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Tenants’ Guide Series

This guide is a series of fact sheets giving you information about your rights and responsibilities as a tenant
of Perth & Kinross Council.

It covers a wide range of information about your tenancy, which we hope is of use to you. If you need more
details, or have specific questions which aren't answered here, please ask at your Area Housing Office or
contact the Council's Customer Service Centre on 01738 475000.

Remember while we aim to keep tenants informed about any changes to services, including contact numbers
etc, this guide is only as up-to-date as the time you received it. For the most current information visit
www.pkc.gov.uk/housing or contact your local Area Housing Office.

Nothing in this Tenants’ Guide replaces legally binding and specific information and details in individually
signed tenancy agreements.
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1. How to Contact Us

Housing & Community Care
Perth & Kinross Council
Pullar House

35 Kinnoull Street

Perth

PH1 5GD

Tel 01738 475000
Fax 01738 476010

Email: Housinglnfo@pkc.gov.uk

Council Text Phone Number 01738 442573

Out of Hours Repairs Emergencies: 0845 30 11 110

All Council services can offer a telephone translation facility. If you would like any of the information on these
pages in another language or format (such as MOON, Braille, large print or on audio CD) this can be

arranged by contacting Performance & Quality on 01738 476894.
-

Useful Telephone Numbers

Anti-Social Behaviour Investigations Team 01738 476173
Perth & Kinross Council customer service centre 01738 475000
Benefits Advice for Rent and Council Tax 01738 476049
The Environment Service helpline 01738 625411
Scottish & Southern Energy (power cut) 0800 300 999

National Grid (Gas) Emergency
Homelessness Emergency Service
Community Care Access Team
Adult Support and Protection
Child Protection

Noise Nuisance - out of hours

NHS 24

Victim Support

Scottish Water Emergency
Housing Repairs Centre

City Central Area Housing Office
Letham and Hillyland Area Housing Office
Blairgowrie Area Housing Office
Pitlochry Area Housing Office
Crieff Area Housing Office
Auchterarder Area Housing Office
Kinross Area Housing Office
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Area Housing Teams

~ 3

Your local Area Housing Team is there to provide you
with information, advice and support about all
aspects of your tenancy.

As part of the Neighbourhood Services section of the
Housing Service, Area Housing Teams also have
responsibility for all issues relating to maintaining the
areas around your home, and assisting you to meet
the your responsibilities as a tenant.

Area Housing Teams work closely with the police,
local resident associations, social work and other
Council services to provide the highest quality of
service in our neighbourhoods. There is also regular
contact between the Area Housing Teams and the local community wardens in Letham, Blalrgowrle/
Rattray and Muirton/ North Muirton to share information about any areas or issues which are of
concern to residents.

How can my local Area Housing Team help me?
As a Council tenant your local Area Housing Team can help:
. Support you to meet your obligations as a tenant as set out in the Tenancy Agreement you

signed when you were given the keys to your house.

. Give advice about your rights and responsibilities and the standards of service you can expect
to receive from the Council.

. Support you as a new tenant by carrying out a settling in visit shortly after you first move in to a
new Council house.

. Give advice on the Garden Maintenance Scheme and other support measures to help you
maintain your tenancy.

. Provide advice and support during modernisation programmes.

. Help you to deal with rent arrears by responding quickly to concerns you raise if you think you
are you are going to have trouble making payments.

. Refer you to the Council’s Welfare Rights team to help ensure you are receiving all benefits
you are entitled to.

. Give information and advice on different ways to pay your rent, including setting up a Direct
Debit to make regular payments securely and conveniently.

. Be available to discuss any problems you might be experiencing.
. As a first point of contact if you are having problems with your neighbours causing a nuisance.

. Provide advice and give information about where you need to seek permission from the
Council - for example before making alterations to your home, or take in a lodger or have a pet.

