

ss
in

g,
 m

os
t a

sb
es

to
s 

w
as

 m
ad

e 
in

to
 b

ui
ld

in
g 

m
at

er
ia

ls
 a

nd
 w

as
 u

se
d 

in
 b

ui
ld

in
g 

w
or

k 
fo

r m
an

y 
ye

ar
s,

 re
ac

hi
ng

 a
 

pe
ak

 d
ur

in
g 

th
e 

pe
rio

d 
af

te
r 1

94
5.

 W
e,

 a
lo

ng
 w

ith
 m

os
t o

th
er

 U
K 

lo
ca

l a
ut

ho
rit

ie
s,

 o
w

n 
m

an
y 

pr
op

er
tie

s 
w

ith
 b

ui
ld

in
gs

 w
hi

ch
 

co
nt

ai
n 

as
be

st
os

. A
ll 

as
be

st
os

 is
 p

ot
en

tia
lly

 v
er

y 
da

ng
er

ou
s.

 
H

ow
ev

er
, h

ea
lth

 ri
sk

s 
on

ly
 h

ap
pe

n 
if 

as
be

st
os

 fi
br

es
 a

re
 re

le
as

ed
 

w
he

n 
m

at
er

ia
ls

 c
on

ta
in

in
g 

as
be

st
os

 a
re

 d
am

ag
ed

 o
r d

ist
ur

be
d.

W
h

er
e 

m
ig

h
t 

I fi
n

d 
as

be
st

os
 in

 m
y 

h
om

e?

Yo
u 

w
ill

 fi
nd

 a
sb

es
to

s 
m

os
t c

om
m

on
ly

 in
 s

om
e,

 b
ut

 n
ot

 a
ll,

 o
f t

he
 

fo
llo

w
in

g 
m

at
er

ia
ls

:
• 

D
ec

or
at

iv
e 

te
xt

ur
ed

 c
oa

tin
gs

 a
nd

 p
ai

nt
s 

ap
pl

ie
d 

to
 w

al
ls

  
an

d 
ce

ili
ng

s
• 

Fl
oo

r t
ile

s
• 

H
ea

tin
g 

an
d 

ve
nt

ila
tio

n 
flu

es
 a

nd
 p

ar
ts

 o
f h

ea
te

rs
• 

To
ile

t c
ist

er
ns

• 
Ba

th
 p

an
el

s
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• 
O

ld
 e

le
ct

ric
al

 fu
se

 b
ox

es
• 

Ac
ce

ss
 p

an
el

s 
to

 s
er

vi
ce

 d
uc

ts
• 

Sc
re

en
 p

an
el

s 
un

de
r w

in
do

w
s,

 fa
sc

ia
 b

oa
rd

s,
 s

of
fit

s,
 ro

of
 ti

le
s,

 
ra

in
w

at
er

 g
ut

te
rs

 a
nd

 p
ip

es
• 

W
at

er
 s

to
ra

ge
 ta

nk
s

Pl
ea

se
 r

em
em

be
r

Bu
ild

in
g 

m
at

er
ia

ls
 in

 h
ou

se
s 

w
hi

ch
 c

on
ta

in
 a

sb
es

to
s,

 b
ut

 w
hi

ch
 a

re
 

in
 g

oo
d 

co
nd

iti
on

, w
ill

 n
ot

 b
e 

a 
ris

k 
to

 a
ny

on
e 

liv
in

g 
in

 th
e 

pr
op

er
ty

 
an

d 
ar

e 
be

st
 le

ft
 u

nd
ist

ur
be

d 
ra

th
er

 th
an

 b
ei

ng
 re

m
ov

ed
. A

sb
es

to
s 

w
hi

ch
 h

as
 b

ee
n 

pa
in

te
d,

 c
ov

er
ed

 b
y 

ot
he

r m
at

er
ia

ls
 o

r e
nc

lo
se

d 
in

 
du

ct
s,

 fo
r e

xa
m

pl
e,

 in
 c

up
bo

ar
ds

, a
ls

o 
sh

ou
ld

 n
ot

 b
e 

a 
ris

k.

W
ha

t 
ca

n
 I 

do
 t

o 
h

el
p?

