














Our business Contact us

We own over 2,100 homes, mainly in West Lothian and Bo’ness. Weslo Housing Management Weslo Housing Management
We have a yearly turnover of over £7m. 66 North Bridge Street 15 North Street
We invest around £2.5m a year in our housing stock and its Bathgate EH48 4PP Bo’ness EH51 0AQ
environment.
Tel: 01506 634060 Tel: 01506 639100
Fax: 01506 639122 Fax: 01506 822511
Tenant satisfaction Web: www.weslo-housing.org  Web: www.weslo-housing.org

The 2010 tenant satisfaction survey showed high levels of satisfaction:

Opening times
95% found staff helpful.
94% were satisfied with the overall service.
90% were satisfied with their accommodation.
88% were satisfied with where they live.

Monday-Thursday 8.30am—4.30pm (phone lines open until 5pm)
Friday 8.30am-4.30pm

Rents

We review rents annually with any increase taking effect on 1 April each year. Our
review is based on the Retail Price Index (RPI) and we aim to restrict any increase
to a maximum of RPI + 1%.

Repairs
Our maintenance team includes joiners, plumbers, electricians, builders and gas
engineers. We do about 9,000 repairs a year.

Planned maintenance
Every year we carry out a planned maintenance programme to maintain and
improve our homes. We spend around £1m a year on this.
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Moving into your new home

Joint tenancy

If a relationship breaks down
Breaking your tenancy agreement
Ending your tenancy

After your death

Moving into your new home

Signing your tenancy agreement

When you accept the keys for your new home you will sign a legal document
called a Scottish Secure Tenancy Agreement (SST). Your housing officer will go
through it with you and highlight your main rights and responsibilities as a
Scottish Secure Tenant.

Moving in
Moving home can be stressful. Use the checklist to make sure you don't forget
anything important.

Living in your home

Checklist

Check you have a key for every door lock:

—front and back doors

— close/common entrance door

Check where the meters are and take readings as soon as you move in.
Call the gas and electric companies to say you are the new occupier
and tell them the readings.

Check whether the meter takes a key or card, and decide how you
want to pay. If you can’t or don’t want to use a key or card, contact the
gas or electricity company to arrange another way of paying.

Check that the water, gas and electricity supplies are switched on and
are working.

Make sure you know how the central heating system works.

Make sure the smoke detector is working.

Check that the windows open and close and that you can use any
window locks.

Work out an exit route in case of fire.

Take out home insurance.

If you have any problems, get in touch with your housing officer.

altogether better



Joint tenancy

Anyone over 16 may apply to become a joint tenant. You don’t need to have lived
in the property before you apply. Contact your housing officer for advice.

If you have a joint tenancy, this means you and the other joint tenant are equally
responsible for all the conditions of the tenancy. This includes paying the rent. If
one joint tenant fails to pay, the other must pay the whole amount.

If a relationship breaks down

If your marriage breaks down or you separate from your partner, both of you may
have a right to the tenancy. You should contact your housing officer for advice.
You should also get independent legal advice.

Breaking your tenancy agreement

When you sign your tenancy agreement, you agree to keep to certain conditions.
If you do not keep to these conditions, we may take legal action against you.

Weslo Housing Management

Ending your tenancy
If you wish to end your tenancy, this is what to do:

You must give us 28 days’ written notice. You should tell us the date
you are moving out and your new address.

We will write to you confirming the date your tenancy will end. We will
also make an appointment to inspect your home and discuss any
repairs or decoration that must be done before you leave.

On the day you leave, call at your local office to hand in all the keys.

If you hand them in late, we will continue to charge you rent. Before
leaving your home, check that you have cleared out all your belongings
from the property including the attic and that all doors and windows are
securely closed and locked. If we find any items in the property after you
move out, we will charge you the cost of disposing of them.

If you fail to give 28 days’ notice or you abandon the property, you
could be charged rent for the full 28 days. You will lose the opportunity
to discuss repairs or decoration and we could recharge you for

doing these.

What if Weslo wants to end the tenancy?

We can only end your tenancy under specific circumstances set out in the
Housing (Scotland) Act 2001. These include where you have broken the terms
of your tenancy agreement, for example by not paying your rent. To end

your tenancy, we must get a court order and prove to the court that we are
acting reasonably.

If we want to end your tenancy in this way, we must follow a strict legal procedure.



First we will send you a written warning. If we then take you to court, you will have
the opportunity to give your side of the story. You can ask a solicitor to advise you
and speak on your behalf (represent you). People who live with you also have the
right to be represented, so we will send a copy of the warning to your spouse,
partner, sub-tenant, lodger, joint tenant or member of your family aged 16 years
or over, if they live with you and we know about them.

Ending your joint tenancy

If you are a joint tenant and you wish to end your share in the tenancy, but the other
joint tenant wants to keep the tenancy, you can have your name removed from the
tenancy by giving 28 days’ notice in writing to us and the other joint tenant.

If a joint tenant leaves

If you have a joint tenancy with someone who has left the house, you can ask
your housing officer to end their share in the tenancy. We will then make enquiries
to check the situation.

