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Cymdeithas Tai Cantref

Tenants Handbook

CONTACT DETAILS
Cymdeithas Tai Cantref

Llys Cantref

Lôn yr Eglwys

Castell Newydd Emlyn

SA38 9AB

Opening Hours:    9.00 am – 5.00 pm Monday – Thursday

           9.00 am – 4.00 pm Friday

South Team 





North Team
Telephone : 0333 700 1024



Telephone : 0333 700 1023
E-bost south@cantref.co.uk



E-mail north@cantref.co.uk 


Fax: (01239) 712 001
General E-mail: post@cantref.co.uk
Once you have read the handbook please keep it in a safe place as you may find it useful from time to time. Please let us know if you would like copies in any other format or language.
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SECTION 1
-
YOUR TENANCY

1.1
Equal Opportunities

Equal Opportunity is very important to Cantref and we aim to ensure equality of opportunity and treatment for everybody. We do not discriminate against people on grounds of gender, sexual orientation, ethnic origin, disability, religion or HIV status.

If you feel that we have discriminated against you, please let us know immediately so that we may investigate the matter. You have the right to lodge a complaint at the County Court.

A full copy of our Equal Opportunities Policy is available on request from our offices.

1.2 
What Type of Tenancy Do You Have? 

In most cases, if you moved into your home before the 15th January 1989, you will have a secure tenancy. Secure tenants have a number of statutory rights laid down by the law.

If you moved in into a Cantref property between the 15th January 1989 and the 6th December 1999, then you will have an assured tenancy. Assured tenants do not have statutory rights as secure tenant do, but have contractual rights granted to them by Cantref. These rights form part of your tenancy agreement.

Anyone who moved into a property after the 6th December 1999 is likely to have started with a probationary tenancy.  

1.3 
Probationary Tenancy

If you are a probationary tenant your tenancy will initially be an Assured Shorthold Tenancy. This means that for a period of one year, Cantref will monitor your tenancy for any serious breaches in your tenancy agreement such as rent arrears or acts of anti-social behaviour. Any breaches could result in Cantref refusing to extend your tenancy beyond its probationary period of one year.

Under an Assured Shorthold Tenancy, should you breach the Tenancy Agreement, Cantref has the right to possession of the property without having to prove to a Court that this is reasonable. 

If after 12 months you have not breached the tenancy agreement, Cantref will notify you in writing that your probationary period has come to an end and that your tenancy has become a full Assured Tenancy.

1.4 
What is the Tenancy Agreement?

The Tenancy Agreement is the legal document that you signed when you moved into your home. You would have signed two copies – one for you to keep, and one that Cantref keep on record. The Tenancy Agreement sets out your rights, responsibilities and duties as a tenant, and Cantref’s as the landlord. It is a legally binding contract. By signing the Tenancy Agreement you have agreed to abide to all the clauses set out in the agreement. You need to keep your copy of the Tenancy Agreement in a safe place.

1.5 
Security of Tenure

If you have a secure or an assured tenancy, you have security of tenure of your home. This means that Cantref cannot make you leave your home unless the County Court gives us a Possession Order. There are only a few reasons that give Cantref the right to evict you, you can find these set out in your Tenancy Agreement. The main ones are:

· Not paying your rent

· Behaving in an anti-social manner
· Causing damaging the property

We only seek to evict tenants as a last resort, where there has been a serious breach of the tenancy and efforts to resolve the problem have failed. 

1.6
 Joint Tenancies

If more than one person signs the agreement, this is called a Joint Tenancy. Joint tenants have equal rights and are equally responsible for meeting the terms of the tenancy.

Once we create a joint tenancy, we cannot change it to the name of one partner, unless both parties and Cantref agree to the change, and you have kept to the terms of the tenancy agreement. This sometimes happens when partners decide to separate. If both partners want to stay in the home and cannot agree who will, you may need to seek legal advice. Cantref cannot take any part in the decision. 

1.7
Relationship Breakdown

Should you suffer a relationship breakdown and either you or your partner needs re-housing, we will try and address the matter sensitively. Please contact us as soon as possible if a matter of this nature occurs. The person who needs to be re-housed can apply to be housed by Cantref. They will be assessed and subject to our usual criteria of housing need. We may also be able to advise you on other agencies, voluntary or statutory bodies that may be able to offer support or advise with your problems or requirements.   

1.8
Succession

In the occurrence of your death, a spouse or relative may be able to take over the tenancy. This is known as succession. A tenancy can only be inherited once. For example, if a husband dies, it can be inherited by his wife, but if she then dies, it cannot be inherited by a son or daughter or anyone else.

Anyone who requires succession to a property after a tenant dies must have been living in the home for at least 12 months before the death of the tenant. If more than one person has the right to inherit the tenancy, then they must come to an agreement who will succeed. Cantref will not intervene except in special circumstances. 

Where there is a Joint Tenancy, if one tenant dies, the other will become the sole tenant. The rules for Probationary Tenants are different. If you have a probationary Tenancy and need information on the right to succession, contact our office so that an Area Team Officer may advise you.

1.9 
Right to Buy

If you are a Secure Tenant (i.e. you became a Cantref tenant before 15th January 1989), then you may have the Right to Buy your property at a discounted price under the rules of the Housing Act 1985. Those who live in properties especially designed for the elderly do not qualify. 

Discounts accord to the number of years that you have lived in the property and whether it is a flat, maisonette or house. There is in Wales a maximum cash limit of £16,000. If you are interested and think that you might be eligible to buy your home under the Right to Buy scheme, then please contact us for further information.

1.10 
Right to Acquire

If you are an Assured Tenant you may have the right to acquire the property you live in if it was built or purchased by Cantref after the 1st April 1997 using Social Housing Grant. You also need to have been a public sector tenant for at least 2 years before you have the right to acquire. There is a flat rate discount of 25% of the market value of the property up to a maximum of £16,000. Certain types of property are excluded as are some designated rural areas. If you would like to find out more about having the right to acquire your home, then please get in touch with your Area Team. 

 1.11
Sub Letting and Lodgers
Lodgers

A lodger is somebody who lives with the family but has no private room or rooms. Providing you have enough space in your home, you do not need our permission to take in a lodger. You must however provide us
with their name and age so that we can make sure that overcrowding does not occur. Your lodger will not have any rights under the Tenancy Agreement. They are your responsibility and it is up to you to ask them to leave the property when you want them to. 


Sub Letting

Sub Letting is different to taking in a lodger. A Sub Tenant will have a private room while sharing your facilities. You must ask and gain Cantref’s written permission before you sub-let your home. 