. Support you to look at all of your housing options when you are considering moving on from
your current home.
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Area Office Contacts Q‘

Auchterarder Area Office
Aytoun Hall

High Street

Auchterarder

PH3 1QN

Tel. 01764 657840

Fax. 01764 664754
SouthAreaTeam@pkc.gov.uk

Aberuthven, Auchterarder, Blackford, Braco,

Blairgowrie Area Office
46 Leslie Street

Blairgowrie PH10 6AW

Tel. 01250 871300

Fax. 01250 876029
NorthAreaTeam@pkc.gov.uk

Alyth, Kirkmichael, New Alyth, Meigle,
Rattray, Blairgowrie, Carsie, Murthly,
Caputh, Spittalfield, Forneth, Meikleour,

Dunning. Stanley, Luncarty, Coupar Angus,
Balbeggie, Burrelton, Kinrossie, Saucher,
Collace, Guildtown, Wolfhill.
City Central Crieff Area Office
Housing & Community Care 32 James Square
Pullar House Crieff
35 Kinnoull Street PH7 3EY

Perth PH1 5GD

Tel. 01738 476103

Fax. 01738 476010
CityCentralHousing@pkc.gov.uk

Bridgend, City Centre, Craigie, Errol,
Friarton, Glencarse, Inchture,
Invergowrie, Leetown, Longforgan,
Moncrieffe, North Muirton, Scone, Rae
Place, Stanley Crescent, Florence Place,
Balhousie Street, Dunkeld Road.

Tel. 01764 657840
Fax. 01764 657559
SouthAreaTeam@pkc.gov.uk

Almondbank, Chapelhill, Comrie, Crieff,
Gilmerton, Madderty, Methven, Muthill,
Pitcairngreen.

Kinross Housing Team
Loch Leven Community Campus
Muirs

Kinross

KY13 8FQ

Tel. 01577 867333

Fax. 01577 861830
SouthAreaTeam@pkc.gov.uk

Aberargie, Abernethy, Blairingone, Bridge
of Earn, Cleish, Crook of Devon,
Forgandenny, Glenfarg, Kinneswood,
Kinross, Milnathort, Powmiill,
Scotlandwell.

Letham/ Hillyland

Letham Area Office

Letham Centre

Tweedsmuir Road

Perth PH1 2HJ

Tel. 01738 625898

Fax. 01738 624335
LethamHousing@pkc.gov.uk

Letham, Hillyland, Double Dykes and
Fairfield (Council Housing only).

Pitlochry Area Office
26 Atholl Road

Pitlochry

PH16 5BX

Tel. 01796 474625

Fax. 01796 474226
NorthAreaTeam@pkc.gov.uk

Bankfoot, Aberfeldy, Ballinluig, Grandtully,
Blair Atholl, Dunkeld, Birnam, Kenmore,
Fearnan, Acharn, Glenlyon, Kinloch
Rannoch, Pitlochry, Killiecrankie, Dull,
Weem.
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When you accept the keys to your home you will sign a Tenancy Agreement. This is a legal
document. It covers your rights and responsibilities as a tenant, and the rights and responsibilities of
the Council as a landlord.

Your Rights
As a Council tenant you have a Scottish Secure Tenancy. This means:

you are entitled to

a written agreement covering information you have the right to receive

a rent card

a home that's wind and watertight

pass your tenancy on to a qualified successor if you die

see information we keep about you

challenge unreasonable tenancy conditions

compensation for authorised improvements on termination of your tenancy.

and you can apply to

e take in lodgers

e sub-let your house

e exchange your home with another Secure Tenant

e buy your home (with exceptions for homes within designated Pressured Areas)

Your responsibilities
As a Secure Tenant you have agreed to:

e live in the property

pay your rent regularly and in advance

allow other tenants and residents to enjoy their home

keep communal areas, including stairs and bin areas, clean and tidy
keep tidy any garden area that goes with the property

report repairs as soon as possible

ensure the property, and its fixtures and fittings, are not damaged
ask permission to keep pets, run a business, make alterations and so on
tell us if you are living away from home

leave the property in good condition

give 28 days notice when you decide to leave the property.
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Scottish Secure Tenancy

Most Council tenants will have a Scottish Secure Tenancy (SST) which guarantees them certain
rights, and also places certain duties upon them as tenants.

The main rights under a Scottish Secure Tenancy are:

Security of tenure
You cannot be evicted from your home without a court order.

Joint tenancy
You and anyone who lives in your house and uses it as their only home can apply for a joint
tenancy.