Abandoned homes

If you leave your home without telling us, we may end your tenancy and re-let the
property. To do this we will serve a notice saying we intend to repossess the
property. We will serve the notice on you in person (if we know where you are) or
fix it to the main entrance door or put it through the letter box. The notice will
warn you that we will repossess your home after a fixed period unless you
contact us to discuss the situation. The fixed period will usually be 28 days.

After your death

If you die, one of the following people may succeed to (take over) your tenancy,
provided they are currently living in the property as their only or main home:

[ your husband, wife, partner or civil partner, or
7 ajoint tenant.

If you have no spouse, partner or joint tenant, or none of these people want the
tenancy, a member of your family may succeed to it as long as:

I they are at least 16 when you die, and
I the house is their only or main home when you die.

There will be no limit to the number of times on which the right to succession may
operate. For more information you should contact your housing officer.

altogether better
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Reporting repairs during office hours

Reporting emergency repairs outwith office hours

Pre-inspection

Emergency repairs
Responsibility for repairs
Gas leak

Burst and frozen pipes
Smoke detectors

Carbon monoxide detectors
Routine maintenance
Polystyrene tiles

Storing wheelie bins

Energy advice

Alterations and improvements

Reporting repairs during office hours

To report a repair during office hours, please telephone:

West Lothian and other area tenants 01506 639127 or 639128
Bo’ness and Falkirk tenants 01506 639100

or log onto our website at www.weslo-housing.org

Repairs to your home

Reporting emergency repairs
outwith office hours

An emergency repair is classed as “one which cannot wait until the next working
day without causing serious damage to the property, or causing a life threatening
hazard to the occupants”.

To report emergency repairs during evenings, weekends and public holidays,
please telephone:

For emergency repairs
Bo’ness and Falkirk tenants - Falkirk Council 01324 503050

West Lothian and other area tenants
- West Lothian Council 01506 775000

For gas central heating
All tenants in Bo’ness, Falkirk, West Lothian and any other area telephone West
Lothian Council on the number listed above.

For gas and electricity supply problems
National Grid for gas leaks Freephone 0800 111 999
Scottish Power for faults and emergencies 0845 272 7999

altogether better
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We prioritise repairs under the following repair response times:

Emergency — within two hours of taking your call
One working day — within one working day

Right to repair — within one, three or five working days
Urgent repair — within three working days

Electrical — within five working days

Plumbing — within 10 working days

Joinery, building and

double glazing —within 20 working days.

Pre-inspection

In some cases it may be necessary to carry out a pre-inspection to establish
precisely what repair is required. Pre-inspections are carried out within

15 working days (depending on priority) but this does not form part of our
repair response time.

Weslo Housing Management

Emergency repairs

These are problems that could affect your health, safety or security or cause
serious structural damage to your home if not attended to. They include:

gas leaks

major leaks in the water system or the roof

total failure of electrical power

storm damage

blockage in a shared waste pipe

no heat, where an elderly or disabled person is living in the property
repairs to doors or windows where safety or security is affected
dangerous electrical fittings

no water supply

blocked external drain.

If you lose your door keys and get us to come and let you in, we will charge you
the cost of doing so.

Emergency repairs will normally involve removing a hazard and restoring
services at the first visit.

Response to an emergency should occur within two hours. If there is a heavy
demand on the emergency service (say in severe weather conditions), the first
priority will be to remove a hazard and the second priority will be to restore
services such as water and power within 24 hours.
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Responsibility for repairs

Item Responsibility Exception Item Responsibility Exception
Back boiler Weslo Floorboards Weslo
Banister Weslo Floors Weslo
Bath Weslo Fuse box Weslo
Boundary fences Weslo Fuse on plug Tenant
Carbon monoxide detector Weslo Garden hut Tenant
Ceilings Weslo Gas central heating Weslo
Chimney Weslo Gates Weslo — unless you fitted them
Clothes poles Weslo Glass Weslo
Communal areas to flats Weslo Greenhouse Tenant
Council security measures Weslo Hatch to loft Weslo
Decoration Tenant Handrail Weslo
Dividing fences Tenant Immersion heater Weslo
Door bell Weslo — unless you fitted it Keys Tenant
Door locks Weslo Kitchen fittings and worktops Weslo
Doors Weslo Laminate flooring Tenant
Drainage Weslo Light fittings Weslo
Driveways Tenant Light bulbs Tenant
Electric heating Weslo Lock-ups Weslo —unless it’'s a timber
Electric sockets and switches ~ Weslo garage you erected
Entry systems Weslo Medical adaptations Weslo
Estate footpaths, walls Outbuildings Tenant —unless we provided
and fences Weslo them
Expelair fan Weslo Painting (external) Weslo
External light Weslo — unless you fitted it Path (main access) Weslo
Pigeon loft Tenant
Plug/chain Weslo