Important: If you are entitled to Housing Benefit, then you must inform the Housing Benefit Department of your Local Authority if you take in a lodger or sub let your home as it will affect the amount of benefit you are entitled to.

1.12
Overcrowding

The maximum number of people allowed to live in your home will be stated in your Tenancy Agreement. If you think that your home has become overcrowded (e.g. because of an increase in family size or children growing older) then contact your Area Team.  We can then assess your situation. The usual way of dealing with overcrowding is to transfer you to another home. This however will be determined by the number of suitable properties available in the location that you wish to be re-housed in.

1.13
Transfers

You can apply for a transfer to another home if you feel that the property that you are in no longer meets your needs. Please contact us so that we can send you a transfer form. It is only people that really need to move that qualify for a transfer. However, if you feel that you would just like to move to a similar property to the one you have, you should still contact us so that we can help and advise you about a mutual exchange of tenancies.  

1.14
Mutual Exchange

A Mutual Exchange of tenancies is a swap of homes between two (or sometimes more) tenants. You do not necessarily have to exchange with another Cantref tenant, it could be a tenant from a Local Authority or another Housing Association.  You will not be eligible for an exchange if:

· If you have any rent arrears or have caused damage to the property
· We are in the process of issuing you with a Possession Order

· Your property is too big or small for the person you want to exchange with

· Your property is designed for somebody with special needs or a disability and the person you wish to exchange with does not meet that criteria

· You or the other tenant are probationary tenants

You must get the permission of both landlords before an exchange takes place. If you move into the property before receiving written permission, then you could face legal action.

1.15
Assigning the Property

Apart from under mutual exchanges, you cannot assign your property to another person. 

1.16
Confidentiality

We are anxious that personal information about you is kept confidential. We are registered under the Data Protection Act 1998. Being registered under the act gives our tenants rights over how their personal data is used. It gives you the right to take action against us should any data we have about you be abused and makes us accountable for our actions. All information we receive about you is treated in total confidence and all our staff are aware of this need for confidentiality. Only staff who require information will have access to the files containing confidential information. The files are kept securely within Cantref’s offices.

Cantref also stores information about our tenants on computer. No information we have about you will be published on the Internet. We will not hold any information about you for longer than is necessary. All of Cantref’s staff are aware of their responsibilities under the Data Protection Act 1998 as they have attended awareness and training sessions.

In order to sustain your tenancy, sometimes in certain circumstances we will need to release or share information with external agencies such as Social Services or the Housing Benefit Department of the Local Authority. Where a crime is concerned we will release and share information with the police and Community Safety Partnership.

If you want us to submit information to another body, we can do so, but only with your written approval. 

The Freedom of Information Act 2000 gives you the right to see your file held by Cantref. Should you wish to do so, please contact us at the office. You will need to give us a days notice and to bring some proof of identity with you. There may be some documents you are not allowed to see (such as letters provided by Social Services or involving any 3rd parties).   

1.17
Complaints Procedure

If you are unhappy with our performance, you have every right to complain. If you are at all dissatisfied, please let us know, preferably in writing. Cantref has a three stage complaint s procedure. If you would like a copy of the complaints procedure, please contact us at the office. 

The complainant may at any stage of the complaints process (but usually after receiving a first reply from Cantref) refer the matter to the Public Services Ombudsman for Wales.  The Ombudsman can also consider matters which have not been referred to Cantref’s complaints procedure.  The contact details are as follows:

Address: 
Public Services Ombudsman For Wales



1 Ffordd yr Hen Gae



Pencoed



Bridgend



CF35 5LJ

Telephone:
0845 601 0987 (local rate)
Fax:

01656 641 199

Email:
ask@ombudsman-wales.org.uk
Website:
www.ombudsman-wales.org.uk

For complaints that concern matters which happened before the 15th July 2005 you will need to contact the Housing Division of the Welsh Assembly Government.

1.18
Customer Standards Statement 

The provision of a good Customer Service is a priority for Cymdeithas Tai Cantref.  We aim to provide a good quality service in a friendly, efficient and helpful way.  The standards set will ensure that all sections of the community are not excluded from any area of service delivery.

We aim to ensure that whenever customers have contact with Cantref they will always receive excellent standards of customer service.  

Cantref will ensure that all staff are trained to a high standard to enable them to satisfy customer expectation.

When using any of Cantref’s services, you can expect us to:-

· Deliver our services in a friendly, welcoming and professional manner

· Treat you with courtesy and respect

· Be efficient and effective in our dealings with you

· Deal with your requests, enquiries and concerns promptly

· Provide you with accurate and relevant advice

· Treat all customers equally and without discrimination

· Maintain confidentiality at all times

· Do our best to accommodate any special needs

· Provide you with the means to submit comments and suggestions and undertake regular surveys of your opinions.

To help us deliver this high standard of service, we would ask you to treat our staff with courtesy and in a manner in which you yourself would expect to be treated.

1.18.1
Face to Face Contact


Cantref staff will:-

· be friendly, helpful and professional at all times

· greet customers in a polite and courteous manner giving their name and job title.

· aim wherever possible, to resolve the customer enquiry.

· wear an identification badge.

1.18.2
Waiting Times

Customer will not be expected to wait longer than a maximum of 10 minutes Cantref’s reception before being seen.

1.18.3
When you visit our Office we will:-

· ensure that you are greeted by a courteous and friendly receptionist with identification badge

· ensure reception areas are kept tidy and clean

· provide comfortable and adequate seating

· aim to ensure access to wheelchair users, prams and pushchairs and to those with special needs

· respect clients privacy and provide a private interview room

· display leaflets which are relevant, up-to-date, well presented neat and tidy

· ensure that there is always someone available to deal with your enquiry

· ensure that Welsh and English speaking officers are available

· help you fill in relevant forms

1.18.4
When you contacting us by telephone, we will ensure that

· All telephone calls will be answered within 6 rings

· All Cantref staff will greet callers in a polite tone and courteous manner, stating their name and department with a greeting appertaining to the time of the day

· Staff will aim to be helpful and remain professional at all times

· Cantref operational departments’ telephones will not be left unattended during core hours Monday to Thursday 9.00 a.m. – 5.00 p.m. and Friday 9.00 a.m - 4.00 p.m
· We will keep you informed if you are kept waiting or arrange to call you back if the enquiry will take some time

· Your call is transferred to the most appropriate person

1.18.5
Answer phones and Voicemail

· Should only be used to ensure that telephone calls do not go unanswered

· Recorded messages from Cantref answer phones will be audible, accurate, and provide an alternative contact number 


· Answer phone/voicemail will give the caller an option to leave a message.