Succession
If you die, your tenancy can be passed on to:

your spouse
your partner who was living with you for at least six months before your death

the other joint tenant

another member of your family who was living with you when you died

a carer who lived with you in your home before you died and gave up their only or main home to
care for you or a member of your family.

Exchanges and Sub-letting
You can sublet your tenancy, exchange your house or take in a lodger with written permission from

the Council. You can also sign over your tenancy to anyone who has lived in your home for at least
six months.

Right to Repair

The Council must carry out certain types of small urgent repairs on your home.

Compensation

You have a right to compensation at the end of your tenancy for certain types of improvements you
have made to your home. The Council must have given you written permission to make the

improvements.

Information
The Council must give you a written tenancy agreement, information about the complaints

procedure, and information about right to buy and any responsibilities you may have if you buy your
home.
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Consultation

The Council must consult with tenants, and take account of their views, before making or changing
any housing management policies that are likely to significantly affect you, such as repairs or rent
and service charges. How we will do this in Perth and Kinross is set out in our Tenant Participation
Strategy.

Right to Manage

You and your neighbours can get together to form a tenant management co-operative and enter into
an agreement with the Council to manage your own homes.

Short Scottish Secure Tenancy

The Housing (Scotland) Act 2001 introduced a new type of tenancy, which can only be used in
limited circumstances - the Short Scottish Secure Tenancy (SSST).

The SSST includes the same rights as the full Scottish Secure Tenancy, with the following
exceptions:

. there is no right to buy
. your tenancy cannot be passed to someone else if you die
. your right to stay in the house is more limited than with a full SST

Short SSTs are useful where people are only looking for a short-term place to stay, or where
support measures need to be put in place to help someone meet their responsibilities as a tenant.

You will be advised if you are being offered a short SST before you sign any tenancy agreement. If
you are not happy with the offer of a short SST you have the right to appeal to the Sheriff Court. You
can get advice on appealing from a solicitor or the Citizen's Advice Bureau.

O Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Tenants’ Guide on Your Rights as a Tenant (section 9)
. Tenants’ Guide on Permissions (section 10)
. Tenants’ Guide on Changes of Tenancy (section 11)
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Your rent is assessed annually at the beginning of the financial year. The calculation to set rent
levels is based on the size and type of property you live in. You will be notified in writing four weeks
in advance of any increase in your rent.

You can choose to pay your rent weekly, fortnightly, every four weeks or once each calendar month.
However, please remember that under the terms of your tenancy agreement you must pay rent at
least one week in advance, so which ever payment frequency you choose should be in advance to
stop you from falling into arrears.

Rent Card

A plastic rent payment card is issued to you at the start of your tenancy. You will receive a new
carrier for it each April telling you about your new weekly rent. The plastic rent payment card itself
should, however, last five years.

If you lose the plastic Rent Card you will be charged for a replacement. Please contact your local
Area Office if you need a replacement card.

Remember you will not be able to pay your rent at a Post Office counter, PayPoint or Payzone outlet
without your rent payment card.

Rent Free Weeks
There are four rent free weeks each year; one in April, one in July and two in December.

If you fall behind with your rent during the year you should continue to pay during the free weeks to
reduce your arrears.

Rent Arrears

If you do not pay your rent regularly arrears will mount up. We understand that everyone faces
money problems from time to time, and if you contact your area housing office as soon as you
realise you might have difficulty meeting your rent payments we will work with you to manage the
situation.

The payment of your rent is an important part of your tenancy agreement, and if you do not pay your
rent, or fail to keep to any repayment arrangement, we will take action against you in court. Non-
payment of rent may ultimately result in you losing your home. Most landlords will also take into
account any outstanding rent arrears when considering whether to offer you somewhere to live.

How To Pay Your Rent

There are several ways in which you can pay your rent. If you have an enquiry about making a
housing rent payment, email housingrents@pkc.gov.uk

.g% Direct Debit

Debit

Direct Debit payments are made automatically from your bank account on an agreed date. This is
an efficient and reliable method of payment, and it helps keep down the Council's costs of collection
so that more of your rent money can be invested in maintaining and improving your home. Speak to
any member of your local area housing team or ask at Pullar House to have a Direct Debit payment
set up for your rent.
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hﬁ-‘y Online

You can pay your rent securely online via the Council's website at any time of the day or night using
a debit or credit card. You will need your 16 digit reference number which can be found at the
bottom of your plastic rent payment card. Go to the online payments page at www.pkc.gov.uk for
further information.