If 
yo

u 
kn

ow
 th

er
e 

is 
da

m
ag

ed
 a

sb
es

to
s 

in
 y

ou
r h

om
e 

or
 y

ou
 a

re
 

pl
an

ni
ng

 D
IY

 o
r m

ai
nt

en
an

ce
 w

or
k 

w
hi

ch
 c

ou
ld

 in
vo

lv
e 

w
or

ki
ng

 
w

ith
 b

ui
ld

in
g 

m
at

er
ia

l c
on

ta
in

in
g 

as
be

st
os

, c
on

ta
ct

 th
e 

H
ou

sin
g 

Re
pa

irs
 L

in
e 

on
 0

30
0 

30
0 

03
00

. Y
ou

 c
an

 a
rr

an
ge

 a
n 

ap
po

in
tm

en
t 

fo
r a

 te
ch

ni
ca

l o
ffi

ce
r t

o 
vi

sit
 y

ou
. W

e 
m

ay
 a

rr
an

ge
 fo

r a
 s

am
pl

e 
of

 
su

sp
ec

te
d 

m
at

er
ia

l t
o 

be
 ta

ke
n 

fo
r a

na
ly

sis
 a

nd
 w

ill
 g

iv
e 

yo
u 

ad
vi

ce
 

on
 w

ha
t a

ct
io

n,
 if

 a
ny

, y
ou

 n
ee

d 
to

 ta
ke

.

H
om

e 
sa

fe
ty

W
e 

do
 n

ot
 in

su
re

 th
e 

co
nt

en
ts

 o
f y

ou
r h

ou
se

 o
r y

ou
r p

er
so

na
l 

po
ss

es
sio

ns
. 

W
e 

re
co

m
m

en
d 

th
at

 y
ou

 in
su

re
 y

ou
r p

os
se

ss
io

ns
 a

ga
in

st
 lo

ss
  

by
 fi

re
, fl

oo
d,

 th
ef

t a
nd

 a
cc

id
en

t. 

Fr
om

 a
s 

lit
tle

 a
s 

75
p 

pe
r w

ee
k,

 w
e 

ca
n 

of
fe

r h
om

e 
co

nt
en

ts
 

in
su

ra
nc

e 
fo

r a
 s

m
al

l a
dd

iti
on

al
 c

ha
rg

e 
on

 y
ou

r r
en

t. 

If 
yo

u 
w

ou
ld

 li
ke

 to
 jo

in
 o

ur
 in

su
ra

nc
e 

sc
he

m
e,

 c
al

l i
nt

o 
an

y 
 

of
 o

ur
 n

ei
gh

bo
ur

ho
od

 o
ffi

ce
s 

or
 fi

ll 
in

 a
n 

on
lin

e 
fo

rm
 a

t  
w

w
w

.r
en

fr
ew

sh
ire

.g
ov

.u
k

O
ur

 s
ta

ff
Al

l B
ui

ld
in

g 
Se

rv
ic

es
 e

m
pl

oy
ee

s 
an

d 
w

or
ke

rs
 e

m
pl

oy
ed

 b
y 

ou
r 

co
nt

ra
ct

or
s 

ca
rr

y 
an

 id
en

tifi
ca

tio
n 

ca
rd

. 

Be
fo

re
 y

ou
 le

t a
ny

on
e 

in
to

 y
ou

r h
om

e,
 y

ou
 s

ho
ul

d 
as

k 
to

 s
ee

  

th
ei

r i
de

nt
ity

 c
ar

d.

If 
yo

u 
ar

e 
un

su
re

 a
bo

ut
 a

ny
on

e 
re

qu
es

tin
g 

ac
ce

ss
 to

 y
ou

r 

ho
m

e,
 p

le
as

e 
co

nt
ac

t u
s 

on
 0

30
0 

30
0 

03
00

 b
ef

or
e 

al
lo

w
in

g 

th
em

 in
to

 y
ou

r p
ro

pe
rt

y.

O
ur

 s
ta

ff
 w

ill
 a

lw
ay

s 
co

nd
uc

t t
he

m
se

lv
es

 in
 a

 p
ro

fe
ss

io
na

l, 

qu
ie

t a
nd

 o
rd

er
ly

 m
an

ne
r a

nd
 tr

y 
to

 m
in

im
ise

 d
isr

up
tio

n 
an

d 

m
es

s.

W
e 

ha
ve

 d
ev

el
op

ed
 a

 C
us

to
m

er
 R

es
pe

ct
 S

ta
te

m
en

t w
hi

ch
 a

ll 

Bu
ild

in
g 

Se
rv

ic
es

 e
m

pl
oy

ee
s 

ad
he

re
 to

. T
hi

s 
is 

av
ai

la
bl

e 
on

lin
e  

at
 w

w
w

.r
en

fr
ew

sh
ire

.g
ov

.u
k
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C
us

to
m

er
 s

at
is

fa
ct

io
n

W
e 

ar
e 

co
m

m
itt

ed
 to

 p
ro

vi
di

ng
 a

 q
ua

lit
y 

re
pa

irs
 s

er
vi

ce
 a

nd
 w

an
t 

to
 m

ak
e 

su
re

 y
ou

 a
re

 s
at

isfi
ed

 w
ith

 w
or

k 
ca

rr
ie

d 
ou

t i
n 

yo
ur

 h
om

e.
 