· All messages will be responded to within 24 hours or the next working day if the message is left over a weekend of Bank Holiday.

1.18.6
Contacting us by Letter or E-mail, we will ensure that:-

· All letters/e-mail messages will be responded to within 10 working days
· A holding reply will be sent within five working days if further investigation is required
· A contact name, address, telephone and e-mail address is given on all our correspondence
· Our letters are written in an easy to understand way and where possible are free of jargon
· We will reply to all correspondence in the language of the original correspondence

1.18.7
When visiting you at your home Cantref staff will:-

· Present you with Identification
· Behave in a courteous and professional manner at all times
· Arrive at the agreed appointment time
· Ensure that contractors meet the same service standards as staff
· Ensure all repairs or inspections are carried out in a safe manner
1.18.8
When dealing with your enquiry, Cantref staff will:- 

· listen carefully to the enquiry

· address any special needs with sensitivity, tact and diplomacy

· record your contact details correctly

· ensure that the nature of your enquiry has been understood correctly

· aim to resolve a minimum of 60% of all enquiries at first contact   


1.18.9
Equal Opportunities

· we will treat all customers equally
· aim to ensure all offices have wheelchair access
· we will not discriminate against anyone irrespective of age, disability, sex, race or sexual orientation
1.18.10
Your Responsibilities as a customer include:-

· being polite when speaking to our staff

· not using foul and abusive language.  This will not be tolerated.  It’s unfair to staff and to other customers.  

· providing the information we ask for when we ask for it, as this will help speed the process

· reading all information we send you

· attending appointments on time.
SECTION 2 
LIVING IN YOUR HOME

2.1 
Supporting People

A Cantref Support worker will visit all new tenants within 4 - 6 weeks of them moving into the property. It is then determined from this first meeting whether there is a need for the Support Worker to continue visiting the tenant. 

Some examples of what the Support Worker might be able to help a tenant with include:

· Help in understanding and maintaining a tenancy

· Help with understanding financial and benefit claims

· Emotional support, counselling and advice

A Support Worker is there to help people rather than do things for them. People who are eligible for Supporting People include:

· Elderly people

· Vulnerable young people

· People with drug/alcohol problems

· People living institutional care

· Ex-offenders

· Women fleeing domestic violence

If you feel that you would benefit from such assistance, please contact the office for a “Supporting People” application form. 

2.2
Special Needs and Disability

If you are finding living in your home difficult because of any form of disability or special needs, you should get in touch with us and speak to one of our Area Team Officers. We can arrange for a Local Authority Occupational Therapist to determine what adaptations or course of action would be best suited for you. We may be able to:

· Make minor adaptations to your home to help you cope (e.g. hand-rails or grab-rails). These might be accessed from our own funds

· Make major repairs (e.g. showers, stair lifts etc). A Physical Adaptation Grant from the Welsh Assembly Government would be necessary for this. 

· Transfer you to a Cantref or Local Authority property that is more suitable.

· Try and adapt another Cantref property to suit you with the use of a Physical Adaptation Grant from the Welsh Assembly Government

2.3
Insurance

The structure of the building is insured by Cantref. You are responsible for insuring the contents, carpets and internal decoration of your home. We strongly advise that you take out insurance. It is not worth taking the risk of not doing so.

2.4
Gardens

You are responsible for keeping your own garden tidy. You must keep it clear from rubbish and clutter and ensure that the grass is cut on a regular basis. Cantref will maintain any existing fences and boundary markers. If you want to put a new fence at your own expense, then you must write to us for permission and make sure where necessary that you have any relevant planning permission. It is your responsibility to fix and maintain any additional fencing, trellis etc.

Shared gardens and grassed areas are maintained by us. The cost of this is covered by your service charge. Should you wish to get involved in gardening any common area of grass or garden, please contact your Area Team.

2.5 
Garden Sheds

You must not erect a shed before you have received written confirmation from us. You are allowed to erect a garden shed so long as it is no bigger than 8X6 feet and it does not affect light getting to any of your neighbours properties. You must first write to your Area Team and ask permission and include a simple plan of where you intend to place the shed.

2.6 
Pets

A reasonable number of fish, small caged animals or birds are allowed so long as they don’t cause a nuisance to your neighbours. You cannot keep any animal that needs to be registered with the Local Authority. You also need to ask permission from us to keep a dog or a cat. Permission will be granted according to the size and type of property that you live in. You will not for example, generally be given permission if you live in a flat or anywhere with a shared entrance or hallway, or do not have your own garden.

There are of course exemptions for guide dogs. If you need to keep a guide dog, then we shall do our best to provide you with suitable accommodation.

2.7 
Running a Business

If you are thinking of running a business from your home, please get in touch with us immediately. You must get our permission before running any business from one of our properties. If you start without our permission, you risk the possibility of facing eviction. You must also tell the Local Authority Planning Department and Council Tax Department if you are going to start a business. We can not give permission if the nature of your business is likely to cause disturbance or nuisance to your neighbours.

2.8 
Crime Prevention

· Lock your doors and windows when you leave your home empty and when you go to bed

· Don’t leave your curtains closed during the day, or leave notes for callers when you are out

· Cancel newspaper and milk deliveries when you go on holiday

· Don’t leave money or valuables lying around the house where people can see – especially near windows

· Don’t let strangers into your home

· Fit a chain to your door, especially if you live alone

· Never hide a key under a stone or flower pot, or hang one on a piece of string inside the letter box

2.9 
Keys 

You are responsible for the keys to your property. Cantref does not keep a spare set. Should you lose your keys it is your responsibility to get the locks changed. If you contact us, we can arrange for this to be done by one of our contractors, but the cost will be charged to you (this charge would also include a call out charge). If you live in one of our sheltered complexes, then the warden will have a master key that will only be used in emergencies. 

2.10 
Rubbish

You must dispose of rubbish in an appropriate manner. Litter and untidy bin areas can soon become a health hazard and attract pest and vermin. Please ensure that your rubbish is wrapped and bagged and set out for collection on the appropriate day at the correct collection point.   Do not place your bins out for collection any earlier than the evening prior to collection.
2.11 
Clearing Unwanted Items

If you have any large items of rubbish such as old furniture or electrical appliances, removal can be arranged with the Local Authority. They will take away most bulky items for a small fee.  It may be an idea to speak to a neighbour to see if they have any items they need to dispose of and share the cost.
Garden Waste: Most Local Authorities will no longer collect garden waste such as grass clippings unless it is bagged in special sacks that are usually colour coded, and are available from your Local Authority. There may be a small charge of a few pence for these bags. 

