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1. INTRODUCTION AND HISTORY

Teachers' Housing Association was established in 1967 as the Teachers’ Benevolent Fund Housing Association.  The aim of the Association was initially to provide sheltered housing for elderly people but in the early 1970s the property portfolio was extended to provide housing for teachers and others in housing need in London.  The Association currently manages a stock of approximately 545 units and its properties include sheltered housing schemes for elderly people, general purpose housing for rent and a small number of leasehold properties.

2.
OUR MISSION STATEMENT

“HOUSING PEOPLE IN NEED, PARTICULARLY THOSE ASSOCIATED WITH EDUCATION”

OUR COMMITMENT TO EQUALITY AND DIVERSITY

THA is committed to ensuring that its policies and practices provide equal treatment of all:

· in the allocation of housing provision

· provision of services

· employment of staff and contractors

THA is a national organisation serving a broad range of communities

All staff and Members of the Management Board are committed to, and positively promote THA’s Equality and Diversity Policy and Strategy.

Adherence to the Equality and Diversity Policy is a condition of service for all staff and recruitment to the Management Board.

 EQUALITY AND DIVERSITY  STRATEGY

THA has adopted an Equality and Diversity Strategy. Its aim is to identify and eliminate unlawful racial discrimination and promote equal opportunities for black and minority ethnic groups. Monitoring systems have been introduced and will be regularly reviewed that identify any discrimination in THA’s practices or procedures.

CHARITABLE STATUS

Teachers’ Housing Association is a charitable housing association registered with the Housing Corporation.

THA is also registered as an Industrial & Provident Society.

3.
OUR ORGANISATION 

THA is governed by a Management Board, which carries ultimate responsibility for the Association’s affairs.

· The Board comprises a maximum of 15 voluntary members.

· A maximum of 5 Board Members are people representing the interests of teachers.

· The Board members have a wide variety of skills including finance, housing management, property maintenance and law.

· Each year the Management Board reviews the skills of its members and identifies recruitment needs.

The Board delegates authority to four committees:

· Finance, Audit & Development

· Housing Management & Maintenance

· Administration & Equal Opportunities

· Tenant & Local Liaison.

The Board and each committee meet quarterly (with the exception of the Tenant & Local Liaison committee which meets three times a year).

An up to date list of all Board Members is shown in the Association’s Annual Report and is available on THA’s website.

OUR STAFF

Our  Head Office is situated at Rugby Chambers, 2 Rugby Street, London, WC1N 3QU.

There are four departments:

· Housing Management

· Maintenance

· Finance

· Administration

We have locally based Maintenance Officers, Estate Managers and Caretakers in Haringey, Bexley, Brent and Surbiton.

Each sheltered housing scheme has a Scheme Manager and in some cases a Deputy with the exception of New Park Gardens where these services are provided under a contract to the 21 bungalows.

LOCAL LIAISON OFFICERS.

The Management Committee appoint Local Liaison Officers for each of the Association’s sheltered housing schemes. The role of the Local Liaison officer is to visit their schemes on a regular basis to support tenants, scheme staff and report any areas of concern or otherwise to Head Office staff and/or the Management Committee. This scheme is currently under review.

HOW TO CONTACT US

Teachers’ Housing Association

Rugby Chambers

2 Rugby Street

London WC1N 3QU

Telephone:   020 7440 9440

Fax:              020 7404 3322

Website:  www.teachershousing.org.uk
Email:  enquiries@teachershousing.org.uk
4.
OUR COMMITMENT TO TENANTS 

Tenants’ Service Charter

We are committed to delivering a high quality of service and aim to respond effectively to tenants’ needs in the services we provide. We have adopted a ten point Service Charter, which we use to set targets for service delivery and monitor our performance and we are committed to continuously improving our services. 

A summary of our service delivery targets is set out below:

· Be easy to contact

We aim to answer your calls to any of our office telephones politely within 10 rings.

We will respond to messages within one working day.

We will reply to your letter within 10 working days of receipt. If we cannot give you a full reply we will tell you when you can expect us to contact you again.

We aim to make our correspondence clear and free of jargon.

If you want, we will visit you in your home within 10 working days of your asking or at a mutually convenient time and we will aim to attend all appointments within 10 minutes of the time of your appointment.

· Treat you fairly

We aim to treat all applicants, tenants and leaseholders fairly and equally, with respect courtesy and consideration.

We will train all staff to help those with disabilities 

If you have difficulty understanding English we will arrange for an interpreter or a translation service in the language of your choice.

If required, we will supply letters or publications in Braille, on audio cassette or in large print.

All our staff will carry identification.

Children are welcome in all our offices and toys will be available

· Give you clear information

We will give you this Tenants’ Handbook when you move into your new home.

You will receive our Newsletter twice a year.

You will receive a rent statement twice a year.

You will receive an annual report.

We will keep all tenants’ and applicants’ details confidential and only disclose information as provided by the Data Protection Act 1998.

· Help you feel safe and secure

We build and maintain all our properties with your security in mind.

We aim to set aside funds each year for scheme improvements and safety improvements.

We will treat problems that are dangerous as an emergency.

We will not accept any abusive behaviour or threats by one tenant against another tenant or a member of staff.

We will help neighbours to sort out nuisance complaints where we have the power to do so and, if necessary involve other agencies.

· Help you look after your home

It is your responsibility to keep your home tidy, decorate inside and carry out some small repairs.

We will carry out responsive repairs within our target response times.

We will provide a 24 hour emergency repair service.

We will give you a copy of any work orders issued for your home which give a target for completion.

We aim to consult you on any major repairs we need to do and liaise on access arrangements.

We aim to make sure our contractors are polite, tidy and courteous, and carry identification.

· Help you look after your neighbourhood

We will consult you about the services we provide in the communal areas.

We will inspect and record the standard of services in all our properties at each visit.

In return we expect you to  dispose of your rubbish responsibly and not dump or maintain cars in the car parking areas.

· Keep you informed about rent and service charges

We will aim to keep our rents affordable and offer convenient ways of paying your rent.

We will offer help and advice if you are having problems paying your rent, but, in order to protect the levels of rent charges we will take the appropriate action against those tenants who do not pay their rent.

· Invite you to take part

We will promote the participation of tenants by encouraging Tenants’ Associations and Tenants’ Groups and giving practical and financial help.