If 
ou

r s
er

vi
ce

 d
oe

s 
no

t m
ee

t t
he

 s
ta

nd
ar

d 
ex

pe
ct

ed
, i

t i
s 

im
po

rt
an

t 
th

at
 y

ou
 le

t u
s 

kn
ow

 a
s 

qu
ic

kl
y 

as
 p

os
sib

le
 s

o 
th

at
 w

e 
ca

n 
pu

t 
th

in
gs

 ri
gh

t.

If,
 fo

r a
ny

 re
as

on
, y

ou
 a

re
 n

ot
 s

at
isfi

ed
 w

ith
 th

e 
se

rv
ic

e 
yo

u 
ha

ve
 

re
ce

iv
ed

, y
ou

 c
an

 le
t u

s 
kn

ow
 th

ro
ug

h 
an

y 
of

 th
e 

m
et

ho
ds

 v
ia

 
w

hi
ch

 re
pa

irs
 c

an
 b

e 
re

po
rt

ed
. W

e 
ca

n 
no

rm
al

ly
 s

ol
ve

 p
ro

bl
em

s 
qu

ic
kl

y 
an

d 
ea

sil
y 

at
 th

is 
st

ag
e.

 

H
ow

ev
er

, i
f y

ou
 a

re
 s

til
l u

nh
ap

py
 w

ith
 o

ur
 s

er
vi

ce
, y

ou
 c

an
 m

ak
e 

 
a 

fo
rm

al
 c

om
pl

ai
nt

 b
y 

co
m

pl
et

in
g 

th
e 

on
lin

e 
co

m
pl

ai
nt

s 
fo

rm
 

av
ai

la
bl

e 
at

 w
w

w
.r

en
fr

ew
sh

ire
.g

ov
.u

k

O
ur

 C
us

to
m

er
 S

er
vi

ce
 T

ea
m

 w
ill

 in
ve

st
ig

at
e 

yo
ur

 c
om

pl
ai

nt
 a

nd
, 

w
he

re
 a

pp
ro

pr
ia

te
, c

or
re

ct
 th

e 
pr

ob
le

m
 a

nd
 ta

ke
 s

te
ps

 to
 m

ak
e 

su
re

 it
 d

oe
s 

no
t h

ap
pe

n 
ag

ai
n.

 W
e 

w
ill

 a
ls

o 
le

t y
ou

 k
no

w
 th

e 
ou

tc
om

e 
of

 y
ou

r c
om

pl
ai

nt
.

 

ha
nd

y 
 

hi
nt

s



19
18

G
as

If 
yo

u 
su

sp
ec

t y
ou

 h
av

e 
a 

ga
s 

le
ak

, y
ou

 s
ho

ul
d 

co
nt

ac
t T

R
A

N
SC

O
,  

th
e 

na
tio

na
l g

as
 e

m
er

ge
nc

y 
se

rv
ic

e 
on

 0
80

0 
11

1 
99

9 
an

d 
ta

ke
 th

e 
fo

llo
w

in
g 

st
ep

s:
 T

ur
n 

of
f t

he
 g

as
 s

up
pl

y 
at

 th
e 

m
et

er
. T

ur
n 

th
e 

ha
nd

le
 a

t t
he

 
m

et
er

 to
 th

e 
ho

riz
on

ta
l p

os
iti

on
 to

 tu
rn

 it
 o

ff.
 

O
pe

n 
al

l w
in

do
w

s 
an

d 
do

or
s 

to
 a

llo
w

 a
ny

 g
as

 to
 e

sc
ap

e
 

D
o 

no
t u

se
 a

ny
 n

ak
ed

 fl
am

es
 

D
o 

no
t t

ur
n 

an
y 

so
ck

et
s 

or
 li

gh
ts

 o
n 

or
 o

ff

If 
yo

u 
ha

ve
 n

o 
ga

s 
or

 h
av

e 
hi

gh
 o

r l
ow

 p
re

ss
ur

e,
 p

ho
ne

 th
e 

N
at

io
na

l G
as

 E
m

er
ge

nc
y 

Se
rv

ic
e 

on
 0

80
0 

11
1 

99
9.

N
o 

he
at

in
g 

or
 

ho
t w

at
er

Ch
ec

k 
th

e 
pi

lo
t l

ig
ht

 h
as

 n
ot

 g
on

e 
ou

t

Ch
ec

k 
th

e 
tim

er
 is

 s
et

 c
or

re
ct

ly

Ch
ec

k 
th

e 
iso

la
tio

n 
sw

itc
h

Pi
lo

t l
ig

ht
 h

as
 

go
ne

 o
ut

Pr
es

s 
th

e 
re

se
t b

ut
to

n 
on

 th
e 

bo
ile

r

Ra
di

at
or

s 
ar

e 
no

t v
er

y 
ho

t 
Ch

ec
k 

th
e 

tim
er

 is
 s

et
 c

or
re

ct
ly

O
th

er
Ca

ll 
th

e 
H

ou
sin

g 
Re

pa
irs

 L
in

e 
on

  
03

00
 3

00
 0

30
0

El
ec

tr
ic

it
y

If 
yo

u 
ha

ve
 n

o 
el

ec
tr

ic
ity

 to
 a

ll 
or

 p
ar

t o
f y

ou
r p

ro
pe

rt
y,

 th
e 

fir
st

 
th

in
g 

yo
u 

sh
ou

ld
 d

o 
is 

ch
ec

k 
th

e 
tr

ip
 s

w
itc

h.