altogether better



12
ltem Responsibility Exception Gas |eak
Porch Weslo
Radiators Weslo
Retaining walls in garden Tenant — unless we built them Tum offthe gas supply at the malns.
Roof Weslo Telephone National Grid on 0800 111 999 and report the leak.
Put out cigarettes. Do not use matches or naked flames.
E)?gr?/sé:grsg:egslye 9) T Do not operate electrical switches or door bells.
Rotary drier — fixed Weslo Open doors and windows until the leak is repaired.
Rotary drier — portable S— Check if a gas tap has been left on accidentally, or if the pilot light has
Satellite dish Tenant gone out.
Shower unit Tenant — unless we installed it .
T — Burst and frozen pipes
Smoke detector Weslo — but you must test
and clean it and Turn off the water at the stop cock (it's normally under the kitchen sink).
[eplacatioibaticnies Switch off the electricity at the mains.
Sl g sl Switch off any water heaters.
Stairs o Switch off the central heating system.
Steps Weslo Open all taps to sinks and the bath and, if possible, collect water in the
Taps Weslo bath for flushing the toilet and washing.
Toilet and cistern Weslo Warn neighbours whose property may get damaged.
TV aerial Tenant
TV aerial sockets Weslo —unless we installed it
Walls Weslo Telephone your local office on:
Wash-hand basin Weslo West Lothian and other area tenants 01506 639127 or 639128
Washing machine fittings Weslo — unless you fitted them 01506 775000 if out of hours
Windows Tenant (West Lothian Council)

Bo’ness and Falkirk tenants 01506 639100
01324 503050 if out of hours
(Falkirk Council).

Weslo Housing Management



Smoke detectors

Smoke detectors are fitted in Weslo houses. You are responsible for keeping
them in working order. You should test them monthly (using the test button) and
replace the battery once a year with the battery type recommended by

the manufacturer.

You should also vacuum the smoke detector regularly to keep it free from dust
and cobwebs.

If you believe your smoke detector is faulty, you should report it to your local office
immediately.
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Carbon monoxide detectors

Carbon monoxide detectors are fitted in Weslo houses. Carbon monoxide
cannot be seen, tasted, smelt or felt. If your alarm sounds, you must contact your
local office immediately.

Routine maintenance

You are responsible for some routine maintenance to safeguard your health
and safety:

Always keep entrance and exit routes clear in case of an emergency.
Qil your window hinges and latches once a year to ensure they are in
working order and could be used as an escape route in case of fire. If
they need to be repaired, please report this to your local office.

Polystyrene tiles

We do not allow you to fit polystyrene tiles. In a fire they would put you at risk
because burning droplets would spread the flames and give off poisonous fumes.

altogether better
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Storing wheelie bins Alterations and improvements
Don’t leave anything that could catch fire inside the close. You must store wheelie You must get our permission first if you want to:
bins outside.

alter, improve or enlarge your home
Energy adVi ce add new fixtures or fittings (e.g. driveway, laminate flooring*,
satellite dish*)

put up a garage, hut, or other structure.
Your local council offers energy advice and is happy to visit you to advise how to

save money by using your heating system economically.
We will only refuse permission if there is good reason to do so, although if we do

grant permission we may add conditions.

Alteration/improvement application forms are available from your local office.

* Permission will not be granted for an upper flat.

**This is for technical reasons relating to positioning and fixing the dish.

Weslo Housing Management
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Paying the rent

If you are having difficulty paying your rent
Housing benefit

Income support

Help with claiming other benefits

Former tenant arrears

Paying the rent

You will need your allpay rent card to pay your rent. If you lose this, let us know
and we will ask allpay.net to send you a replacement card.

Counter collection

The rent counters are open Monday to Friday from 8.30am to 4.30pm.

We accept all major debit and credit cards. If you are unable to call in person,
please telephone your local office and we will take your payment by card and
send you a receipt.

Direct debit

We prefer this method of payment and encourage you to use it. We arrange
direct debits in partnership with allpay.net. To set up a direct debit, please ask
your local office for a form, fill it in and send it back to us.

Paying your rent "

Rent payment swipe card
Your allpay rent card allows you to pay:

at Weslo offices

at any post office

at PayPoint outlets
online at www.allpay.net
by SMS text.

Bank credit transfer
If you are paying by this method, please give your bank the following information:

Bank of Scotland Credit to the account of: Weslo Housing Management
54/62 Sauchiehall Street  Account no: 00890405
Glasgow G2 3LX Sortcode: 80-07-14

Please remember to quote your address and tenant ID number.

Bank standing order
We can give you a standing order form, which you should complete and give to
your bank.

altogether better
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Postal payments

If you send your payment by post, please cross your cheque or postal order and
make it payable to Weslo. It is better not to send cash through the post, but if you
must do this, you should use registered post.

If you are having difficulty paying your rent

Rent arrears can happen for all kinds of reasons, and it can be difficult facing up
to financial problems. We can help. If you are having difficulty paying your rent,
contact your housing officer.

You can talk to your housing officer in confidence, at our office or in your home.
They will look at your circumstances and work out an agreement with you to
make regular payments to clear your debt.

Your housing officer will help you apply for housing benefit and identify other
benefits you may be entitled to.

Housing benefit

Housing benefit is money that can help pay your rent, if you are on a low income
and if you qualify. You must make a claim to receive this. Claims are not usually
backdated, so apply as soon as possible.

How much housing benefit you receive depends on how much money comes
into the household and how much you have in savings. Other things that affect
the amount of housing benefit you receive include:

I the number of people living in the house and their ages
I the number of people who are working.
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If you do quialify for housing benefit, the council will pay it directly to us to cover He|p Wlth Claiming Other beneﬁts

some or all of your rent.