We will hold at least one consultation meeting per year at all our schemes.

· Listen to your opinion
We will listen to you to make sure that we understand what you want from us.

We will consult you on all major issues that affect your property.

(see “Getting Involved”)

· React when things go wrong

We aim to provide a professional and fair service to all our tenants, leaseholders and applicants.

We take all complaints seriously and will respond in accordance with our complaints procedure.

We aim to put right mistakes and learn from them.

(see section “When things go wrong”)

5. YOUR TENANCY

THA provides several types of tenancies. They are all monthly tenancies. Your Tenancy Agreement is a legal document and states the rights and obligations of both parties. 

Secure tenancies. These are for tenancies that were granted before 15 January 1989 and are protected by the Housing Act 1985

Assured tenancies.  These are for tenancies granted after 15 January 1989 and are protected by the Housing Act 1988.

Security of Tenure 

If you have a Secure or Assured Tenancy the Association cannot require you to leave your home without first obtaining an Order from the County Court. Such an Order could only be obtained if it can be shown that you have seriously breached your tenancy agreement.

Such breaches could be:

· Non payment of rent

· Harassment of neighbours or other tenants

· Your home being used for illegal purposes

· Damaging or not looking after your property

· You are living somewhere else

· You or your visitors are causing a nuisance

The main difference between Assured and Secure Tenancies is the way the rents are calculated and reviewed. This is explained in the section on rents.

Please refer to your Tenancy Agreement to see what type of tenancy you hold.

Changing the Tenancy Agreement

If we wish to change the terms and conditions of your tenancy (apart from rents) we will formally consult you on the proposed changes and take your views into account before deciding whether to make the change.

This procedure does not apply to changes in rents and service charges.

Following the consultation you will be given one month’s written notice that the terms of the tenancy will change.

Lodgers

A lodger is someone who lives with you, sharing your home, but does not have exclusive use of the property. You can take in lodgers if you want but:-

· You must let your Housing Officer know the name age and sex of the lodgers

· You must avoid overcrowding your home by exceeding the maximum number of people stated in your tenancy agreement.

· You must inform the Local Authority Housing Benefit section if you are claiming

The Association has no responsibility to re-house a lodger. A lodger has no right to stay if you decide to leave the property.

Sub-Tenants

You cannot let the whole of your property to someone else. But you can let part of it as long as you do not overcrowd your home and you do not issue an Assured Tenancy.

Before you can sub-let you must:

· obtain our written permission
· give us the name age and sex of your sub-tenant
· inform Housing Benefit if relevant.
You must still live in the property yourself and the Association will not give permission where overcrowding would result.

The Right to Acquire.

This scheme does not apply to sheltered schemes.

Succession and Assignment

Passing a tenancy on

If you die, a tenancy can be passed on to a relation unless the tenancy was originally passed on to you. The rights of succession only apply once so a tenant who has already succeeded to a tenancy cannot pass it on when he or she dies.

The application must be made within one month of the death of the original tenant.

The following can succeed a tenancy:

· a husband, wife or partner who was living in the property as their main home

· a close member of the  deceased tenant’s family who lived with the tenant for at least 12 months before the tenant died

· a tenant who was left in the property following the death of the joint tenant

If the successor does not fulfil the age requirement for the scheme, a suitable alternative offer will be made.

We may ask the applicant to provide proof that they were living in the property if we were not already aware that they were living there.

Assigning your tenancy

Assignment is when you give your tenancy to someone else.

You must get our written permission to do this and can only do it if :

· you make a mutual exchange with another tenant or

· a court orders you to or

· there is a succession 

6. MOVING IN

Your tenancy start date will be agreed with the Housing Assistant before you sign your tenancy agreement. THIS IS THE DATE FROM WHICH YOU ARE RESPONSIBLE FOR PAYING YOUR RENT. This may not necessarily be the date you actually move into the property.

Services

One of our staff will show you around the property. He/she will show you where the meters are and how to work the heating and hot water systems.

Please ensure that you locate the water stopcocks and electric fuse box in case of an emergency.

You are responsible for paying for all  the following services. 

Electricity

Check the type of meter in the property. Electricity can be paid for quarterly as per a bill or by monthly direct debit. If you wish to pay for your electricity in advance you can have a token meter installed. If your property already has a token meter you will need to contact the electricity company to get a new token.

If you wish to change from a token meter to a quarterly meter you may be asked for a deposit if you do not have a history as an electricity user.

Water

Water charges are paid by yourself directly to the Water Authority. The only exceptions to this are The Anchorage, Queen Mother Court and The Dene where we collect the charges in the service charge and forward payment to the relevant Authority.

Council tax

It is your responsibility to register with the Local Authority. If you are on a low income or on benefits you may be eligible for help with this. If you live alone you will be eligible for a single person rebate. Your Housing Officer will be able to help you claim.

Telephone

Most of our properties already have an existing telephone line. You will need to contact the appropriate supplier to transfer the account into your name.

TV Licence

Sheltered housing qualifies for a concessionary TV licence. Each tenant pays, at present, £5 per year within the service charge. If you are 75 years or older, this will be refunded to you each year.

Mail

For a small charge you can have you mail redirected from your old address. Contact the Post Office.

Insurance

Nobody likes to think about bad things happening to them, but it is not until you have a flood or a fire and your belongings are destroyed or damaged that you realise that you need to replace them.  If you do not have contents insurance this can be very expensive.

THA is only responsible for insuring the building and fixtures. Fixtures include items such as fitted kitchen units, bathroom suits and heating installations.

The contents of your flat should be insured by you.

We would advise that you get several quotes, as there is often a large range in premiums.

You must also be realistic about how much it would actually cost to replace all the contents of your property.

Removals

When you do start moving in all your furniture etc, please take care not to damage walls, floor coverings or paintwork in the communal areas or lift.

Benefits

If you are in receipt of Income Support, State Pension or Job Seekers Allowance you should notify your local office of your new address immediately. Any delay in doing this could affect your claim for Housing Benefit.

7. LIVING IN YOUR HOME

Common halls and stairways

Under Health and Safety regulations, communal halls and stairways are a means of escape in case of fire and must be kept clear and free of clutter and not used as a storage area for items such as mobility scooters and shopping trolleys.

Fire doors in the communal halls and stairways must never be wedged open as this would contravene fire regulations and could endanger lives.