Th
is 

ca
n 

so
m

et
im

es
 h

ap
pe

n 
w

he
n 

th
er

e 
is 

a 
pr

ob
le

m
 w

ith
 y

ou
r 

el
ec

tr
ic

s 
an

d 
a 

sw
itc

h 
is 

tr
ip

pe
d 

to
 b

re
ak

 th
e 

ci
rc

ui
t.

Th
is 

ca
n 

ha
pp

en
 w

he
n:

• 
th

er
e 

ar
e 

to
o 

m
an

y 
ap

pl
ia

nc
es

 o
n 

a 
ci

rc
ui

t a
nd

 it
’s 

ov
er

lo
ad

ed
• 

an
 a

pp
lia

nc
e 

is 
fa

ul
ty

 o
r h

as
n’

t b
ee

n 
us

ed
 p

ro
pe

rly
• 

w
at

er
 h

as
 le

ak
ed

 in
to

 a
 c

irc
ui

t o
r h

as
 s

pi
lle

d 
on

to
 a

 p
lu

g
• 

a 
lig

ht
 b

ul
b 

ha
s 

bl
ow

n

Tr
ip

 s
w

itc
he

s
Th

e 
co

ns
um

er
 u

ni
t (

fu
se

 b
ox

) i
s 

ne
xt

 to
 y

ou
r 

el
ec

tr
ic

ity
 m

et
er

. I
f a

ny
 o

f t
he

 s
w

itc
he

s 
ar

e 
do

w
n,

 p
us

h 
th

em
 to

 th
e 

up
 p

os
iti

on
. (

Th
e 

m
ai

n 
sw

itc
h 

m
ay

 n
ee

d 
to

 b
e 

tu
rn

ed
 o

ff
 th

en
 o

n 
ag

ai
n 

to
 re

se
t t

he
 s

ys
te

m
).
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If
 t

hi
s 

do
es

n
’t

 fi
x 

th
e 

pr
ob

le
m

, y
ou

 s
h

ou
ld

 t
h

en
  

tr
y 

th
e 

fo
llo

w
in

g:

N
o 

el
ec

tr
ic

it
y 

(p
ow

er
 p

oi
nt

s 
an

d 
lig

ht
s)

 a
t a

ll

C
ar

d 
m

et
er

Th
e 

po
w

er
 w

ill
 b

e 
cu

t o
ff

 if
 y

ou
 d

o 
no

t h
av

e 
en

ou
gh

 c
re

di
t o

n 
yo

ur
 c

ar
d 

m
et

er
; y

ou
 w

ill
 

ne
ed

 to
 g

et
 m

or
e 

cr
ed

it 
to

 re
in

st
at

e 
th

e 
su

pp
ly

.
A

re
 y

ou
r 

ne
ig

hb
ou

rs
 

af
fe

ct
ed

?

(y
ou

 c
ou

ld
 a

ls
o 

ch
ec

k 
th

e 
st

ai
rw

el
l o

r 
co

m
m

un
al

 
ar

ea
s)

Ye
s 

– 
Ca

ll 
Sc

ot
tis

h 
Po

w
er

 o
n 

08
45

 2
72

 7
99

9

N
o 

– 
It 

is 
lik

el
y 

th
at

 th
e 

fa
ul

t s
ta

rt
s 

fr
om

  
in

sid
e 

yo
ur

 h
om

e,
 c

al
l t

he
 H

ou
sin

g 
Re

pa
ir 

Li
ne

 
on

 0
30

0 
30

0 
03

00
 s

ta
tin

g 
th

at
 y

ou
 h

av
e 

no
 

el
ec

tr
ic

ity
 a

t a
ll.

 A
n 

em
er

ge
nc

y 
el

ec
tr

ic
ia

n 
w

ill
 

co
m

e 
an

d 
in

ve
st

ig
at

e 
th

e 
pr

ob
le

m
 fu

rt
he

r.

N
o 

el
ec

tr
ic

it
y 

(p
ow

er
 p

oi
nt

s 
or

 li
gh

ts
) t

o 
pa

rt
 o

f t
he

 p
ro

pe
rt

y

Is
 it

 th
e 

el
ec

tr
ic

al
 

su
pp

ly
 o

r t
he

 
ap

pl
ia

nc
e?