Many people who are entitled to housing benefit do not claim it because they
think they will not qualify. If you are unsure, make a claim.

Your housing officer will help you claim other benefits or put you in touch with
someone who can. Other benefits could include attendance allowance, disability
Ask us or your local council for an application form. If you would like help in living allowance, employment and support allowance and tax credits.
completing the form, contact your housing officer. The council’s Housing Benefit

Section should be able to let you know if you qualify within 14 days, as long as FOrmer tenant arrears

you give them all the information they need.

Whenever your circumstances change, you must let the council know. Changes
include arise or cut in wages, or someone moving into or out of your home. If you
do not tell us and the council about these changes when they happen, you may
have to repay the money you have received.

If you end your tenancy without paying all the rent, you should arrange with your
housing officer to pay your arrears.

The council may send you a review form from time to time. You must fill it in and
return it immediately to avoid losing your housing benefit.

Income support

If you (or your partner) are on income support or jobseeker’s allowance, you still
need to fill in a housing benefit form. Even if you complete a housing benefit
application at the Department for Work and Pensions (DWP), you may still need
tofillin a housing benefit form for the council.

While you are on income support or jobseeker’s allowance you will get the
maximum amount of housing benefit unless you have other adults living with you.
In this case you will get less housing benefit. The amount deducted for each adult
will depend on whether they are working.

You must tell both the council and the DWP if your circumstances change in any way.

altogether better
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Your rights as a Weslo tenant

Your right to a written tenancy agreement
Your right to a joint tenancy

Your right to sub-let or assign your tenancy
Your right to take in a lodger

Your right to view personal information
Your right to exchange your home

Your right to compensation for improving your home
Your right to information

Complaints procedure

Data protection

Your Right to Buy

You are a Scottish Secure Tenant of Weslo Housing
Management. Your rights are set out by the Housing
(Scotland) Act 2001. These rights are also stated in
your tenancy agreement.

If you have any questions about the tenancy
agreement, contact your housing officer.

19

Your right to a written tenancy agreement

Your tenancy agreement is a legally binding contract, which is signed by you and
us, and which sets out your rights and responsibilities.

Your right to a joint tenancy

If someone lives with you, you can apply to have them included with you as a joint
tenant. You and the individual who wish to become a joint tenant must apply in
writing. We will only refuse your request for a joint tenancy if we have reasonable
grounds to do so.

Your right to sub-let or assign your tenancy

You have the right to sub-let or assign your tenancy, but only if you first get our
written permission. We can only refuse if we feel you are acting unreasonably.

You must write to us asking permission to sub-let or assign the tenancy. We will
consider your request and let you know our decision in writing.

By law, you can only assign the tenancy to someone who has been living in the
home as their main home for at least six months.

altogether better
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Your right to take in a lodger

You have the right to take in a lodger as long as you first get our written
permission. We will only refuse if we have good reason to do so. Remember that
taking in a lodger may affect any housing benefit you get. Apply to your housing
officer for permission.

Your right to view personal information

You have the right to view personal information about you that we hold on
computer or paper files. If you wish to see this personal information, you should
apply in writing to your housing officer. We will make an appointment for you to
view the information, and we may charge a fee.

Your right to exchange your home

You have the right to exchange your home with another Scottish secure tenant,
provided both landlords have given their written consent. We will only refuse consent
if we have good reason to do so. Contact your housing officer for more information.

Your right to compensation for
improving your home

If you have made improvements with our written permission, you may be entitled
to compensation for the cost of the work when you end your tenancy. Contact
your housing officer for more information.

Weslo Housing Management

Your right to information

You have the right to information about policies such as our:

allocation policy
tenant participation policy
repairs policy.

Complaints procedure

We aim to give you a quality service. However, at times you may be unhappy
about something. It is important that you tell us so we can put it right.

The complaints procedure helps us monitor the quality of our service so we can
improve it. By law we must give all tenants a copy of it.

As far as possible we will treat your complaint in confidence. We will only give out
your name when absolutely necessary.

However, you will understand that if your complaint involves another tenant or a
member of staff, it may be difficult for us to look into it without talking to that
tenant or member of staff. If you ask us not to talk to the tenant or member of
staff, we will try to do as you say, but we may not be able to take any action to
resolve the complaint.

If you make a complaint without giving your name, we may not be able to verify
the details necessary to investigate the matter.



You can complain about any aspect of our service, for example if:

you think we have not carried out a repair properly

you have not received information you have asked for

you think that a member of staff or a contractor has behaved wrongly
towards you

we have discriminated unfairly or unlawfully against you.

We deal with complaints against neighbours under our neighbour disputes
procedure. If you are dissatisfied with the way we have dealt with a neighbour
dispute, then you can use the complaints procedure.

You can make a formal complaint whenever you wish, but it can often be quicker
and easier for everyone to sort out the problem informally when it first occurs.

To try to resolve a problem informally, talk to or write to your housing officer (or
any other officer if appropriate) and let them know what you would like put right.

If you are unhappy about any of our services and cannot resolve the matter
informally, please telephone or call into your local office. You should make it clear at

this point that you are making a complaint. We will then try to resolve your complaint.

If you are still not satisfied, please make a formal complaint to the housing
manager. This could be by letter, telephone, email or in person. It would help if
you use the formal complaint form, which you can get from any member of staff
or download from our website at www.weslo-housing.org.