THA is responsible for the maintenance of communal areas but please ensure that the decorations do not get damaged as entrance areas can quickly look shabby.

Please report any maintenance problems such as stair lighting to the Scheme Manager or Head Office immediately.

Keys

The Scheme Manager holds a master key which will open the lock on your flat door. It will only be used in emergencies or to provide access to contractors with your prior permission.

You should be issued with two sets of keys to your property. If you need extra sets cut your Scheme Manager can advise you.

Pets

Tenants are not allowed pets in the property apart from fish, caged small animals and caged birds, which must be kept in the flat.

Rubbish

Please keep bin areas tidy and bag all rubbish. 

Bulky Refuse

Your Local Authority will provide a bulky refuse collection service at little or no cost. Contact your Scheme Manager or Housing Officer for details of the scheme.

Washing Machines

Where washing machines or dishwashers are in use, you must ensure that they are plumbed in professionally and that the waste is properly connected. A hose hooked over the side of the sink is not acceptable as it may cause flooding.

Using your Home as Business

If you wish to run a business from your home you must get written permission from your Housing Officer and any planning permission which may be required.

Consent will not be given where a nuisance is likely for example, noise, parking of vehicles, frequent deliveries.

Satellite Dishes

THA does not allow tenants to install satellite dishes apart from at Peter Kennedy Court, where tenants must apply in writing for permission to erect a satellite dish.

Permission will be given subject to:

· Proof being provided that the Local Authority Planning Department have given permission

· The cost of works being met, in total, by you

· Any damage to the property whilst erecting the dish is your responsibility 

· You are responsible for removing the dish if you move out

Aids and Adaptations

If you or a member of your family becomes disabled you may be entitled to a grant to fund adaptations to your home such as rails or a shower. Contact your Housing Officer for details 

GARAGES:

We own garages at three of our sheltered schemes:-

· New Park Gardens, Stoke on Trent

· Dunham Gardens, Hull

· Queen Mother Court, Birmingham

These are let to tenants on a separate tenancy agreement which covers what the garage can and cannot be used for and what items can be stored in them.

If not all the garages are rented by tenants, the remainder will be offered for rent to non-THA tenants.

8. THE SCHEME MANAGER:

All of our schemes have a Scheme Manager with the exception of New Park Gardens where these services are provided under a contract to the 21 bungalows. Some of our schemes also have a Deputy Scheme Manager.

The Scheme Manager is normally on duty five days a week and is entitled to annual leave. However, he/she is expected to respond appropriately in an emergency if he/she is at home during her “off duty” time or on leave.

Your Scheme Manager is employed by THA to ensure, as far as is possible, the safety and well-being of the tenants.

 The Scheme Manager’s role is:

· To provide background support without interference

· To respect your privacy and independence

· To maintain regular contact, for instance via daily morning calls

· To be your first point of contact with THA

· In an emergency, to call relatives, a doctor or professional help

· To be responsible for the care and maintenance of the scheme.

· To be responsible for the safety of tenants

· To help organise social events 

· To offer friendly advice and support

· To liaise with doctors, social services etc

· To help arrange assistance from family, Social Services and other agencies for your changing needs, to enable you to remain in your home for as long as possible.

The Scheme Manager’s role is not:
· To provide medical, domestic or nursing services.

· To undertake day to day care, collect pensions or prescriptions

· To handle your money

It is important that you:

· Tell the Scheme Manager the names and addresses of your nearest relatives, friends, doctor etc in case they need to be contacted in an emergency.

· Tell the Scheme Manager if you are going to be away overnight in case there is an emergency at the scheme.

Daily Contact:

· To ensure your well being the Scheme Manager or Deputy is required to make daily contact with you.

· This will usually be done via the Call System each morning, but if he/she sees that you are up and about before he/she calls you or you call him/her, he/she can log that as daily contact.

· If you are going out of the scheme early please let the Scheme Manager know.

· If you do not respond to the contact call, the Scheme Manager must enter your flat accompanied by another person to check on your wellbeing.

· If you do not wish to have daily contact calls you must sign a disclaimer and pass it to the Scheme Manager.

9. COMMUNAL FACILITIES 

The majority of our schemes have communal facilities for use by the tenants. Running costs are included in your rent and service charges.

Communal facilities can include:

· guest room

· laundry

· lounge/dining room

· gardens

· car parking

There is no laundry or guest room at New Park Gardens.

The Scheme Manager is responsible for supervising and co-ordinating the maintenance, use and cleaning of these facilities.

They may be used at any reasonable time, but we ask tenants to be considerate of their neighbours.

Smoking is not allowed in any communal areas.

Guest Room

This is primarily provided for relatives or friends visiting tenants.

The room can be booked through the Scheme Manager.

Visitors must ensure that the room is left clean and tidy.

A small charge is made to cover the cost of laundry and cleaning.

Priority is given to relatives visiting tenants who are incapacitated or sick

Laundry

The laundry facilities are provided for the personal use of tenants.

A small charge is made towards the running costs.

The Scheme manager can explain how the equipment works.

THA cannot accept responsibility for any damage caused to clothing.

Lounge/Dining Room

This is provided for social and recreational activities such as coffee mornings, parties, bingo.

Events can be organised by tenants or the Scheme Manager.

THA encourages the formation of social clubs or tenants’ associations to be involved in running activities.

Tenants are asked to liaise with the Scheme Manager about the use of the communal rooms.

The rooms can also be booked by outside organisations subject to appropriate insurance cover.

Gardens

The grounds and gardens are provided for the pleasure and enjoyment of the tenants.

THA employs contractors and gardeners to maintain the gardens. However, we would support any interest a tenant may have in maintaining an area of the gardens themselves. Please contact your Scheme Manager.

Car Parking

Most of our sheltered schemes have a general parking area for use by tenants, Scheme Manager and visitors.

Cars must never park where they could obstruct access for emergency services

Tenants are asked to be sympathetic towards tenants with mobility problems who need to park close to their homes.

Where spaces are limited could tenants please ask their visitors to find alternative parking.

All parked cars must display a valid tax disc.

Kitchens

THA used to provide daily midday meals at all schemes so there is a large kitchen facility in most schemes.

At The Dene all meals are provided and served in the communal dining room

Where meals are no longer provided, we try to provide regular lunch clubs. Details of these are available from your Scheme Manager.