2.12 
Car Parking

No untaxed vehicles are to be kept on Cantref property regardless of the vehicle being declared SORN by the DVLA. Cantref car parks are for the use of residents and their visitors only. Any untaxed cars or cars that do not belong to our residents that are parked in a Cantref communal car park may be towed away. The cost will then be re-charged to the owner of that vehicle. Cantref do not allow for items such as caravans, trailers or boats to be kept on Cantref property.
2.13 
Communal Areas

In flats or maisonettes, tenants should co-operate with each other to keep communal areas clean, tidy and clear from clutter and obstruction (e.g. bicycles and other personal belongings). This also applies to communal areas where cleaning services are provided by Cantref. The cost of this cleaning service is covered by your service charge.

2.14 
Neighbour Disputes and Nuisance

You and Your Neighbours Rights

As a Cantref tenant, you have the right to the peaceful enjoyment of your home. You should recognise that those living around you also have this right and not behave, or allow any guest or visitor to your home, to behave in any way that will cause nuisance to your neighbours. This is specified in your Tenancy Agreement.

Please show consideration towards your neighbours with regards to issues such as:

· Noise

· Pets

· Parking

· Repairing Motor Vehicles

· Running a Business

· DIY

· Children’s anti-social behaviour

· Bad language

· Any form of harassment

Should you find that you are experiencing problems with your neighbours, try talking to them. We encourage a self-help approach where neighbour disputes are concerned. Many problems can be resolved simply by talking with your neighbours. They may not even realise that their actions are causing a problem. Talk to the person and tell them in a friendly manner that they are disturbing you and suggest a remedy to the situation. There is usually need for a little give and take in these situations by both parties. Allow some time for the matter to be resolved before taking the matter further. Hopefully the problem can be solved in the early stages without causing any ill-feeling.

Cantref have officers who are trained to attempt to resolve cases of anti-social behaviour, please contact your Area Team to submit a formal complaint about your neighbour. Any information you send us will be treated confidentially. 

Investigating the Matter

The first thing that Cantref will do will be to investigate the matter. However, neighbour disputes are difficult to investigate and to solve. We will first have to consider:

· Whether you have first tried to solve the problem by talking to your neighbour.

· Whether you are in any way partly responsible for the problem and whether your complaint is a malicious one or not.

· Whether you are willing to provide written evidence

· Whether eviction is the solution to the problem. This can be a very difficult and lengthy process that involves the courts, with no guarantee of the required outcome. It is only ever considered as the very last resort. 
· Legal action against the perpetrator may be considered. This might be in the form of an Injunction, Demotion of Tenancy, Anti Social Behaviour Order (ASBO). Such legal action would require substantial evidence of ongoing nuisance behaviour.

What Cantref Will Do

· Ensure that you have complained in writing.

· An Area Team Officer will then visit both the complainant and the alleged perpetrator.

· Ask you to keep a written diary of dates, times and descriptions of the nuisance.

· If the nuisance continues, has been substantiated and considered a serious breach of the Tenancy Agreement, then we will issue the perpetrator with a letter informing them that they have broken their Tenancy Agreement which could have serious implications on their tenancy. 

· If the nuisance still continues we may issue that person with a Notice Seeking Possession and proceed with legal actions that could lead to an eviction. This is a lengthy and difficult process and you could be required to give evidence in Court.
· The person who made the complaint will have their name kept anonymous, however, during the Court Hearing, the Court may reveal identities.

· Even if we go through this whole process and manage to prove that tenant has acted unreasonably, it is not guaranteed the Court will grant possession of a property, a Suspended Possession Order or Demotion of Tenancy (only applicable to Assured Tenants) – this is like a ‘last chance’ where the person will not be evicted providing the nuisance stops.

· Since the introduction of the Anti Social Behaviour Act 2003, Cantref has had increased powers to effectively tackle Anti Social Behaviour. Through partnership working with other agencies such as the Police and Local Authority, there are a number of legal actions that might be used:

· Anti Social Behaviour Orders (ASBOs)

· Crack House Closure Orders
· Parenting Orders

· Demoted Tenancies

· Injunctions

· Vehicle Removal

Other Ways of Dealing with Nuisance

· Through your solicitor – this can be done without involving us at all. Problems such as nuisance, trespass and assault can be dealt with through the courts. This could lead to an injunction (to stop that person causing a nuisance). The cost will be your responsibility, but you may be eligible for Legal Aid.

· Through your Local Authority – you can contact your Local Authority about any nuisance relating to noise or dogs. Complaints about dogs can sometimes be dealt with by the Dog Warden and complaints regarding noise by the Environmental Health Department. They can measure the volume and determine whether the noise is unreasonable or not and have the power to issue a Notice requiring that the noise stops, issue a fine or remove any equipment that plays amplified noise under the noise abatement act. 

· Through the Police – abusive or threatening language and physical attacks (unless they cause Grievous Bodily Harm) are dealt by the Magistrate Court. The offender can be bound over for a fixed sum of money (this means that they have to pay the Court a sum that is lost if they repeat the behaviour within a time limit set by the Court). They can also be fined or sent to prison. Anyone who causes Grievous Bodily Harm will be dealt with by the Crown Court who can send the offender to prison for a much longer amount of time.

ANYONE WHO USES ABUSIVE LANGUAGE, THREATENING BEHAVIOUR OR PHYSICAL VIOLENCE AGAINST ONE OF CANTREF’S OFFICERS WILL BE LIABLE TO PROSECUTION AND EVICTION. 

2.15
Harassment

Anyone who resorts to violence (either in words or through action) against an individual or group of people because of their race, ethnic origin, sex, sexual orientation, disability, age or religion is causing harassment. 

Cantref takes harassment very seriously and will not tolerate such behaviour from any of our tenants. We are prepared to if necessary take the offender to the County Court and have them evicted. Should you choose that you do not want to involve the courts or even the police, we will respect this wish.

If you feel that you are being harassed, contact us immediately. We will take the matter very seriously and you can expect to be treated sympathetically, in confidence and as a matter of priority. We will discuss with you the course of action that you would like us to take, be it legal action, or transfer to another property.

2.16
Illegal Behaviour

It may be that your neighbours behaviour is not only anti-social but is illegal. You should first contact the police if your neighbour (or indeed anyone) has threatened you or threatened to damage your property. You should report the incident to the police and ensure that you are provided with a crime reference number.

2.17
Unauthorised Occupation and Squatting

If you think that there are people squatting in one of Cantref’s properties near where you live, please contact your Area Team immediately.

2.18
TV Aerials and Satellite Dishes

Houses

You must get written permission from us before you erect a satellite dish on the property. One of our Area Team Officers can then visit you and tell you where the dish may be fitted. If you fit a dish without our approval, we may have it removed.