El
ec

tr
ic

al
 S

up
pl

y 
– 

If 
lig

ht
in

g 
is 

af
fe

ct
ed

 in
 a

 
pa

rt
 o

f y
ou

r h
om

e,
 o

r i
f n

o 
ap

pl
ia

nc
e 

w
ill

 w
or

k 
in

 th
e 

af
fe

ct
ed

 s
oc

ke
t, 

ca
ll 

th
e 

H
ou

sin
g 

Re
pa

ir 
Li

ne
 o

n 
03

00
 3

00
 0

30
0 

st
at

in
g 

th
at

 y
ou

 h
av

e 
a 

pa
rt

ia
l l

os
s 

of
 e

le
ct

ric
ity

. T
he

y 
w

ill
 a

rr
an

ge
 a

n 
ap

po
in

tm
en

t f
or

 a
n 

el
ec

tr
ic

ia
n 

to
 c

al
l.

A
pp

lia
nc

e 
– 

If 
on

ly
 o

ne
 a

pp
lia

nc
e 

is 
no

t 
w

or
ki

ng
, i

t m
ay

 b
e 

fa
ul

ty
. I

f o
th

er
 a

pp
lia

nc
es

 
w

or
k 

in
 th

e 
sa

m
e 

so
ck

et
, y

ou
 s

ho
ul

d 
ge

t t
he

 
ap

pl
ia

nc
e 

ch
ec

ke
d 

by
 a

 q
ua

lifi
ed

 e
le

ct
ric

ia
n.

Pl
um

bi
ng

St
op

co
ck

Th
is 

is 
a 

ta
p 

th
at

 c
on

tr
ol

s 
w

at
er

 fl
ow

in
g 

fr
om

 
th

e 
m

ai
ns

 in
to

 y
ou

r h
om

e.
 S

to
pc

oc
ks

 a
re

 o
ft

en
 

lo
ca

te
d 

in
 th

e 
ha

llw
ay

 o
r u

nd
er

 th
e 

ki
tc

he
n 

sin
k;

 th
er

e 
is 

so
m

et
im

es
 m

or
e 

th
an

 o
ne

 
st

op
co

ck
 to

 a
llo

w
 y

ou
 to

 tu
rn

 w
at

er
 o

ff
 to

 p
ar

t 
of

 th
e 

pr
op

er
ty

.

If 
yo

u 
ha

ve
 a

 le
ak

 y
ou

 s
ho

ul
d 

tu
rn

 th
e 

w
at

er
 o

ff
 

at
 th

e 
st

op
co

ck
 to

 p
re

ve
nt

 a
ny

 m
or

e 
w

at
er

 
le

ak
in

g.
 T

ur
n 

th
e 

m
ai

ns
 s

to
pc

oc
k 

to
 th

e 
rig

ht
 

(c
lo

ck
w

ise
) t

o 
tu

rn
 it

 o
ff.

A 
le

ak
 m

ay
 n

ot
 s

to
p 

im
m

ed
ia

te
ly

 b
ec

au
se

 
w

at
er

 is
 s

til
l fl

ow
in

g 
fr

om
 th

e 
he

ad
er

 ta
nk

 o
r 

th
e 

ho
t w

at
er

 ta
nk

; y
ou

 s
ho

ul
d 

tu
rn

 o
n 

ot
he

r 
ta

ps
 to

 d
ra

in
 d

ow
n 

th
e 

ta
nk

. C
he

ck
 im

m
er

sio
n 

he
at

er
 is

 s
w

itc
he

d 
of

f b
ef

or
e 

th
e 

ho
t w

at
er

 
ta

nk
 is

 d
ra

in
ed

 d
ow

n.
 In

 th
e 

ca
se

 o
f g

as
 h

ea
tin

g 
sw

itc
h 

of
f t

he
 w

at
er

 h
ea

te
r.

Fr
oz

en
 p

ip
es

If 
th

e 
te

m
pe

ra
tu

re
 in

sid
e 

a 
pr

op
er

ty
 d

ro
ps

 
be

lo
w

 fr
ee

zi
ng

, w
at

er
 m

ay
 fr

ee
ze

 in
sid

e 
th

e 
pi

pe
s.

 W
he

n 
th

e 
ic

e 
th

aw
s 

ou
t i

t m
ay

 c
au

se
 

pi
pe

s 
to

 b
ur

st
. 

To
 p

re
ve

nt
 fr

oz
en

 p
ip

es
 a

lw
ay

s 
en

su
re

 th
at

 y
ou

 
tu

rn
 th

e 
w

at
er

 o
ff

 a
t t

he
 m

ai
ns

 o
r l

ea
ve

 c
en

tr
al

 
he

at
in

g 
on

 lo
w

 if
 th

e 
pr

op
er

ty
 is

 g
oi

ng
 to

 b
e 

un
at

te
nd

ed
 fo

r l
on

g 
pe

rio
ds

 o
f t

im
e 

du
rin

g 
th

e 
w

in
te

r m
on

th
s.