10. THE ALARM SYSTEM
The pullcords in your home activate the alarm system and should be used in an emergency.

The Scheme Manager or the Call Centre is able to hear and speak to you over this system.

The alarm system will be tested regularly by the Scheme Manager to ensure that it is working.

Do not tie up or knot the pullcord, even if you do not use it as this damages the cord and it may not work if you do need it.

When the Scheme Manager is off duty, the call system is monitored by an external Call Centre, so there is always 24 hour cover.

The information you gave to the Scheme Manager is passed to the Call Centre in confidence. 

The information could include next of kin, health issues and details of Doctor.

11. SUPPORTING PEOPLE

Supporting People is a way of funding the support services you get as a sheltered housing tenant. It began on 1 April 2003. Before then you used to pay for these services as part or your rent and service charge.

It helps to pay for the support services that help you stay in your home.

These include:

· a Scheme Manager

· a community alarm service.

It does not pay for personal services such as shopping, cleaning or fetching prescriptions.

If you are receiving housing benefit to cover your rent you will also have your Supporting People charge paid for by the Local Authority Supporting People Team.

Contract with Local Authority

THA has to enter into a contract with the Local Authority Supporting People Team.

The contract states what services we must provide and the quality of those services.

The Local Authority Supporting People team will monitor the service provided by asking for regular performance reports and inspecting the services.

Support Plans

One of the aims of Supporting People is to give tenants more influence over their support services so that in the long term the services will be better able to meet people’s needs.

You will therefore be asked:

· what type and level of support you need

· how effective current services are

· what gaps there are in the service

· how good is the quality of the service

· how could the service be improved.

To this end you will be asked to complete a Support Plan with your Scheme Manager or Housing Officer. This is a confidential document and will be kept on file. You will also be given a copy. The Support Plan will be reviewed every year or sooner if there has been a significant change in your circumstances.

The Support Plan will be used to monitor that you are getting the support you need, that it is of a high quality and that any change in your needs are catered for. 

12. 
YOUR RENT

Rent

The rent you pay includes the cost of:

· management

· maintenance

· major repairs

· renewals and improvements

Service Charges

Most tenants also pay service charges which are variable. They are listed separately and cover communal items such as:

· Lighting/heating in common areas

· Gardening

· Cleaning communal areas

· Window Cleaning

· Lift maintenance

· Cost of heating and hot water in your flat if supplied by THA

· Part of the Scheme Manager costs

· Depreciation of equipment such as laundry equipment.

The service charges are reviewed annually  and you will be provided with a breakdown whenever the charge is altered. You will be consulted on the proposed service charge at the Consultation meetings, which are held at each scheme apart from Bexley in January or December. The new charges are applicable from the 1st April.

If you do not agree with the proposed charges  discuss the matter with THA.

You are entitles to see an audited statement of the service charge expenditure.

Water Charges

These are paid by you directly to the Water Authority. The only exceptions to this are The Anchorage, Queen Mother Court and The Dene where we collect the charges in the service charge and forward payment to the relevant Authority.

Council Tax

This is paid by you directly to the Local Authority apart for at The Dene where it is collected within the monthly rent and service charge.

Please note that we have a legal obligation to disclose the names and tenancy start dates for all our tenants to the relevant local authority. 

How the rent is set

Secure rents 

Tenants whose tenancies began before 15 January 1989 have their rent set by the Rent Officer for a two year period.  He takes into account the age, locality size, state of repair and rents for similar properties in the area. You have the right to consult with the Rent Officer and you can appeal against the level set to a Rent Assessment Committee. This could result in the rent being increased or decreased.

Assured rents and Assured Shorthold rents

These are set by THA on an annual basis in accordance with the Government’s rent restructuring requirements. You will receive one month’s written notice of any change in your rent.

As with the service charges, the new rent is applicable from 1st April in the majority of our properties.

If you are not happy with the level of rent you can appeal to the Rent Assessment Committee.

Supporting People Charge

This charge is now shown separately from your service charge. It covers support related charges including:

· Part of the Scheme Manager costs

· The Central Alarm Service

These charges are also reviewed annually at the same time as the rent and service charges.

(see separate section on Supporting People)

Meals

If your scheme provides regular meals and you participate in this service, the cost of them will be payable with your rent.

13.
PAYING YOUR RENT

Rents and service charges are due and payable monthly in advance.

You can pay your rent by:

· Standing Order

· Bank Giro Credit using a paying in book

· Cheque in the post to Head Office payable to “Teachers’ Housing Association”

· Postal Order – please note that there is a Post Office levy for this.

· Cash payment to your Scheme Manager in exceptional circumstances.

Paying your rent is an important responsibility. You must ensure that your rent is paid regularly when it is due, if you want to keep your home.

Housing Benefit:

If you are on a low income or receive Income Support or Job Seekers Allowance, you may be eligible for Housing Benefit. If in doubt always apply.

If you need help with your application or are having problems with the Housing Benefit department please contact your Scheme Manager or Housing Officer. You can also request a visit from an officer from your local housing benefit department.

Please note that in some schemes heating and hot water for personal use and water rates are included in the rent. These charges will not be covered by housing benefit.

 Although we will do everything we can to help, we cannot be responsible for any query or dispute that arises between the tenant and the local authority.

Please remember that even if your rent is paid directly to us by Housing Benefit, you are still responsible for ensuring that it is paid.

It is important that you notify the Housing Benefit office immediately if your circumstances change. 

If the Housing Benefit office requests that any of your Housing Benefit is repaid to them we will seek to recover this from you.

Supporting People Grant

If you are receiving Housing Benefit, you will also have your Supporting People charge paid. Payments are dealt with by a different section of the Local Authority from Housing Benefit and the payments are funded by the Supporting People Grant.

You can also have your Supporting People charge paid directly to us.

(see separate section on Supporting People)

PROBLEMS PAYING YOUR RENT

You must pay your rent regularly. If you get behind with your payments, it is important that you do not hide from the problem as it will not go away. Persistent arrears will not be tolerated so please contact your Housing Officer as soon as possible for advice.

Our Rent Arrears Policy:

We aim to work with our tenants to sort out any difficulties with paying the rent. We will contact you very quickly if there is a problem and visit you to help sort it out. We will try to reach an agreement which is reasonable to reduce the arrears, bearing in mind the individual circumstances. We aim to maintain regular contact with tenants until problems are solved and the debt is cleared.