By Post

To make a postal payment, send a cheque (with your name, address, and rent reference number
written on the back) to your local Area Housing Office or to Rent Payments, Housing Services,
Pullar House, 35 Kinnoull Street, Perth, PH1 5GD. Cheques should be made payable to Perth &
Kinross Council. Please do not include your payment card.

In cash, by cheque or by card

During normal opening hours payments can be made in cash, by cheque or by debit or credit card at
the cash/ payments desk in Pullar House. Please don't send cash payments through the post, or put
cash through the letterbox of any Council office.

POST
ﬁz Post Office/Payzone/Paypoint

At your local Post Office counter, or shop offering the Payzone or Paypoint service. No charge is
made for this service but you need your rent payment card with you. The advantage of this over
paying at your local Area Housing Office is that these businesses tend to open later during the
week, and are also open at weekends, so you can pay when it's most convenient for you.

6 Over the phone

You can make payments by debit or credit card at any time of the day or night by using the
automated touch tone telephone payment facility. Simply call 0845 603 0121 and quote your 16 digit
reference number found at the bottom of your plastic rent payment card.
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If you lost your television, would your landlord replace it?
More than likely ... NO!

When a house or a flat is rented from a Local Authority, a Housing Association or a private landlord,
it is sometimes assumed - wrongly - that the landlord will have an insurance policy covering loss or
damage to personal property.

Your landlord is responsible for insuring the building you live in but not your contents. You, as the
tenant are responsible for insuring your belongings against theft, fire flood and other potential
damage.

Is home contents insurance worth it? YES, we think so.

No one really likes paying insurance premiums until, in situations like flood, fire or theft, it becomes
very worthwhile. If you take a moment to work out how much it would cost to replace every item in
each of your rooms, you'll find that it soon mounts up.

It's likely that you'll have taken quite a while to accumulate all the items you own; the things you like
to have and the things you have to have. Imagine if you had to replace some, or even all of them - in
one go. It's not a thought anyone likes to have and hopefully it won't happen...but it just might.

Making sure that you are covered with a suitable home contents insurance policy means that you
don't have to think about it too much.

Perth & Kinross Council has arranged an insurance scheme for its tenants with Royal & Sun
Alliance. It offers low cost peace of mind as well as easy weekly payments.

Participation in this scheme is not an official requirement but we strongly suggest that all our tenants
have some form of contents insurance.

0 Looking for more information?

Contact your local Area Housing Office for more information about the Royal & Sun
Aliance insurance scheme.

You can also check the Perth & Kinross Council website www.pkc.gov.uk or contact any
Council office to request a copy of:

. Tenants’ Guide on Home Safety - Security (section 7.6)
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If you have any area of garden ground associated with your home it is your responsibility to make
sure that the garden is kept neat and tidy.

The current Garden Maintenance Scheme is open to households where all members are over the
age of 65, or for tenants under 65 who are unable to look after a garden themselves due to ill health
or a disability. The terms of the Garden Maintenance Scheme are currently being reviewed, and
more information on the proposed changes will be communicated to tenants in the near future.

Who qualifies for the Garden Maintenance Scheme?

Perth & Kinross Council provides a Garden Maintenance Service for certain tenants who qualify.
The scheme is open to tenants who are aged 65 or over. Tenants who are under 65 and are
physically disabled also qualify, providing they are in receipt of either Disability Living Allowance,
Sever Disablement Allowance or Attendance Allowance. In addition to the above conditions, there
must be no able-bodied person within the tenant's household who could maintain the garden on
their behalf.

What does the Garden Maintenance Scheme do?
The Garden Maintenance Service provides the following assistance:

Grass cut every fortnight between April and September (weather permitting)
Grass edges strimmed at every cut

Grass cuttings raked, bagged and removed

Where tenants have hedges, these will be cut once in March and once in
October. Cuttings will be collected and removed.