N
o 

w
at

er
Ch

ec
k 

th
e 

st
op

co
ck

 a
nd

 th
en

 c
he

ck
 to

 s
ee

 if
 

yo
ur

 n
ei

gh
bo

ur
s 

ha
ve

 w
at

er
. I

f t
he

y 
do

n’
t t

he
re

 
m

ay
 b

e 
a 

bu
rs

t m
ai

ns
, c

on
ta

ct
 S

co
tt

is
h 

W
at

er
 

on
 0

84
5 

60
0 

88
55

 to
 re

po
rt

 it
, o

th
er

w
ise

 c
al

l 
th

e 
H

ou
sin

g 
Re

pa
ir 

Li
ne

 o
n 

03
00

 3
00

 0
30

0 
fo

r a
dv

ic
e.
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Ta
ps

 w
on

’t
  

tu
rn

 o
ff

Co
nt

ac
t u

s 
an

d 
w

e 
w

ill
 a

rr
an

ge
 a

n 
ap

po
in

tm
en

t 
to

 re
pa

ir 
it.

If 
th

e 
w

at
er

 is
 ru

nn
in

g 
ve

ry
 q

ui
ck

ly
 (f

ul
l b

or
e)

 
yo

u 
m

ay
 n

ee
d 

to
 tu

rn
 th

e 
w

at
er

 o
ff

 a
t t

he
 

st
op

co
ck

. (
So

m
et

im
es

 th
er

e 
is 

a 
se

pa
ra

te
 

st
op

co
ck

 fo
r t

he
 k

itc
he

n 
sin

k,
 th

is 
is 

us
ua

lly
 

un
de

r t
he

 si
nk

) Y
ou

 w
ill

 b
e 

ab
le

 to
 tu

rn
 th

e 
st

op
co

ck
 o

n 
if 

yo
u 

ne
ed

 w
at

er
 in

 th
e 

m
ea

nt
im

e.
W

at
er

 
di

sc
ol

ou
re

d
If 

yo
ur

 w
at

er
 is

 a
 d

iff
er

en
t c

ol
ou

r t
o 

no
rm

al
, 

th
er

e 
m

ay
 b

e 
a 

pr
ob

le
m

 w
ith

 th
e 

w
at

er
 s

up
pl

y.
 

Yo
u 

sh
ou

ld
 c

on
ta

ct
 S

co
tt

is
h 

W
at

er
 o

n 
 

08
45

 6
00

 8
85

5 
fo

r f
ur

th
er

 a
dv

ic
e.

Bl
oc

ke
d 

to
ile

t
A

s 
a 

re
sp

on
sib

le
 te

na
nt

 y
ou

 s
ho

ul
d 

en
su

re
 th

at
 

yo
ur

 to
ile

t d
oe

s 
no

t b
ec

om
e 

bl
oc

ke
d 

du
e 

to
 

fo
re

ig
n 

ob
je

ct
s 

be
in

g 
flu

sh
ed

 d
ow

n 
it.

Co
m

m
on

 e
xa

m
pl

es
 a

re
:

• 
Ch

ild
re

n’
s 

to
ys

 
• 

N
ap

pi
es

• 
En

tir
e 

to
ile

t r
ol

ls
 

• 
Ki

tc
he

n 
ro

ll
• 

Pa
pe

r 
• 

Pl
as

tic
 to

ile
t f

re
sh

en
er

s

If 
a 

fo
re

ig
n 

ob
je

ct
 c

au
se

s 
a 

bl
oc

ka
ge

, t
he

 c
os

t 
of

 th
e 

re
pa

ir 
w

ill
 b

e 
re

ch
ar

ge
d 

to
 y

ou
. I

f a
n 

ob
je

ct
 a

cc
id

en
ta

lly
 fa

lls
 in

to
 th

e 
to

ile
t b

ow
l, 

yo
u 

sh
ou

ld
 a

lw
ay

s 
re

m
ov

e 
it 

by
 li

ft
in

g 
it 

ou
t, 

N
EV

ER
 tr

y 
to

 fl
us

h 
it 

aw
ay

Bl
oc

ke
d 

sh
ow

er
 h

ea
d

It 
is 

yo
ur

 re
sp

on
sib

ili
ty

 to
 c

le
an

 th
e 

sh
ow

er
 

he
ad

.

Bl
oc

ke
d 

si
nk

  
or

 b
at

h
U

sin
g 

a 
pl

un
ge

r, 
sin

k 
un

-b
lo

ck
in

g 
ag

en
t o

r 
so

di
um

 b
ic

ar
bo

na
te

 c
an

 o
ft

en
 c

le
ar

 b
lo

ck
ed

 
sin

ks
 o

r b
at

hs
 q

ui
ck

ly
 a

nd
 e

as
ily

. S
om

e 
bl

oc
ka

ge
s 

w
ill

 a
ls

o 
cl

ea
r b

y 
th

em
se

lv
es

 if
  

th
ey

 a
re

 le
ft

 fo
r a

 fe
w

 h
ou

rs
.