Flats

Only one communal dish is allowed on properties containing flats. The cost of this is then shared by those tenants who wish to use it.

SECTION 3 

SAFETY IN YOUR HOME

3.1
Fire Precautions

· Always keep matches away from children

· Use a guard in front of an open fire especially if there are children or elderly people about

· Never leave a chip pan unattended

· Don’t hang clothes over or around fires, heaters or cookers

· Do not prop open fire doors

· Close all doors at night

· Do not over fill airing cupboards, ensuring there is sufficient space around electrical fittings

3.2 
In the Event of a Fire

Chip pans

If a chip pan catches fire, turn off the heat and cover the pan with a damp cloth or lid to smother the flames. Never put water on a chip pan that has caught fire.

Persons

If a person’s clothes catch fire, lay the person on the ground, roll them in a rug or curtain to put out the flames and call an ambulance.

Home

If your home catches fire:

· If possible, close the door of the room where the fire started

· Make sure everyone leaves the house

· Call the fire brigade

· Once you are out of the property do not go back to save any belongings or pets

3.3
Smoke Detectors and Fire Alarms

All Cantref homes are fitted with ‘solid state’ detectors that are powered by mains electric and backed by batteries in case of a power cut. Never remove the batteries from these smoke detectors.

In blocks of flats fire alarms are required to be fitted by law for the safety of our tenants. The control box is usually situated in the hallway on the way into a building. Detectors can be very sensitive and can be set off by smoke from cooking or from cigarette smoking. You should:

· Close the kitchen door when cooking

· Do not smoke in any communal areas (this is against the law)

· Do not smoke directly beneath a smoke detector

· Always assume there is a fire if the alarm sounds

· Never cover the detectors with plastic bags or other material

· Never vandalise or damage the control box to stop the alarm from sounding

If the alarm sounds unnecessarily and you think it may be faulty, please contact us so that we can arrange for it to be inspected. Never tamper with the system yourself. 

3.4
Gas

If you smell gas in your home:

· Put out cigarettes

· Do not light any kind of flame

· Never use electrical switches

· Open doors and windows

· Check to see if a gas tap has been left on or pilot light has blown out

· If you still think there may be a leak, turn off the gas supply at the meter and call the gas board

You should telephone the Gas Emergency Contact Number: 0800 111 999
3.5 
Gas Appliances

Cantref has a legal duty to carry out a yearly service on gas fires, water heaters and boilers in our homes. This service is to ensure that the appliances are completely safe and working properly. It could also reduce your gas bills. It is stated in your Tenancy Agreement that you must allow our contractors access to carry out these checks – it could save your life.

3.6 
Electricity

· Switch off and unplug appliances that you are not using – this will reduce your electricity bill as well as reduce the risk of fire

· Make sure that all plugs are wired correctly

· Check flexes regularly – never use frayed or damaged flexes or run them under rugs or carpets

· Keep any power leads or cables tidily and so that they 
don’t present a tripping hazard

3.7 
Portable Gas and Paraffin Heaters

We strongly recommend that you do not use portable gas or paraffin heaters in your home. They are a potential fire hazard and can cause condensation in your home. If you are finding it difficult to keep your home heated please contact our Property Services Department.
SECTION 4 
RENTS & CHARGES

4.1 
Your Duty to Pay Rent

When you sign the Tenancy Agreement, you agree to pay rent regularly and on time. The rent is your responsibility. Even if you are entitled to Housing Benefit, it is up to you to make sure that the rent is paid. You must pay your rent on the Monday of each week in advance. You may pay your rent every 4 weeks, monthly, fortnightly or every week. However you choose to pay your rent, it must be done in advance. 

4.2 
Methods of Payment

There are several ways in which you can pay your rent:

· Standing Order – you can arrange with your Bank or Building Society that the rent be paid directly to us. We cannot arrange this for you. If you then cancel this Standing Order, you must let us know immediately so you can make other arrangements for payment
· Debit or Credit Card Over The Telephone
You can make a payment from the comfort of your own home by contacting your Area Team who will request your Debit or Credit card details and process your payment

· Internet Payments
You can make a payment via Cantref’s web site by following our make a payment link which can be found at www.cantref.co.uk 

· Swipe Card – we can provide you with a Swipe Card so that you can pay your rent at your local Post Office

· In Person – you can pay your rent at our Cantref office either by cheque or cash

· By Post – you can post us a cheque to the office. Cheques are payable to Cymdeithas Tai Cantref. Please make sure that you write your name and address on the back of the cheque. Never send cash in the post. Cantref can not accept post-dated cheques. 
 

· Housing Benefit Direct – If you receive housing Benefit, then it can be arranged for the payments to be made directly to Cantref. If you prefer for the Housing Benefit payments to be made to you, then you must pay us by one of the above methods. If you are in arrears we can ask the Local Authority to pay us directly
4.3 
Rent Statements

A printed rent statement is sent out to all our tenants every 3 months. It will show if you have any arrears on your account. Should you require a printed statement at any other time, please contact us so that it can be arranged.  If you require any clarification with regards to your rent statement, please contact your Area Team and a member of staff will be happy to help you.
4.4 
Fair Rent

Fair Rents apply to Secure Tenants only. A Fair Rent is decided for your home by a Rent Officer who works for the Welsh Assembly Government and not for Cantref. Once this amount is registered as a Fair Rent, Cantref cannot charge you more than this amount. 

4.5 
Changes in Fair Rent

If you are a Secure Tenant, a Fair Rent will be reviewed every 2 years. You will be informed in writing of any proposed changes in rent. Should you not agree that the proposed new rent is a fair one, you are welcome to ask for a meeting between yourself, the Rent Officer and a member of Cantref’s staff. 

A Fair Rent will not be changed within 2 years unless:

· Tenant and landlord jointly ask for a review, or

· There are considerable changes in circumstances (e.g. in improvement to the property) or a change in the conditions of the tenancy. The either landlord or tenant may make an application to the Rent Officer 

At least 4 weeks notice will always be given for any changes in rent.

If you are unhappy about your rent, you can appeal to the Rent Assessment Committee for Wales:

Rent Assessment Committee Wales
Welsh Assembly Government

Government Buildings

Picton Terrace
Carmarthen 

SA31 3BT 



Tel no: 01267 245 113  
Any appeals must be made before the new rent comes into effect.

4.6 
Service Charges

Some Tenants have to pay a Service Charge on top of their rent. If you are expected to pay a Service Charge, it will be shown in a schedule attached to your Tenancy Agreement. The Service Charge will be reviewed at the same time as your rent. If you are unhappy with your Service Charge then you may contact your local County Court. The telephone number for this will be in your local telephone directory. You have the right to complain to us if you feel that your Service Charge is unfair. We will investigate the matter.