If you are still dissatisfied after going through every stage of our complaints
procedure, you can write to the Ombudsman. The Ombudsman investigates
complaints from members of the public who claim to have suffered through
‘maladministration’ — official fault or mistake.
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Write to:

The Scottish Public Services Ombudsman
Freepost EH641

Edinburgh EH3 OBR

Tel: 0800 377 7330

Fax: 0800 377 7331

Text: 07900 494372

Email:  ask@spso.org.uk

Web:  www.spso.org.uk

Repeated complaints

If you continue to make the same complaint without giving us any new
information, and we have already looked into it, we will treat this as a repeated
complaint. We will acknowledge the complaint as being a repeated complaint,
but take no further action.

Getting independent advice
You may feel you need independent advice before you decide whether to make a
formal complaint. You could talk to:

the Citizens Advice Bureau
a solicitor

the Welfare Rights Service
a Law Centre.

How we record and monitor complaints

Complaints can help us as well as you! All your complaints are recorded and
reported to the operations director, who regularly informs our Board about changes
or improvements we may make or have made as a result of complaints received.

altogether better
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Data protection

We will ensure that all data is processed in line with the 1998 Data Protection Act.
Your Right to Buy

As a Scottish Secure Tenant, you have the Right to Buy your home under
certain conditions.

If you used to be a tenant of Scottish Homes, transferred to Weslo and have
remained in your home since then, you will have the ‘preserved’ Right to Buy.
If you live in a house, you will receive between 32% and 60% discount on the
market value of your home. If you live in a flat, the discount will be between
44% and 70%.

If you are assigned the tenancy, transfer, or exchange your home for another
Weslo property, you will lose the preserved Right to Buy and move to the
‘modernised’ Right to Buy.

If your Weslo tenancy started after 1 March 1994 (West Lothian) or 15 December
1997 (Bo’ness), you will have the modernised Right to Buy.

To take up the modernised Right to Buy, you must have at least five years’
continuous tenancy or succession of tenancies. Your discount will be 20% to
35%, up to a maximum of £15,000.

In both schemes the amount of discount may be affected if you have previously
bought another council or housing association home under the Right to Buy, or if
your home has been built, acquired, or substantially improved in the last 10 years.
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Noise nuisance

Neighbour disputes and anti-social behaviour
Young people and children playing

DIY work and alterations to your home

Using your home for illegal or immoral purposes
Harassment

Keeping pets

Use of shared areas

Abandoned vehicles

Running a business from your home
Looking after your garden

Access to your home

Storage of flammable material

Noise nuisance

Noise is a fact of everyday life, and everyone has to accept that some daily
activities will create noise. However, some types of noise are unacceptable, and
at some times of the day and night noise causes a real nuisance.
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Dogs barking (see also ‘Keeping pets’)

It can be annoying when dogs bark for long periods, especially during the night.
If you have a dog, don’t leave it alone for long periods and do exercise it regularly,
particularly if you live in a flat and do not have your own garden. If your
neighbours complain, please take their comments seriously and try to solve

the problem.

Always keep your dog on a lead in residential areas and only let it run around
when it is safe to do so.

Loud music

Music played loudly at any time of the day or night can annoy your neighbours
and is one of the main reasons people fall out with each other. Please show
consideration for others by playing music at a reasonable volume. If you like it
louder than most people, use headphones safely!

Parties

If you intend to have a party, let your neighbours know in advance. Your
neighbours may be elderly or have young families, and loud music playing into
the night is likely to annoy and upset them.

Your housing officer deals with noise complaints and will take action against
tenants who act unreasonably. Again, if your neighbours do complain, take it
seriously — because we will.

altogether better
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Neighbour disputes and
anti-social behaviour

What can | do if | have a problem with my neighbour?

If you can, try to solve any problem between yourselves first. Your neighbour may
not have realised they are causing a problem. A friendly word with them may be
enough to sort it out. A calm discussion might stop a small matter turning into a
big row.

If you feel you cannot deal with the situation on your own, contact your housing
officer, who will investigate the matter in accordance with our anti-social
behaviour policy. You can get a copy of this from your local office.

Young people and children playing

Please ensure that you know where your children are and that they are not
causing a nuisance to others living in your neighbourhood.

DIY work and alterations to your home

If you are carrying out improvements to your home, please let your neighbours
know if you intend to work in the evening. Any work that involves banging, drilling
or other loud noise should not continue after 9pm. If you are doing a lot of work,
tell your neighbours how long it is likely to take and when it will be finished. If you
do this, they are less likely to complain.

Weslo Housing Management

Using your home for illegal or
immoral purposes

If your home is used for illegal or immoral purposes, such as dealing in controlled
drugs, running a brothel, dealing in stolen goods, illegal betting or gambling, you
will be in serious breach of your tenancy agreement and we will apply to the court
to end your tenancy by eviction.

Harassment

Harassment means any behaviour that is intended to harm or cause physical or
mental distress to another person. It is a condition of your tenancy that you do
not cause any form of harassment to anyone.

If we find that you or a member of your family, or anyone living in or visiting your
home, is in breach of this tenancy condition, we may apply to court to end your
tenancy by eviction.