To
ile

t w
on

’t
 

fl
us

h
If 

th
is 

is 
yo

ur
 o

nl
y 

to
ile

t, 
w

e 
w

ill
 fi

x 
th

e 
fa

ul
t  

by
 th

e 
en

d 
of

 th
e 

ne
xt

 w
or

ki
ng

 d
ay

. I
n 

th
e 

m
ea

nt
im

e 
to

ile
ts

 c
an

 b
e 

flu
sh

ed
 m

an
ua

lly
  

by
 p

ou
rin

g 
a 

bu
ck

et
 o

f w
at

er
 d

ow
n 

it 
af

te
r  

ea
ch

 u
se

.
W

at
er

 fr
om

 
ab

ov
e

If 
yo

u 
ar

e 
on

 th
e 

to
p 

flo
or

, a
 le

ak
in

g 
ro

of
 c

ou
ld

 
ca

us
e 

th
is,

 w
e 

w
ill

 a
rr

an
ge

 fo
r a

 te
m

po
ra

ry
 

ro
ofi

ng
 re

pa
ir.

 P
le

as
e 

be
 a

w
ar

e 
th

at
 w

e 
ca

nn
ot

 
go

 o
nt

o 
a 

ro
of

 in
 th

e 
da

rk
, d

ur
in

g 
hi

gh
 w

in
ds

 o
r 

w
he

n 
it 

is 
ra

in
in

g 
fo

r h
ea

lth
 a

nd
 s

af
et

y 
re

as
on

s.

If 
th

er
e 

is 
an

ot
he

r fl
at

 a
bo

ve
 y

ou
, p

le
as

e 
tr

y 
sp

ea
ki

ng
 to

 th
e 

oc
cu

pi
er

 a
nd

 g
et

 th
em

 to
 tu

rn
 

of
f t

he
ir 

w
at

er
. I

f t
he

y 
ar

e 
no

t i
n,

 c
he

ck
 th

e 
fla

ts
 o

n 
bo

th
 si

de
s 

an
d 

th
e 

flo
or

 a
bo

ve
, a

s 
so

m
et

im
es

 th
e 

le
ak

 c
an

 tr
av

el
 s

om
e 

di
st

an
ce

 
be

fo
re

 it
 b

ec
om

es
 n

ot
ic

ea
bl

e.

W
he

re
 th

e 
pr

op
er

ty
 is

 p
riv

at
el

y 
ow

ne
d,

 w
e 

ca
nn

ot
 b

re
ak

 in
to

 a
n 

em
pt

y 
pr

op
er

ty
 to

 re
pa

ir 
a 

le
ak

 w
ith

ou
t fi

rs
t g

oi
ng

 th
ro

ug
h 

a 
le

ga
l 

pr
oc

es
s.

 T
hi

s 
m

ay
 ta

ke
 s

om
e 

tim
e.
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C
on

de
ns

at
io

n
Co

nd
en

sa
tio

n 
ha

pp
en

s 
w

he
n 

m
oi

st
 a

ir 
co

m
es

 in
to

 c
on

ta
ct

 w
ith

 a
 

co
ol

 s
ur

fa
ce

 a
nd

 w
at

er
 d

ro
pl

et
s 

fo
rm

. T
hi

s 
is 

w
ha

t h
ap

pe
ns

 w
he

n 
yo

ur
 b

at
hr

oo
m

 m
irr

or
 s

te
am

s 
up

. 

W
he

n 
th

is 
ha

pp
en

s 
on

 y
ou

r w
in

do
w

, t
he

 g
la

ss
 m

ist
s 

up
 a

nd
 d

ro
ps

 
of

 w
at

er
 ru

n 
do

w
n 

th
e 

w
in

do
w

. W
he

n 
it 

ha
pp

en
s 

on
 a

 w
al

l, 
th

e 
w

al
l s

oa
ks

 u
p 

th
e 

m
oi

st
ur

e 
an

d 
be

co
m

es
 d

am
p.

 M
ou

ld
 c

ou
ld

 th
en

 
gr

ow
 o

n 
th

e 
da

m
p 

ar
ea

s.

W
e 

al
so

 p
ut

 lo
ts

 o
f m

oi
st

ur
e 

in
to

 th
e 

ai
r w

he
n 

w
e 

ta
ke

 a
 b

at
h 

or
 

sh
ow

er
, c

oo
k 

or
 w

as
h 

th
e 

di
sh

es
. M

oi
st

ur
e 

is 
al

so
 p

ro
du

ce
d 

w
he

n 
w

e 
dr

y 
cl

ot
he

s 
in

do
or

s 
or

 u
se

 a
n 

un
ve

nt
ed

 tu
m

bl
e 

dr
ye

r. 