4.7 
Council Tax

You are responsible for paying Council Tax to your Local Authority. If you are entitled to Housing Benefit or live alone, then you may be eligible for a reduction in your Council Tax. Contact your Local Authority Housing Benefit Department to find this out.

4.8 
Water Rates

You are also responsible for paying your own water rates to your Water Authority. Please contact them to arrange payments. Cantref have two schemes for the elderly where the water supply is metered and where Cantref collects the water rates.

4.9 
Housing Benefit 

If you receive any benefits, you may be eligible for Housing Benefit to help you pay your rent. 

If you think you may be eligible for Housing Benefit, contact the Housing Benefit Department of your Local Authority. They will send you the relevant forms. Your Area Team or Cantref’s Tenancy Support Workers can offer assistance when completing application forms for Housing Benefit.
If you already receive Housing Benefit and find that there are changes in your income or household, you should contact the Housing Benefit Department immediately. If you do not do so they may decide to reclaim from you, the money which was overpaid. 

If you are unsure about your rights regarding Housing Benefit or are experiencing problems with your claim, you should get advice immediately from a Housing Aid Centre, Citizens Advise Bureau, Local Authority or other local advice centre. We also recommend that you contact us at Cantref so that we can assist you with the situation.
4.10 
Difficulty Paying the Rent – advice

If you are experiencing difficulty in paying your rent you must contact us immediately. It may be that you are entitled to benefits that you are not claiming or receiving. One of our Area Team Officers may be able to help you or offer advice about getting in touch with other agencies that can help you.

We are always ready to help those who are willing to ask for assistance and to co-operate. It is vital that you contact us as soon as you begin to experience difficulty paying the rent. This way we can work with you to try to solve the problem before it escalates into a larger debt.

We rely on the income from your rent to run the organisation and carry out your repairs, which is why we always treat rent arrears as a serious matter. 

4.11 
What Happens if You Don’t Pay Rent?

If you miss one or more payments and have not contacted us, we will write to you asking you to bring your account up to date. We will also try to contact you by telephone, text or e-mail.
If you do not contact us, we will visit your home to discuss the matter. We will always aim to contact you to offer help and advice at an early stage, before your arrears get too high. We will make the contact details for appropriate advice agencies available to you at every opportunity and with all correspondence. We can refer you directly to one of our Tenancy Support Workers or to an independent agency for advice and assistance at your request.

 If you still do not make regular payments towards your rent and arrears, we will serve you with a Notice of Seeking Possession of your home. This is the first step in taking legal action which could result in the repossession of your home.

If you then make no effort to pay your rent or clear your arrears, we can apply to the County Court for an Order for Possession. This means that you could lose your home and have a County Court Judgement against you which will affect your credit rating and restrict your access to housing and credit in the future. 
We could also apply for a Money Judgement or an Attachment of Earnings Order which would mean contacting your employer to ask for payments directly from your wages to pay your debt.
If you do not pay your rent you may lose your home. 

4.12 
Repossessing the Property

If a County Court has granted a Possession Order and you still do not make efforts to pay your rent or clear the arrears, we can apply to repossess your home and you can be evicted.
The decision to evict will only be made when we have made every effort to help and inform you of the situation but you have still not co operated.
4.13 
Moving Out

If you want to end your tenancy and move out of your home you must give us at least 4 weeks written notice.

Your property must be left clean, in a good state of repair and decoration and clear of rubbish when you leave. A Cantref Officer will visit you before you leave to inspect the property. They can advise you on what re-decoration or repairs need to be done. You must also replace any broken fixtures and fittings. Should you not see that these repairs are carried out, then Cantref will charge you the cost of having them done. Anything you leave behind in the property will be disposed of as we see fit and you will be charged for the cost of clearing it. If you have a garden at the property, this too must be left clear.

Rent: You will need to keep paying your rent up until the Monday at the end of the 4 weeks written notice you have given. Even if you leave the property before this, you must continue to pay the equivalent of your rent and service charges until this date.

Keys: You must return your keys to Cantref’s office by midday on the final Monday. If you do not do so you will have to pay more money.  

SECTION 5 
REPAIRS AND MAINTENANCE
5.1 
Reporting a Repair

To report a repair please telephone your Area Team. The office is open 9am-5pm Monday – Thursday; 9am-4pm Friday). You will need to provide us with the following information:

· Your name, address and contact number.

· What you think needs to be done, giving as many details as possible.

· When somebody will be at home to allow the repair to be carried out or an inspection made.

5.2 
Who is Responsible for Repairs?

Cantref has a responsibility and is legally obliged to carry out certain repairs. There are also other repairs that might need doing but that you as the tenant are responsible for. The following lists quite generally the responsible for repairs:

Our Responsibilities:

· Roof coverings, gutters and rain water pipes

· Chimneys (including sweeping and servicing twice a year)

· Outside walls, pointing and re-decorating

· Drains

· External doors and door frames including ironmonger

· Windows, windowsills, window catches, sash cords and window frames

· Internal walls, floors and ceilings (not including decoration)

· Internal doors and door frames, door hinges and skirting boards (not including internal decoration)

· Pathways, steps and other means of access

· Plasterwork

· Garages and stores

· Boundary walls, fences and gates of the premises

· Installation of water, gas , electricity and for sanitation, which includes:

· Toilets, flushing systems, water pipes, baths, sinks, taps

· Electric wiring including sockets and switches, light fittings, gas pipes and water pipes

· Fitted water heaters, fireplaces, fitted heaters and central heating installations.

· Fire protection and smoke detection equipment provided by Cantref. Cantref is not responsible for maintaining or to keep in working order any installation which the tenant has put in without our consent, which the tenant is entitled to remove or which has been damaged deliberately or carelessly by the tenant, member of the household or any visitor be they invited or uninvited. 