We will respond immediately to any form of racial harassment caused by you or a
member of your family, or anyone living in or visiting your home, and we may take
action leading to eviction.

Racial harassment means any anti-social behaviour, nuisance, harassment or
criminal behaviour toward someone because of their race, national origin, culture
or ethnic group.



Keeping pets (see also ‘Noise nuisance’)

You must get our written consent before keeping a pet.

Conditions
To protect the pet, your neighbours, the property and the neighbourhood, the
following conditions apply to all permitted pets:

You do not need written permission for guide and hearing dogs.
You are responsible for the behaviour of any pet you own.

You must take all reasonable steps to prevent your pet causing
nuisance, annoyance or danger to your neighbours. This includes
fouling, noise or smell from your pet.

You are responsible for cleaning up dog waste.

You must pay the cost of making good any damage to our property
caused by your pet.

If your pet causes a persistent nuisance we can ask you to remove your pet
from your home, and may take legal action against you for breaking your
tenancy agreement.

When can written permission be given?

We will normally give permission for a domestic pet.
Permission will normally be limited to two pets per home.
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Use of shared areas

Domestic and garden rubbish
It is your responsibility to put the wheelie bin out for emptying, and to take it back
in afterwards.

Place all your rubbish in the wheelie bin provided. If your wheelie bin is not big
enough for your family, you may be able to get a larger bin from the council.

The council provides a bulk collection service for large items such as cookers,
beds and fridges.

Shared areas
If your home has areas you share with other residents, please respect their

privacy and keep the shared areas clean and tidy.
Abandoned vehicles

Inconsiderate parking causes difficulties to other residents and may delay
emergency vehicles.

lllegally parked vehicles
The police deal with illegally parked vehicles, including:

vehicles parked on the pavement
vehicles with no road tax.
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If you need to dispose of a vehicle, contact a car breaker. Abandoned and scrap
vehicles are a danger to children, cause parking problems, and are an eyesore.
(An abandoned vehicle is one with no traceable owner.) When an abandoned
vehicle has been reported to us, we will contact the police.

Running a business from your home

You need to get written permission to run a business from your home.

Looking after your garden
If you have a garden, you are responsible for keeping it tidy.

You should cut any grassed areas regularly between April and October.
Do not allow hedges to overhang footpaths or become unmanageable.
There should be no rubbish or litter in the garden.

We operate a garden maintenance scheme. If you need help to look after your
garden, please contact your housing officer.

Weslo Housing Management

Access to your home

If you live in a terraced block of houses, you can use the path around the end of
the block to get to your rear door in certain situations. When you use this path,
please respect the privacy of those who live in the terrace. You should use this
right of access for:

access in bad weather

putting your bin in and out

access for tradesmen

taking garden tools to and from your front garden.

Storage of flammable material

You must not use or store bottled gas, or appliances that use bottled gas, in any
flat or block over two floors high.
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I Fire I Switch off all sockets and pull out all plugs before going to bed,

[ Ifyou have a chip-pan fire except your fridge and freezer.

I Smoke alarm I Never use a damaged flex.

[ Electricity [ Use electrical socket adapters as little as possible.

[ Ifyour power has gone off [ Have your electric blanket serviced each year.

I Gas I Do not use light fittings for anything other than lighting.

[ Water [ Use an ashtray for cigarettes.

I Home security I Never smoke in bed - this is the major cause of fire in the home.

I Ifyou go on holiday I Close all doors inside your home before going to bed.

I Condensation Il Take care that nothing can fall into heaters or fires.

I Asbestos I When you are at home, always leave outside door keys near the doors.

I Home insurance I Make sure everyone in your home knows what to do if there is a fire.
Fire What to do if a fire starts
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Being safe in your home

If you think there may be a fire in a room, do not open the door. Get
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The following points will help you reduce the risk of a fire: everyone out of the home and immediately phone the Fire Brigade.

Never leave children alone in your home. [ Ifafire starts, assess whether you can control it quickly and safely.
Never have a chip pan more than half full or left unattended. If not, close the door of the room where it has started. This will help to
Never overload electrical sockets and always use the correct fuse. keep the fire in one part of the house. It will also help stop poisonous
Unplug electrical appliances when you are not using them. fumes from spreading.

If your sockets are faulty or overheating, contact your local office I Your priority is to get out of the building. Do not stop for possessions.
immediately. Alert everyone in your home, dial 999 and leave the property quickly.
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Close all doors behind you as you leave, to prevent the fire from
spreading.

Do not re-enter the house. After calling the Fire Brigade keep everyone
at a safe distance from the house.

If you are trapped in a room, close the door behind you and seal the
gap under the door with a blanket or rug to stop smoke getting in the
room. Call for help from the window.

Remember:

Get everyone out and stay out.

Call the Fire Brigade.

Close all doors behind you to contain the fire and to stop
smoke and fumes spreading.

Don’t go back for any reason.

If you have a chip-pan fire

Don’t move the pan or pour water over it.

Cover the chip pan with a damp cloth, keeping your hands protected
behind the cloth.

The damp cloth will smother the flames and allow you to switch off
the cooker.

You must leave the cloth over the chip pan until the oil has cooled,

or it will catch fire again.