Legal Action:

If the arrears continue to increase or are not reduced we may serve a Notice of Seeking Possession. This may lead to an application to the County Court for a Possession Order. If granted, this could result in you losing your home and will affect your credit rating.

Possession:

The Association will not seek to recover possession of your home unless you have broken a condition of the Tenancy Agreement and only then if the situation cannot be resolved.

You can only be evicted after a Court Order has been obtained. We will not seek a Court Order without your knowledge. 

If you need independent advice you should contact your local Citizens Advice Bureau. Your Housing Officer will have their details.

Rent Arrears are unacceptable.

Legal action is a last resort when all other attempts to help you pay have failed.

14.
REPAIRS, MAINTENANCE & IMPROVEMENTS 

Our Responsibilities:

THA is responsible for maintaining the structure and exterior of the building and the installations in the property including supply of services and space and water heating.

This includes:

· drains, gutters and external pipes

· roofs, flues and chimney stacks.

· outside walls, ceilings, floors, woodwork (including doors and windows)

· windowsills, window catches, sash cords and window frames (including necessary painting and decorating outside)

· internal walls, ceilings, floors, doors, door frames and hinges, skirting boards, fixtures and fittings (for example, fitted kitchen units and worktops.(but not including inside painting and decoration)

· pathways, steps and other means of access

· garages and storerooms

· communal gardens(except our street properties)

· common areas including communal lighting, staircases and flooring

· boundary walls and fences where these are owned by THA

· lifts, entryphones, fire alarms, communal smoke detectors

· making good damage to decorations following repairs for which we are responsible. 

We will also make sure that all the installations we provide are in safe working order. These include:

· installations for the supply of gas, water, electricity and sanitation

· basins, sinks baths and toilets

· heating, hot water installations and water heaters

Tenant’s Responsibilities:
These include:

· Report any disrepair or defect which is THA’s responsibility.

· Internal decorations as required by the Tenancy Agreement

· Making good any damage caused by friends or family

· Broken glazing except where we have been given the incident number, or it is caused by suspected harassment or there is clear evidence that is was not caused by the tenant, their family or friends.

· Repairing or maintaining any improvement the tenant has carried out

· Maintaining own fittings and appliances

· Plumbing in washing machine and dishwasher

· Fitting and maintaining aerials( unless a communal one)

· Repairing or replacing electric plugs, fuses, light bulbs, fluorescent tubes, doorbells, sink plugs.

· Putting up curtain rails, adapting doors to accommodate carpets, fitting draught excluders

· Fitting extra locks, catches or other safety devices, replacing lost keys or fitting new locks.

· Clearing blocked sink, basin, bath or shower waste pipes.

· Re-fixing/renewing WC seats, bathroom cabinets, towel rails, toilet roll holders and mirrors.

· Bleeding radiators

· Maintaining tidy-dryers, washing lines and rotary dryers – except communal ones owned by the Association.

· Repairing shelving, coat and hat rails

· Filling small cracks in plaster – up to 2mm wide (anything over 2mm should be reported and an inspection carried out.)

· Filling or covering small gaps between skirting and floors

· Replacing broken glass

Rechargeable Items

If THA has to undertake repair work as a result of neglect or damage by the tenant or their friends or family, the cost will be re-charged to the tenant. Examples of this include:

· removal of dumped furniture/rubbish/cars

· remedial work resulting from neglect or misuse including damage caused to a neighbouring property

· replacement of locks to communal entrance doors due to loss or misplacement of keys, except in exceptional circumstances at the discretion of the Maintenance Services Manager.

· Blocked drains – unless communal

· Damage by condensation resulting from deliberately blocked air vents or use of paraffin or bottled gas heaters

An administrative charge of £10 will be added to all recharges.

Please note that exceptions to the above may be made for vulnerable or disabled tenants.

Reporting a Repair:

Tenants have a responsibility to report any repairs to us.

Repairs should be reported to:

*   To your Scheme Manager 

· Head Office maintenance department by telephone or letter

· By e-mail – enquiries@teachershousing.org.uk. or via our  website

If the repair is an emergency, contact the Scheme Manager or the Central Control. You will be notified of the numbers in your sign up pack and will be told of any changes to it in writing.

Please give as much information as possible including access arrangements. 

In an emergency, THA has the right to gain entry to your home.

Repair Response Times:

Emergency Repairs:

These are repairs that give rise to a danger to life or limb or an imminent structural fault which would damage the building for example:

· Dangerous structures

· Gas leaks

· Blocked/overflowing drains

· Burst or leaking pipes

· Complete failure of electricity supply

· Blocked WC

· Total loss of space or water heating.

This repair should be dealt with within 24 hours of the report being received.

If you call out the emergency contractor for a non-emergency you will be charged the full amount

Urgent Repairs:

These are repairs which affect your comfort or convenience. For example:

· Partial loss of electricity or water

· Total or partial loss of space or water heating 

· Blocked sink, bath or basin

· Leaking roof

· Loose or detached banister or handrail

· Unsecured external window (1st floor or above).

We aim to complete these within five working days of receiving the report.

Non-Urgent Day to Day Repairs

These are reactive repairs which do not fall into the above categories. For example:

· Repairs to plasterwork

· Repairs to doors, window etc

· Repairs to bathroom and kitchen fittings

· Fencing

· Flooring

· Communal clothes lines

We aim to complete these repairs within 28 days of receiving the report.

 The exception to this would be if the work required is included in a contract or planned maintenance programme to be carried out within a year.

Planned Programme of Non-Urgent Works

These are non-urgent work which will be included in the major repairs programme some of which tenants are consulted about.

Access Arrangements:

· For a routine inspection access arrangements will usually be made via the Scheme Manager

· We aim to give you at least 24 hours notice that a contractor needs access to your property.

· In the event of an emergency immediate access may be required.

Tenants’ comments on our repairs service:

Each time a repair is reported we issue a Works Order. A tenant satisfaction sheet  will be sent to you for completion. Please ensure that you do this because it lets us know if you were happy with the repair or if you experienced any problems with the contractor and helps us to identify areas for service improvement.