There is a charge of £1 per week for this service. The charge is payable in advance with your
weekly rent.

If you are interested in applying for this scheme, please contact your local area office or go to
www.pkc.gov.uk for a copy of the application form.

If you would like to park a caravan or trailer in your garden you must first obtain written permission
from your local area housing office. We will only grant permission if the caravan or trailer can be
parked where it does not cause a disturbance or nuisance for any neighbour.

0 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Tenants’ Guide on Vehicle Parking (section 2.6)
. Garden Maintenance Scheme application form
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You should park your car, van, motorbike, caravan or trailer without any
inconvenience to or for your neighbours. Similarly, you should be careful
to avoid blocking access or causing nuisance or annoyance to anybody
when washing your vehicle or carrying out maintenance on it.

r

Only in a very few instances - for example where there's a parking
space allocated to a specific property - does anyone have the right to
park in a particular spot. It may be more convenient to you to park ﬁ*ﬁ‘
directly outside your house, but unless that ground is part of the property

you rent you have no more rights than anybody else to park there.

Generally where you can park depends on legally-available space. You must not block or interfere
with roads or pathways, create an obstruction, or a nuisance.

Caravans and Trailers

These may not be left in any parking area or Council-owned car park. Police action may be taken if
caravans and trailers are parked on a roadway and cause an obstruction. We will also take action to
remove any caravans or trailers left illegally in any parking area.

If you would like to park your caravan or trailer in your own garden you must first obtain written
permission from your local area housing office. We will only grant permission if a caravan or trailer
can be parked behind the front line of the building, for instance. In any case, a caravan or trailer
must not cause a nuisance for any neighbour.

On Adopted Roads and Parking Areas

All roads and parking areas adopted by the Council as public highways are maintained at public
expense. The Council's Roads Service is responsible for the management and maintenance of
them.

The enforcement of parking restrictions on yellow lines is the responsibility of parking attendants

employed by the Roads Service. Tayside Police deal with inconsiderate or dangerous parking in
areas not covered by yellow line restrictions.

On Unadopted Roads and Parking Areas

These are roadways and parking areas which have not been adopted as public roads, but remain in
private ownership. Under legislation it is likely that there will be rights of public access to these
roads; the term 'private’ only relates to the maintenance of the road surface.

Enforcement of parking restrictions in these areas is a civil matter, concerning (and carried out by)
the owners of these areas.

Heavy Goods Vehicles (HGV)

Any vehicle over 3.5 metric tonnes requires an operator's licence. This should detail where the
vehicle is to be stored.
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Road legislation states that there is an absolute ban on lorry parking in all areas, because this kind
of parking can only take place in designated parks with the correct planning permission.

Action will be taken against any operator of a goods vehicle improperly parked, and against any
resident breaking regulations.

Lock-ups and Garage Sites

If you have a car, you may want to rent a lock-up, or a garage site from us to erect your own garage
on. They are available in most areas, but there are waiting lists for them. Please contact your local
area office for more details.

City Centre Residents

To help residents of the central controlled parking zone in Perth to find parking near their homes at a
reduced cost the Council operates a resident's parking permit scheme. Since 9 June 2008, a central
zone permit costs £160 per annum and an outer zone permit £90 per annum.

Both permits allow residents to park on-street within 100 metres of their home but the central zone
permit also allows residents to park in a designated car park and in the Canal Street multi storey car
park.

Residents of the Perth controlled parking zone should apply to the Parking Services Office, The
Atrium, 137 Glover Street, Perth PH2 OHY. Tel 01738 477212.
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We may be able to help you if you have special requirements and you believe that your own home,
as it is, is not best-suited to your needs, or you need additional support to help you to continue to
maintain your independence at home.

Support and assistance could include:

adaptations to your home, such as handrails or bath aids
community alarm

home care

community meals

If you want it there are also a number of sheltered housing complexes within Perth and Kinross.
Sheltered housing is self-contained accommodation with on-call support to help you if you ever find
yourself in difficulty. Some sheltered housing units also have common room facilities for residents
you use if they want to.

To apply for this type of housing ask about making an application at your local area housing office.
Adaptations

We offer a wide range of services and support for people with a learning and/ or physical
disability. These services include day care, respite/s hort breaks, supported accommodation
and employment development.