Buy a fire blanket to keep beside the cooker to use if a chip-pan fire develops.

Weslo Housing Management

Smoke alarm

What does my smoke alarm do?

Your smoke alarm is designed to give early warning of a fire. It detects smoke
that comes into its sensing chamber. It does not sense gas, heat or flames.
When it senses smoke, it sounds its built-in alarm.

Having a smoke alarm could make all the difference to your safety and
that of your family, so never try to disconnect, paint or move your alarm.

How do | know if it’'s working properly?

Your smoke detector has been designed to need as little maintenance as
possible. Check your alarm at least once a month to make sure that it is still
working properly. You can do this by pressing and holding the test button until the
alarm sounds. This could take up to 10 seconds. When you press the button, the
red light should flash all the time. The alarm should stop soon after you take your
finger off the test button.

Clean your smoke alarm regularly to keep the dust off it and improve its efficiency.
Replace the battery about once a year.

If your alarm is not working properly or it goes off when there is no
smoke, report it to your local office.



Electricity

Every home has a consumer control unit (what used to be called a fuse box)
fitted close to the electricity meter. Instead of the old-fashioned fuses, your
unit is fitted with miniature circuit breakers (MCB) and earth leakage circuit

breakers (ELCB).

Breakers

Earth
- Leakage
Circuit

If your power has gone off

SITUATION 1 SITUATION 2
You have just plugged in an Your power has gone off but
appliance and all the power you don't know why!
has gone offl
a) Switch everything off (plugs,
lights, cooker,
water heater)
b) Reset ELCB
a) Unplug appliance (and MCB if required)

b) Reset ELCB (and MCB if
required)

) Switch lights on one at a
time

d) Switch plugs on one at a

) Breakers

Miniature circuit breakers are similar to fuses but easier to operate. No more

messing about with fuse-wire — all you have to do is reset the MCB switch to ON.

The earth leakage circuit breaker is a sensitive device that protects you against
getting electric shocks from faulty equipment and prevents damage to your
appliances.

When the ELCB detects a fault, it automatically switches off the power to all the
MCBs (or fuses) associated with it. Remember: it could prevent you being
electrocuted; it could prevent an electrical fire; and it will protect your appliances
from further damage if they develop faults.

time

1f a light or appliance is faulty
the power will go off again
when this item is switched on,
s0

) Power should come on again

Switch it off. Reset ELCB
(and MCB if required). Power

d) Have your appliance should come on again
checked by a competent ) Switch on Water Heater
Electrician. and wait 5 mins

f) Switch on Cooker
and wait 5 mins

1f the water heater or cooker is
faulty all the power will

go off again when it heats up,
so switch it off Reset ELCB
(and MCB if required)

Power should come on again.
Have the faulty item repaired.

Where an appliance (cooker, kettle, fridge, iron, etc) is causing the problem, do
not use it again until you have had it checked by a qualified electrician. If a light or
the water heater is causing the problem, report it to your local office. Do not use it
again until the electrician has repaired it.

altogether better
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Gas

If you

smell gas

Never attempt to find or repair a gas leak. It is dangerous to try and
could be illegal.

If you smell gas, put out cigarettes and any other naked flames,
including burners and pilot lights on the cooker or heating system.
Do not use matches. Do not put any electrical switches on or off
because even a spark from a socket could ignite escaping gas. This
includes plugs, lights, or even an electric doorbell.

Open doors and windows and keep them wide open until the leak has
been located, checked, and stopped.

Check to see if a gas tap has been left on accidentally or if a pilot light
has gone out.

Call National Grid’s emergency gas leak number — 0800 111 999.

Every year we will repair and service any gas appliances or systems that we have
provided in the property.



Water

Stop taps

Stop taps control the flow of water in your house. It is important that you locate
the stop tap and make sure you can get to it easily in an emergency. It may be
inside (usually in a cupboard) or outside your home. The stop tap for the hot
water supply will be on the pipe running from the cold water tank to the hot
water tank.

The danger is greatest when your home is unoccupied and has no heating on,
even during the day when you may be out at work.

Burst pipes
To reduce the risk of burst pipes:

In winter try to keep your home warm, day and night.

When you go away, leave your keys with a neighbour and tell your local
housing office and the police that you will be away.

If you are going to be absent for only a short time, leave the central
heating on its normal cycle.

If you have a loft, keep the loft hatch open. The heat will rise and this
will help to protect the tank and pipes in your loft from freezing.

If you have a burst pipe, follow these rules to limit the damage:

Turn off the water supply at the stop tap.
Switch off the electricity at the mains.
Switch off the central heating system.
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Switch off the immersion heater.

Drain the water supply through the sink and bath taps.

If possible, collect water in the bath for flushing the toilet and washing.
Call your local office.

Warn any neighbours who might suffer damage as a result of the burst.

Frozen pipes
If your pipes freeze, follow these rules:

Turn off your water at the stop tap and drain off all the water in the pipes
through the sink and bath taps.

If possible, collect water in the bath for flushing the toilet and washing.
Do not attempt to drain the boiler unless the pilot light has gone out.
Switch off the immersion heater.

Call us at your local office.

Home security

Most break-ins are carried out during the day or when a thief sees an opportunity.
You can often avoid a break-in by taking these few simple precautions:

Never let a stranger into your home unless you are satisfied they are
who they say they are.