Maintenance of Communal Areas

· Entrances, halls and passageways 

· Stairs and lifts

· Lighting

· Door entry systems

· Laundry rooms and any fittings in it provided by Cantref
Your Responsibilities 

· Keeping the interior of the property in good condition

· Replacing the keys and locks when you have lost a key
· Re-glazing to windows, doors and fanlights unless a crime number is provided to the Association

· Replacing light bulbs, fluorescent tubes, starters, plugs and re-wireable fuses 

· Replacing plugs and chains to baths, basins and sinks
· Replacing or re-fitting bathroom fittings including towel rails, toilet roll holders, WC seats and washers on taps
· Replacing washing lines, rotary dryers and line posts (except in communal areas)

· TV aerials and sockets (except communal systems)

· Curtain rails and roller blinds
· Blocked toilets, internal waste pipes, traps and gullies

· Shelving
· Internal decoration
· Dustbins

· Bleeding of radiators

· Filling minor cracks to plasterwork

· Easing doors following the fitting of carpets

· Installing and maintaining domestic appliances (your cooker, washing machine, television etc)

· Removing bulk refuse from your home and garden

· Repair any damage caused by the installation of a satellite dish or TV aerial 

· Repair any damage caused by an improvement made to the property by the tenant or visitor


· Allowing reasonable access to Cantref contractors when necessary
5.3
Completion Times

	Emergency Repairs
	Within 24 hours

	Urgent Repairs
	Within 7 days

	Non Urgent Routine Repairs
	Within 28 days

	Planned Maintenance
	Programmed


5.4 
Emergency Repairs

Repairs which if not remedied may affect the health, safety or security of the tenant:

· Dangerous electrical faults/exposed wiring

· Gas leaks

· Severe water leaks

· Complete lighting failure

· Heating breakdown during adverse weather conditions, in households where there are elderly or disabled people or young children under the age of 5

· Blocked drains, gullies etc that are likely to cause flooding or other damage

· Lack of water (excluding mains water supply)

· Fire, flood or storm damage

· Dangerous structure or damage likely to be hazardous to life or limb (e.g. loose masonry)

· Running overflows (in freezing weather only)

5.5 
Urgent Repairs

Defects which seriously inconvenience the tenant, but do not cause danger to health, safety or security:

· Defective heating/hot water systems or heating failure

· Failure of isolated electrical fittings

· Damaged glazing

· Minor water leaks to plumbing

· Defective sanitary apparatus

· Broken door locks

· Overflows

· Loose masonry

· Minor roof leaks

5.6 
Standard Repairs

Repairs which do not seriously inconvenience the tenant, nor affect their health, safety or security, though if not remedied may lead to further damage:

· Repairs to plasterwork

· General roofing repairs (non-urgent)

· Joinery repairs (e.g. adjustment of doors, minor repairs to floors)

· Repair to rainwater goods

· Re-fixing floor tiles

· Window fittings

· Bath panels

· Blocked yard gullies

· Blocked or leaking gutters

· Window sash cords

5.7 
Planned Maintenance

Repairs similar to those done under Non Urgent Routine Repairs which may be programmed to take advantage of economies of scale:

· Single window replacements

· Single kitchen units

· Replacement of garden walls/patios/fencing

· Improved communal areas

· External paths, steps and fences

· Brickwork/stonework/render

· External joinery

· Subsidence

· Dampness

Note: The above does not include every possible type of repair and is simply a guide to the types of repair in each category. It is up to Cantref’s Team Managers to ‘prioritise’ repairs upon receipt. When ‘prioritising’ repairs and considering completion times, maintenance staff will take into consideration the vulnerability of the tenants.

In certain circumstances (e.g. where obtaining replacement parts is difficult) it may not be possible to meet the response time. In such cases the Area Teams must inform the tenant of the reason for the delay and to provide an expected date for the completion of the repair. 

If the repair is a simple one, we will order work to be carried out without making an inspection. If it is a complex repair one of our maintenance officers or a specialist contractor will call at your home to make an inspection before the work can be carried out.

5.8 
Complaints

If you are unhappy about how long it has taken to complete your repair or don’t think that the work has been finished, write to our Director of Operations explaining your concerns. If you are unsatisfied with the reply you can follow the Complaints Procedure (see section 1.17 under ‘Your Tenancy Agreement’).
You also have the right to:

· Contact the Local Authority Environmental Health Department

· Apply to the County Court for an Order to make Cantref carry out the repairs

· To claim damages

· To complain to a Justice of the Peace that your home is unfit for human habitation

· To take advise from the Citizens Advice Bureau

· To consult with your own solicitor (he/she will be able to tell you whether you are entitled to Legal Aid in any action you might take)

· If there is any danger to your health and you have already written to us and not received a reply, you can apply to the Magistrates Court for a summons (under the Environmental Protection Act 1990) to order us to carry out the work. If we fail to do so, the Local Authority will do it and we will have to pay them.

5.9 
Rechargeable Repairs

Any repairs carried out by Cantref’s contractors that are actually the responsibility of the tenant will be charged to you. If there is a need to carry out a repair because of damage, misuse or neglect by you, or anyone else who is living in or visiting your home, it is our policy to charge you the full cost of the repair.

5.10 
Damage to Property

Should you find a repair that needs doing that is your responsibility and would like for one of Cantref contractor’s to carry out the work for you, please contact us. All our contractors are competent and reputable, you can be safe in the knowledge that the work will be carried out by people that regularly work for Cantref. Cantref can arrange for the repair to be done, you in turn will be charged the repair costs.

5.11 
Compensation

If we fail to carry out repairs in the times stated under ‘Our Responsibilities’ without good reason, and this failure is due to negligence by us or our contractors, you are entitled to £10 compensation from us.

5.12 
Decorating

It is your responsibility to keep the interior of your home in good decorative order. If the decoration within your home is in a particularly bad state when your tenancy starts, you may be eligible for a Decorating Allowance to help you with the cost. You must make a claim for a decorating allowance within 6 months of moving into the property. Please get in touch with your Area Team if you think that you might be eligible for this. 

If you move into a brand new property, you cannot decorate the interior for the first 12 months. This is known as the ‘Defects Liability Period’. During this time any problems with the property will be the responsibility of the house builder. If you decorate your home during this period, defects and faults might be hidden – for example, by wallpaper hiding cracks.

Cantref is responsible for decorating the outside of your home and any communal areas such as halls, passageways and stairs.

5.13 
Adaptations Made by Tenants

You need Cantref’s written permission before you make any alterations to your home at your own cost (other than decorating). Please write to your Area Team with details of your proposals. By involving the Association from the beginning, we can ensure that your plans and alterations will be structurally safe and unlikely to cause damage to the property.

5.14 
Right to Repair

In some circumstances, if you have reported a repair to Cantref and it has not been carried out within 28 days without good reason, you may be able to have the work carried out at our expense. The repair must be one that has not been carried out in our specified times and is likely to jeopardise the health, safety or security of the tenant.