Co
nd

en
sa

tio
n 

ca
n 

in
cr

ea
se

 in
 p

ar
tic

ul
ar

ly
 c

ol
d 

w
ea

th
er

 th
er

ef
or

e 
 

it 
is 

im
po

rt
an

t t
ha

t y
ou

 k
ee

p 
yo

ur
 h

ea
tin

g 
on

 a
t l

ow
 th

ro
ug

ho
ut

 
th

e 
da

y.

H
ow

 t
o 

re
m

ov
e 

m
ou

ld

Th
e 

be
st

 w
ay

 o
f t

ac
kl

in
g 

m
ou

ld
 is

 to
 re

du
ce

 th
e 

co
nd

en
sa

tio
n 

le
ve

ls
 a

nd
 p

re
ve

nt
 it

 fr
om

 g
ro

w
in

g 
in

 th
e 

fir
st

 p
la

ce
.

To
 k

ill
 a

nd
 re

m
ov

e 
m

ou
ld

, w
ip

e 
do

w
n 

or
 s

pr
ay

 w
al

ls
 a

nd
 w

in
do

w
 

fr
am

es
 w

ith
 a

 fu
ng

ic
id

al
 w

as
h 

th
at

 c
ar

rie
s 

a 
H

ea
lth

 a
nd

 S
af

et
y 

Ex
ec

ut
iv

e 
(H

SE
) ’

ap
pr

ov
al

 n
um

be
r’,

 a
nd

 e
ns

ur
e 

th
at

 y
ou

 fo
llo

w
  

th
e 

in
st

ru
ct

io
ns

 fo
r i

ts
 s

af
e 

us
e.

 T
he

se
 fu

ng
ic

id
al

 w
as

he
s 

ar
e 

 
of

te
n 

av
ai

la
bl

e 
at

 lo
ca

l s
up

er
m

ar
ke

ts
 a

nd
 D

IY
 s

to
re

s.
 

D
ry

-c
le

an
 m

ild
ew

ed
 c

lo
th

es
, a

nd
 s

ha
m

po
o 

ca
rp

et
s.

 D
o 

no
t t

ry
  

to
 re

m
ov

e 
m

ou
ld

 b
y 

us
in

g 
a 

br
us

h 
or

 v
ac

uu
m

 c
le

an
er

.

P
re

ve
n

t 
co

n
de

ns
at

io
n

To
 h

el
p 

re
du

ce
 th

e 
ris

k 
of

 c
on

de
ns

at
io

n 
in

 y
ou

r h
om

e:
• 

Ke
ep

 a
 w

in
do

w
 o

pe
n 

w
he

n 
dr

yi
ng

 c
lo

th
es

 in
do

or
s 

or
  

en
su

re
 y

ou
r w

in
do

w
 v

en
ts

 a
re

 o
pe

n.
• 

D
on

’t 
dr

y 
cl

ot
he

s 
ov

er
 w

ar
m

 ra
di

at
or

s.
• 

Ke
ep

 th
e 

ki
tc

he
n 

do
or

 c
lo

se
d 

w
he

n 
co

ok
in

g.
• 

Ke
ep

 li
ds

 o
n 

po
ts

 a
nd

 p
an

s 
w

he
n 

co
ok

in
g.

• 
Ke

ep
 th

e 
ba

th
ro
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 m
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r k
ey

s 
or

 g
et

 lo
ck

ed
 o

ut
 y

ou
 w

ill
 b
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 d
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pa
ir 

an
d 

ad
d 

m
or

e 
co

m
m

en
ts

 o
r 

pi
ct

ur
es

, u
nt

il 
th

e 
jo

b’
s 

co
m

pl
et

e 
to

 y
ou

r s
at

isf
ac

tio
n.

To
 d

ow
nl

oa
d 

th
e 

ap
p,

 g
o 

to
 t

he
 A

pp
le

 o
r A

nd
ro

id
 a

pp
 s

to
re

 a
nd

 
se

ar
ch

 fo
r ‘

Re
nf

re
w

sh
ire

 C
ou

nc
il’

.

Re
n 

Re
pa

ir
s 

sh
ou

ld
 o

nl
y 

be
 u

se
d 

fo
r r

ou
tin

e 
re

pa
irs

. E
m

er
ge

nc
y 

re
pa

irs
 s

ho
ul

d 
be

 re
po

rt
ed

 o
n 

03
00

 3
00

 0
30

0.

26

Re
n 

Re
pa

ir
s 

sh
ou

ld
 o

nl
y 

be
 u

se
d 

fo
r r

ou
tin

e 
re

pa
irs

. E
m

er
ge

nc
y

re
pa

irs
 s

ho
ul

d 
be

 re
po

rt
ed

 o
n

03
00

 3
00

 0
30

0.

N
ot

es



This document can be made available  
in braille, large print or audio.

A summary is also available in these languages on request:

0300 300 0300