Always ask to see their identity card (ID) even if the person is dressed in
work overalls.

All staff working for Weslo, and employees from electricity and gas companies,
carry identity cards. If callers do not have ID, ask them to call back later. Use the
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extra time to check them out with the organisation they say they represent. No-one
who has come to your home for a genuine reason will object to this.

Phone the police if you are at all suspicious.

Never advertise that you are out by leaving a note pinned to the door.
Never leave valuables lying around where they can be seen through a
window.

Never leave keys under a mat or on a piece of string behind the door, or
anywhere obvious where a thief could find them.

Leave a light on in the living room or bedroom and draw the curtains if
you go out after dark.

Always lock your door when you are in your home or have to leave for a
short time.

Never leave ladders or tools outside that could help someone break in.
Lock them securely away in a garden shed or garage or keep them
inside your home.

If you go on holiday

Stop the papers, so people will not suspect you are away.

Make sure all doors and windows are securely locked.

Leave your holiday address and spare key with a neighbour.

Turn off all utilities. However, if you are going away over the winter
months, keep your central heating on low.

If you are going away for over a month, please tell us where we can get
access to a key, in case we need to enter your home in an emergency.

Weslo Housing Management

Condensation

Condensation and mould growth

Condensation is caused by too much moisture inside your home. When the
moisture in the air meets a cold surface, such as a window or wall, it condenses
onto the cold surface as water.

By keeping your home constantly warm, you will ensure that less moisture will be
deposited on cold surfaces. This is because warmer air can hold more water and
is less likely to deposit it.

Circulating warm air is even better at holding moisture and reducing
condensation.

Asbestos

What is asbestos?
Asbestos fibres are strong and resistant to heat and chemicals, so they are used
in a wide range of building materials and products, often as fireproofing.

Where is asbestos found?

Building materials containing asbestos were widely used from 1930 to around
1980, particularly from 1960 onwards. Houses and flats built or refurbished
around this time may contain asbestos materials. Heat-resistant household items
such as oven gloves and ironing boards also used to contain asbestos.

It is not always easy to tell whether a product contains asbestos, as modern
asbestos-free materials often look very similar. Remember — it is usually older
products that contain asbestos.



These are the main building materials containing asbestos:

Insulation board — This has been used for fire protection, heat and sound
insulation.

Lagging — This has been used for the thermal insulation of pipes and boilers (but
very rarely in homes).

Sprayed coating — This was used for fire protection of structural steel (again,
this is rarely found in homes).

Cement - This is the most commonly used asbestos material. It is found in
different types of buildings, for example in roofing sheets, wall cladding, partition
boards, bath surrounds, roofing tiles and slates.

Artex — Some Artex used before 1985 contained asbestos.

Floor tiles — Some floor tiles may contain asbestos-paper backing, or be fixed
with asbestos-containing mastic.

Asbestos materials in good condition that cannot readily be damaged are often
best left alone because their removal can lead to higher levels of fibres in the air.

If you want more information, contact your housing officer.
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Home insurance

Do | need building insurance?

No, we insure the structure of your home. This means the parts of your home that
remain in place no matter who the tenant is, including the walls, doors, ceiling,
roof, chimneys, windows, floors, kitchen and bathroom fittings.

Contents insurance

Building insurance does not cover your personal belongings or furniture. We
strongly advise all tenants to take out a contents insurance policy to cover these
things. If you do not take out contents insurance, and something does happen, then
you risk losing all your belongings and having no money to replace or repair them.

Negligence
If your home is damaged by negligence on your part, we may recover the repair
costs from you.
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Tenant participation

How participation works
Mutual benefits

Tenant Participation Committee

Tenant participation

Tenant participation is about giving you as a tenant the chance to have your say
and work with others to influence the housing service we provide.

Our Board agrees that:

Weslo is committed to improving the service that tenants receive by
giving tenants a greater say and influence on decisions affecting
their homes.

Getting involved

We believe that participation will benefit us and you, and will:

assist community development

break down real or imagined barriers between tenants and their landlord
improve services through better management

give you more choice and influence

lead to greater satisfaction among tenants and staff and better relations
between them

help tenant directors carry out their role more effectively.

How participation works

We are committed to consulting, supporting and informing you in various ways:

providing information in plain language

asking for your ideas and feedback and assuring you that we value
your opinions

listening to and considering the views and suggestions you offer us.

altogether better
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Mutual benefits

This policy gives you the chance to help make decisions that affect the quality of
your housing management service.

It can lead to:
better communication between us and you
greater influence over changes affecting your home and
the area you live in
better community spirit.

We believe the policy will:

increase tenant satisfaction
help us use our resources more effectively in ways you want.

Tenant Participation Committee

The Tenant Participation Committee is open to all tenants and it gives tenants
the opportunity to represent all groups within the communities Weslo serves. It is
the gateway to the Board for all matters on which Weslo requires tenant input.
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This document is also available in other languages, large print,
Braille, and audio format on request.
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English

AStandarc

Weslo Housing Management

This document has been clarity-checked and awarded the Clear English Standard by Plain Language Commission (www.clearest.co.uk),
which promotes clear and concise communication in documents and on websites.
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