5.15 
Condensation

Condensation is the result of too much moisture in the air in your home. When this moist air hits a cold surface such as a window or wall, it changes back to water. If this keeps happening, mould can start to grow. To reduce condensation you should:

· Keep your home warm

· Ventilate your home by opening windows, doors and vents when possible

· Dry clothes outdoors when possible. If drying clothes indoors – open a window to allow the air to circulate

· Keep kitchen and bathroom doors closed, especially when cooking  or having a bath/shower to help prevent the vapour from spreading

· Don’t overfill cupboards and wardrobes as the air will not be able to circulate

· Use extractor fans where they are fitted

· Keep lids on saucepans when cooking or boiling water

Cantref has a leaflet available about reducing condensation in the home. If you would like a copy please contact the office.

5.16 
Frost Protection

To avoid freezing during cold weather:

· Make sure that all taps are turned off at night

· Always leave your central heating slightly on when you are out

· If you heat your home with solid fuel, always make sure you have a sufficient supply to keep your home heated at all times

· If you leave your home for more than a day, make sure that the main stopcock is turned off and the water system drained

· Report any dripping or running taps to our Property Services Team
5.17 
Burst and Frozen Pipes

If despite precautions your water pipes freeze or burst:

· Turn off the main stopcock – it will usually be under or near the sink. In flats the stopcock may be in shared areas. You should check where it is when you move into the property as you might need to find it in a hurry one day

· Switch all water heating systems off

· Turn on all hot and cold water taps to drain the pipes

· Report the problem to us as soon as you can

SECTION 6
TENANT INVOLVEMENT

6.1 
Tenant Participation

Cantref have developed a Local Tenant Participation Strategy which outlines Cantref’s commitment to encouraging and supporting tenants to get involved. 
Tenant Participation is about giving tenants a say about decisions that affect their homes and local communities. It allows tenants to share views, information and ideas with the association.

Through the strategy we hope to achieve the following:-

· Encouraging tenants to influence improvements to the housing service

· Provide tenants with more information and in plain language

· Make sure tenants can join in

· Tenants views are used in decision making through all housing services

· Show tenants how their influence has improved services

· Work with tenants and landlords to get value for money

· Tenants and landlords to work together to make neighbourhoods and communities a better place to live

There are numerous ways to get involved some of which are outlined below. 
6.2 
The Residents Panel

Cantref has in place a Residents Panel with whom we consult on various aspects of housing management and issues that are likely to affect you. The Residents’ Panel meets every two months alternating between day and evening meetings to discuss housing related issues and to offer ideas on how services can be improved. Cantref will run any changes to services that are likely to affect you through the Residents Panel. They are representative of our tenants and residents and can voice any concerns, issues or ideas you would like to be heard. The Residents’ Panel have a regular column in the Clonc quarterly newsletter highlighting the main matters discussed and changes made to services. Dates of meetings are published in Clonc and on the website. 
Cantref helps arrange transport and childcare for tenants and residents who want to attend meetings. The Residents Panel are always looking for new tenant representatives, so if you are interested in being part of influencing change and making decisions on behalf of our tenants please contact your Tenant Participation Officer.
6.3 
Surgeries (Chi & Cantref)
Cantref have recognised the difficulties that some tenants have of attending meetings and visiting the office, and have therefore organised local meetings in all the rural areas that we operate in. Two members of Cantref staff will be at various venues throughout the year for 2 hours where you can:
· Report and Review Day to Day Repairs

· Discuss Estate and community ideas / issues

· Discuss Anti Social Behaviour problems

· View and Pay Rent   

· Housing Applications & Allocations

· And any other matters you wish to discuss or even if it’s just a matter of keeping us company and a general chat
Dates and venues for Chi & Cantref are published in Clonc and on the website. You will also receive a flyer when Chi & Cantref is in your area.
6.4 Residents Associations
The purpose of a Residents Association is for a group of local residents to come together to benefit the community in which they live. This is also an opportunity to ensure that Cantref is providing the standard of service that we should be. Many of the existing Residents Associations have been successful in developing community fun days, BBQ’s, estate clean up days, away days and many other fun activities.
For a list of Residents Associations please contact your Tenant Participation Officer or look on the website.
Cantref encourages and supports the start of a new Residents Association and value their importance and contribution. We will provide funding, training and  support in the development of Residents Associations. It is not difficult at all to set up a new Residents Association. We will be with you every step of the way to help.

If you are interested in setting up a Residents Association in your area or would like to know more about existing ones please contact your Tenant Participation Officer.
6.5 
Consultation

It is our duty to consult you on any matter that is likely to affect you. For example:

· Changes in management or maintenance procedures

· Major improvements to your home or surroundings

· Changes in rent, charges or services

Enough information will be provided for you to understand any proposals we make. Your views will always be taken into account.


We can make consultation possible through a number of possible ways:

· Through a visit by an Officer of the Association
· Through a letter asking what you think

· By inviting you to a meeting
· Being part of a focus group
· By asking the Residents Panel what you think

· Questionnaires

It is our duty to respond to your ideas and suggestions.

6.6 
Right to Information

It is your right as a tenant or resident to receive information from Cantref about our work and performance. We provide all our tenants with a copy of our Annual Report. This covers aspects such as rent levels, type of people we house, repairs and maintenance response times and levels of income and expenditure. We also have a quarterly newsletter Clonc that all our tenants receive. If you feel there is any information that should be provided in either the Annual Report or the Newsletter, then please let us know.

USEFUL NUMBERS AND LOCATIONS
When you move into your property it may be worth finding at noting the position of the following:

· Water Stopcock …………………………………...

· Mains Gas Tap ……………………………………

· Electricity Mains Switch

& Consumer Unit ……………………………………

Meter Readings – you should make a note of these when you move into a property:

· Water …………………..……………………….

· Gas………………………………………………

· Electricity………………………………………..

Also it may be worth noting what type of Heating System you have in your home for when you need to report a repair. Please tick one of the following:

· Electrical Heating


· Gas Heating 

· Solid Fuel Heating

· Oil Heating
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01938 551360

	
	
	
	

	Carmarthen C C
	01267 234567
	
	

	Pembrokeshire CC
	01437 764551
	
	

	Powys CC
	01597 826000
	
	

	
	
	
	

	Advice Centres      
Aberystwyth

Carmarthen 
	01970 612817

01267 234488
	Ceredigion Care & Repair  
	01970 639920

	Haverfordwest
	08451 202939
	
	

	
	
	Samaritans  
	08457 90 90 90 (National No)

	Dyfed Powys Police
	101
	Age Concern Wales
	02920 431 555

	Childline
	0800 1111 


	
	

	Shelter Wales 
· Ceredigion

· Carmarthen 
· Pembrokeshire
· Powys
	01970 611 438

01267 229 206

01646 699 203 

01686 610 850
	Powergen Staywarm (for special offers on electricity for those age 60+): freephone 0800 1 694 694: 0800 1 694 694 