The Right to Repair

THA aims to offer responsive and efficient repairs service that provides value for money. However, if you are not satisfied with our service please contact us. You should also be aware of the “Right to Repair”

This states that if we fail to carry out repairs which are our responsibility within the target time, you may be eligible for compensation under the Regulations under the Housing Act 1985 and The Tenants’ Charter.

Points to note:-

· The repair, if not carried out, would jeopardise the health, safety or security of the tenant and will cost less than £250

· The target times are based on the priority repair times laid out earlier in this document and will be shown on the works order copy which is sent to you

· If the repair is not carried out or in hand within this target time you must contact us in writing and we will contact the contractor.

· If the repair is still not completed, £10 compensation will be paid plus £2 per further day until the repair is complete up to a maximum of £50.

· All requests for compensation must be in writing

· The procedure will not apply if you have not provided reasonable access.

The Right to Improve Your Home

If you want to make your own improvements or alterations to your home such as installing a shower or fitted wardrobes, you must write to us to get our written permission

           We will only refuse permission for good reasons. Examples of this would be:

· it is out of keeping with the rest of the property

· it will be unsuitable for possible future occupants

· it will  make the property difficult to let in the future

           If we give you permission it will be in writing and the following conditions will apply.

· it will not be detrimental to the scheme or succeeding tenants

· it will be carried out at no expense to THA.

· it will be carried out to a good standard and comply with appropriate regulations

· it will be carried out by a skilled contractor

· it will be inspected by us upon completion 

You must send us three estimates indicating your preferred contractor. 

If we consider the estimates reasonable you may start the work.

When the work is completed you will be responsible for maintaining the 

Improvements you have done unless we agree in writing that we will be 

responsible for them.

When you leave, you can take the installation or improvement with you as long as you make good any damage and put back what was there before you altered it.

Right to Compensation for Improvement

Under certain circumstances you have the Right to Compensation for Improvement under the Housing Act 1985 and the Tenants’ Charter.

If we have given permission as detailed above, on terminating your tenancy you can make a written claim for compensation.

The entitlement to compensation will be based on the original sum agreed and the time lapsed since the improvement was carried out.

The amount of compensation will be offset against any rent arrears or any works required to repair damage to the property.

There will be no entitlement if the tenancy is terminated following legal action.

Further details of this are available on request. 

15.
GETTING INVOLVED

We believe that involving tenants in the way the Association is run helps us to provide you with the best possible service.

There are several ways that you can become involved in and influence policies and practices at THA.

Consultation meetings:

We aim to hold a minimum of one consultation meeting each year at each scheme/area. At this meeting we present the proposed Service Charge budget for the next financial year, discuss new policies and procedures and any other items of interest. All tenants are invited to attend. Additional meetings can be arranged on request.

 Newsletter

A Newsletter is sent to all tenants every six months. Contributions from tenants are welcome.

Tenants Associations

Tenant and Resident Associations enable you to discuss issues you are concerned about, such as improvements to your home and scheme, car parking and crime prevention. These groups can also be linked to Neighbourhood Watch schemes for your area.

THA is very keen to promote and support tenants groups. We can help with photocopying, training etc. We have a model constitution which a tenants group can adopt to make sure it is organised and run properly and represents tenants views. The group can apply for formal recognition by our Management Board.

Questionnaires and Surveys

We are constantly asking you how well we are doing and how we can improve by surveys, questionnaires and sometimes telephone calls. We welcome all feedback from tenants and use your views and comments to influence how we provide a service and enable us to achieve continuous improvement.

The Association also conducts a full tenant statistical survey every three years, the results of which will be summarised in a newsletter.

Reading Panel

We have set up a panel of tenants who have agreed to proof-read any new documents and policies and give us their views. Please contact your Housing Officer if you would like to be included on this panel.

Annual Report

We produce an Annual Report which is sent to all tenants which includes:

· a report from the Chairperson

· Details of our Management Board and our management structure

· Our achievements and highlights of the past year

· Our performance indicators

· Summary of our accounts

16.
SAFETY IN THE HOME

The main causes of accidental death or injury in the home are falling, fire and smoke/fumes.

Your property is fitted with a fire detection and alarm system. The system will be tested regularly by your Scheme Manager. Before you move in, your Scheme Manager will explain what you must do if you hear the fire alarm. If you see smoke or a fire alert the Scheme Manager immediately using the pull cord.

Display emergency telephone numbers for gas, electricity and water near your telephone.

Fire Safety

· Close all doors at night and keep fire doors shut at all times

· Make sure all cigarettes are extinguished

· Keep matches away from children

· Don’t dry clothes over heaters

· Don’t leave chip pans unattended – the most common cause of house fires!

· Keep exits and passageways clear

· Agree a simple plan for evacuating your home so all members of your household know what to do

· Don’t overload electrical sockets

The main causes of domestic fires are faulty overloaded electrical points and overheated/unattended chip pans.

Preventing Fumes

· Keep rooms well ventilated

· Buy officially approved appliances marked with the British Standard Kite Mark

Electrical Safety

· Unplug appliances not being used

· Put correct fuses in plugs

· Check flexes and plug tops regularly

· Isolate any faulty switch or socket – pull out the fuse or switch off the trip or unplug the appliance

· Don’t touch exposed wires

· Don’t touch wet fittings

· Don’t overload sockets

Gas Safety

If you smell gas

· Open doors and windows

· Contact the Scheme Manager 

· Don’t operate any electrical switches such as light switches, door bells or mobile phones, they can make small sparks which will ignite the gas

· Don’t smoke

· Don’t use naked flames

Security

Most burglars are opportunists. Be sure to lock up when you go out. Be a good neighbour. Report anything suspicious.

· Don’t leave spare cash at home

· Keep a note of serial numbers and mark your property with security

Marker pen.

· If you go out in the evening leave a light on in one of the main rooms and draw the curtains

When someone calls

· If you don’t know them ask to see their identity card and be sure to check it carefully. Genuine callers won’t mind

· If you are unsure, ask the caller to return later so you can check with their company. Don’t let them pressure you.

· If they persist call the police 999 and notify your Scheme Manager

17.  NUISANCE AND ANTI-SOCIAL BEHAVIOUR

What is anti-social behaviour?

Anti-social behaviour can be any action or event that causes distress, disturbance or nuisance to you and/or others. This can include:

· persistent noise from music, animals or car engines

· pollution from smoke fumes or smell

· dumping of rubbish

· malicious damage to property such as graffiti

· children playing games in unauthorised areas.

Dealing with problems yourself

We will encourage and help residents to solve their differences themselves, wherever possible. This is sometimes the easiest way of solving a problem, as often people do not realise the effect of their actions until it is pointed out to them. 

What upsets you may not upset someone else and vice versa. So, the first thing to do is make the person aware that what they are doing upsets you. Try to make sure that what you are saying is objective and that whatever you are asking for is reasonable.

For example:

“ I’m sorry to have to mention this but when you play your music loud, I cannot hear my television/get to sleep. Do you think you could possibly turn it down.” 

Reporting an incident

If the problem persists contact your Housing Officer. All reports are dealt with in confidence.

You will be contacted within two working days to discuss the next step and if an interview is needed it will take place within five working days (24 hours if an emergency). A report form will be filled in at the interview and you will be given a copy.

What we will do

· We will offer you support and help and, if appropriate, involve other agencies who may be helpful.

· We will respect your confidentiality and will not pass your report to the police or any other organisation without your permission.

· We can take action to make you feel safer in your home by, for example, fitting a fire proof letter box.

What will happen next?

You will be asked to keep a diary of any further incidents. This is important as we will need as much evidence as possible if we are able to take further action. We can supply you with diary sheets.

Where the alleged perpetrator is known:

Where the perpetrator is known and is a tenant of THA, the Housing Officer will contact them and interview them within five working days.

If there is sufficient supporting evidence they should be given a written warning.

If the case is serious they could be served with a Notice of Seeking Possession for breach of tenancy conditions or even an expedited court hearing.

If there is not sufficient evidence, no further action will be taken but the situation will be monitored.

Where the alleged perpetrator is not a tenant:

If appropriate, their landlord should be notified.

The Housing Officer should also contact the perpetrator to tell them to stop the anti-social behaviour or further action such as an injunction or an Anti-Social Behaviour Order will be considered.

What if the anti-social behaviour continues?

· Legal action will be pursued 

· Anti-Social Behaviour Order

· Injunction 

· Possession Proceedings. 

· Statutory Nuisances where action can be taken by other agencies.

· Police action.

These actions will involve extensive evidence gathering.

For further information contact your Housing Officer at Head Office on 020 7440 9440.

18. RACIAL HARASSMENT


What is racial harassment?

A racist incident is “any incident that is perceived to be racist by the victim or any other person” (Stephen Lawrence Inquiry Report).

Racial harassment can take the form of offensive or aggressive verbal remarks, physical violence or threats of violence towards people or their homes because of their race, ethnic or national origin, nationality or colour.

Our Commitment

Teachers’ Housing Association (THA) will not tolerate racial harassment by our tenants, their visitors, family or staff.

THA is committed to fair treatment for all, and believes that everyone must be given an equal chance to learn, work and live free from discrimination and prejudice. All tenants have the right to live the way they want as long as it does not affect the quality of life of others. This means being tolerant, accepting and respecting the rights, needs and choices of other people.

We want our neighbourhoods and schemes to be peaceful and secure places to live in. We will do this by working with tenants and other agencies to:

· Take action to stop racial harassment of any kind.

· Respond to complaints quickly and in an efficient, sensitive and consistent manner.

· Offer support to victims and to take action against those responsible.

We will encourage and help residents to solve their differences themselves, wherever possible. This is often the easiest way of solving a problem, as often people do not realise the effect of their actions until it is pointed out to them. We will work with tenants to tackle racial harassment.

Reporting an incident

If you believe that what is happening to you is, or may be, racial harassment then we will investigate it.

Tackling racial harassment at an early stage has been proven to be most effective so do not delay reporting or hope that if you ignore it then the person or people responsible will stop.

You do not need proof that you are being racially harassed for us to investigate. 

You can report an incident in person, by telephone, in writing or by e-mail.

You can report it to your site based staff or staff at Head Office.

What we will do

· We will offer you support and help and, if appropriate, involve other agencies that may be helpful.

· We will provide a translation service if necessary

· We will respect your confidentiality and will not pass your report to the police or any other organisation without your permission.

· We can take action to make you feel safer in your home by, for example, fitting a fireproof letterbox.

Your Housing Officer will contact you within two working days of receiving your report. 

If a face-to-face interview is thought necessary, your Housing Officer will arrange this within five working days, or within one working day in an emergency. You will be asked where you would like the interview to take place but the Housing Officer must consider safety issues if you would like to be interviewed at home.

Your Housing Officer will also interview any other neighbours, witnesses or family members who may be affected

Notes will be taken during the interviews.

What will happen next?
You will be asked to keep a diary of any further incidents. We can supply you with diary sheets.

Where the alleged perpetrator is known:

Where the perpetrator is known and is a tenant of THA, the Housing Officer will contact them and interview them within five working days.

If there is sufficient supporting evidence they should be given a written warning.

If the case is serious they could be served with a Notice of Seeking Possession for breach of tenancy conditions or even an expedited court hearing.

If there is not sufficient evidence, no further action will be taken but the situation will be monitored.

Where the alleged perpetrator is not a tenant:

If appropriate, their landlord should be notified.

The Housing Officer should also contact the perpetrator to tell them to stop the harassment or further action such as an injunction or an Anti-Social Behaviour Order will be considered.

What if the harassment continues?

· Legal action will be pursued 

· Anti-Social Behaviour Order

· Injunction 

· Possession Proceedings. 

· Statutory Nuisances where action can be taken by other agencies.

· Police action.

These actions will involve extensive evidence gathering.

· Professional witnesses will be considered.

· If necessary, the victim will be considered for an urgent transfer or referred to another Landlord.

THA’s Racial Harassment Policy and Procedure was adopted by its Management Board in March 2004. A full copy can be obtained from Head Office on request.

Other places where you can report racial harassment or get support:

The police have a special Community Safety Unit to investigate “hate crimes” such as racial harassment. Contact your local police station.

Getting Support

Victim Support Line 0845 3030900 

Weekdays 9.00am – 9.00pm, Weekends 9.00am – 7.00pm.

19.  WHAT HAPPENS WHEN THINGS GO WRONG

HOW TO COMPLAIN

THA recognises that sometimes things go wrong or mistakes are made. We want to know when you are not satisfied with our service as this helps us to continuously improve our service.

How to complain:

(
By letter

(
By e-mail

(
By telephone

(
By fax

Where to complain

To your Scheme Manager,  or a member of Head Office staff.

THA Head Office

Rugby Chambers

2 Rugby Street

London WC1N 3QU

Tel:
020 7440 9440

Fax:
020 7404 3322

E-mail: enquiries@teachershousing.org.uk
We promise to:

(
Deal with your complaint promptly, efficiently, courteously and fairly

(
Keep you informed of the progress of your complaint

(
Record and monitor your complaint with the aim of improving our    services.

INITIAL CONTACT

You can make a complaint to your Scheme Manager, local Caretaker or a member of Head Office staff. We hope that the majority of our complaints can be resolved at this stage.

Your complaint will be recorded and dealt with within 10 working days. The outcome will be reported back to you. If you are satisfied with the response your complaint will be closed.

(
Stage 1 - Housing Services Director

If the matter is not resolved by the relevant member of staff at the initial contact stage, please contact the Housing Services Director. You need to do this within 3 weeks of initial contact.

The Housing Services Director will investigate your claim and give you a written response within 15 working days.

(
Stage 2 - Chief Executive

If you are not satisfied with the Housing Services Director’s decision you can complain in writing to the Chief Executive. You must do this within 3 weeks. You will receive a written response within 15 working days.

(
Stage 3 - Board of Management

If you are not satisfied with the Chief Executive’s decision, you can appeal to the Board of Management. You must do this within 3 weeks. The letter must be sent to Head Office for the attention of The Chairperson (Complaints) who will form an Appeals Panel of 3 members. We will arrange a convenient hearing date. If you do not wish to attend a decision will be made in your absence.

After the hearing we will let you know the decision of the Appeals Panel within 15 working days.

(
Stage 4 - Ombudsman

If you are not satisfied with the decision of the Appeals Panel you may contact the Independent Housing Ombudsman Service. You must do this within 12 months of the Appeals Panel decision. The Ombudsman will not normally consider your complaint unless all the above stages have been completed.

Ombudsman

Norman House

105/109 Strand

London WC2R 0AA

Tel:
0845 712 5973

E-mail: ombudsman@ihos.org.uk
A full copy of the Complaints Procedure can be obtained from Head Office.

20.  MOVING ON

There are many reasons you may wish to move from your home, for example:

· you need to move to another area to be nearer family or support 

· medical or social reasons 

· you can no longer cope and need more help and support

THA will endeavour to assist you to move to a more suitable property.

Your main options are:

· transfer to another THA sheltered scheme

· transfer to another scheme owned by another Housing Association or Local Authority through the HOMES mobility scheme

· Moving into a residential care home

· Moving to a nursing home

Transferring within THA

Tenants may apply for a transfer within THA’s schemes and all applications are considered in accordance with our Letting Policy. To be eligible for a transfer:

· you must have lived in your present property for over a year

· you must have been up to date with your rent payments for at least the last three months

· you must have kept your present home in good condition in line with your responsibilities under your tenancy agreement

Applicants to transfer will be divided into high and low priority and awarded points based on the categories below. A copy of the points system can be obtained from your Housing Officer.

High Priority:

· Decant: This is if you live in a property where we need to undertake major repairs or development and you cannot remain living there whilst we do so.

· Sexual or Racial Harassment or threats of actual violence

· Medical grounds: You will need a supporting letter from your doctor

· Under-occupation: If you live in a property larger than you need, we will treat your application as priority if you wish to move somewhere smaller.

· Overcrowding: If the number of people living in your property exceeds the number for which the property was designed.

· Neighbour Disputes/Noise Disturbance: You will only be given high priority under these grounds under exceptional circumstances where all other efforts to solve the problem have failed. See section on nuisance.
· Employment: If you have the opportunity of employment or career enhancement which will require you to move to another area.

Low Priority:

· All other reasons for a transfer

HOMES Mobility Scheme:

THA participates in the HOMES mobility scheme. This scheme includes over 200 housing associations and Local Authorities in England & Wales. If you wish to move to another area your Housing Officer will ask you to complete a HOMES form. We will then contact all Housing Associations and the Local Authority who manage suitable properties in that area to see if they will accept a nomination.

However, some areas are very popular, especially in south-east England and it can be difficult to find a landlord who will accept a nomination, particularly for properties with more than one bedroom.

Moving to a Residential Care Home or Nursing Home

If you find that it’s too difficult to manage in your own home you may want to look at a residential or even a nursing home. Although these two types of home are very different, many people find it hard to distinguish between the two. 

 A residential home offers a home to people who need the kind of help which could be provided by any capable person. So homes would provide day to day personal care, such as helping older residents to get up in the morning and get to bed at night. The staff would prepare meals and help with medicines. They would also help with bathing and getting to the toilet, if needed.

Residents in many residential homes have their own doctors and dentists but personal services such as hairdressing and chiropody are usually available on a regular basis. It’s also common for homes to arrange pastimes and trips out and help residents generally to live a full enjoyable life.

A nursing home offers much more in the field of actual nursing. Qualified staff are on hand 24 hours a day to care for people who are ill, injured or extremely infirm. Nursing homes are still “homes” however and usually offer all the help and personal services of a residential home. But it is the availability of nursing staff who provide around the clock nursing and a greater number of staff which distinguishes nursing homes from residential homes.

Choosing a residential or nursing home:

· If you will need financial help, Social Services will need to carry out an assessment of your needs and recommend which type of care you require.

· If you do not need financial help with the fees and are unlikely to need help in the future you can apply directly.

· All homes must be registered and are inspected regularly. The inspection reports should be available at public libraries or from the Local Authority.

· Age Concern Factsheet 29 covers a wide range of issues relating to residential and nursing homes.

21.
MOVING OUT

You must give one full calendar month’s notice in writing if you wish to end your tenancy. Rent is payable for this period.

You must leave your property in good clean condition with reasonable decoration and remove all possessions. You may be charged if we have to put the flat into a reasonable condition for the next tenant.

Please make sure that you return all sets of keys to your Scheme Manager. Your Scheme Manager  will want to inspect the property within 7 days of you handing in your notice  and agree with you any works that you are required to do before you move out.

You must leave us your forwarding address. 

Remember to inform the electricity supplier of your meter reading, and to tell your telephone company you are moving.
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