Occupational Therapy, is a service which aims to "enable children, adults and older people with
physical, mental and / or learning difficulties to be as independent as possible.”

Occupational Therapists undertake assessments of need and, where appropriate, provide
equipment and adaptations to improve levels of ability and promote a safer home environment.

This service may include:

. providing information, support and / or equipment to increase your independence and
confidence with daily activities, such as, toileting, dressing, bathing and moving around your
home,

. providing support to you and your carer in understanding and managing your disability,

. arranging for minor adaptations to be carried out to your home, such as grab-rails and
banisters,

. Giving advice and assistance with major adaptations, e.g. ramp and shower installations and
widening doors for wheelchair access,

. giving advice on how to meet your educational, work and leisure requirements.

Community Alarm

The Community Alarm Service is designed to enable people to live safely, securely and
independently in their own homes. All users of the Community Alarm Service are provided with a
pendant which should be worn on the person at all times. This can be used to contact help from
anywhere in your home or garden via a base unit.

Tenants’ Guide Series - section 2.7 March 2010



The base unit is connected to the Community Alarm Monitoring Centre, where staff are available 24
hours a day, 365 days a year, to respond to any alerts.

Home Care

The Home Care service can support you in your home by providing personal care and practical
domestic help in a way which fits in with your assessed individual needs and routines and those of
your carers, providing you meet the eligibility criteria.

In general terms, Home Care staff can provide assistance with getting up, dressing, undressing and
going to bed as well as with personal hygiene, such as going to the toilet, washing and shaving.

Household tasks are also carried out, such as bed making, laundry and some housework, but only
as part of a more complex care package.

Meals Service

The Council provides a delivered meals service to people who are assessed as requiring this
support.

The service delivers a choice of meals to your home. You choose what you would like to eat from a
wide selection of starters, main courses, and desserts, and the meals are delivered to you once
every two weeks. They are stored in a freezer and heated from frozen using a microwave or
conventional oven.

Everyone who joins the service will receive an assessment to agree how many meals they require,
and whether they need any additional assistance to use the service.

6 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Community Alarm Service leaflet
. Home Care Services leaflet
. Meals Service leaflet

If you are not already receiving any community care services from the Council you can find
out more about the services which are available to help you by contacting the Community
Care Access Team on 0845 30 111 20 or by emailing AccessTeam@pkc.gov.uk
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Repairs and Maintenance

One of your rights as a tenant is the right to have repairs carried out on your home. By law the
Council, as your landlord, must make sure that your home is wind and water tight, and we have to
maintain installations in your home which supply gas, water, electricity and drainage.

If you need a repair carried out in your home then contact The Repairs Centre on 0845 30 11 110
between 8am and 6pm, Monday to Friday. If there is an emergency outwith those hours call the
same number and your call will be picked up by the emergency repairs service.

Reporting a Repair

When you report a repair it is important to give as much information about the problem as possible.
To help make this easier all tenants have been issued with a Repairs Handbook. The handbook
contains diagrams of potential faults in your home to make it easier for you to describe exactly
where the problem is. The same diagrams are included in the electronic repairs recording system
used by The Repairs Centre so that we can easily match your descriptions to the problem.

Using illustrations in this way means that we may be able to order the repair straight away.

How long will | have to wait for the repair to be carried out?

That will depend on the type of repair. There are three main categories. Emergencies will be
responded to immediately, but when special parts are needed or the repair is routine there will be a
longer wait.

When you report the repair you will be told what category your repair is and how long you should
have to wait.

Emergencies - An example of this type of repair would be a total loss of electricity or a potential
health and safety risk.

Urgent Repairs - For example a partial loss of electricity.

Routine Repairs - These are cases where there is no risk to people or further damage to the
property. We will carry out the work to make your home a better place to live, but the timescales for
doing so will be longer.

As a Council tenant you have a Right to Repair for certain qualifying repairs. These have specific
timescales which we aim to meet. You will be told at the time of reporting the repair whether or not it
is a qualifying repair.

Emergency Repairs

We only carry out emergency repairs outside normal working hours when it is necessary to avoid
endangering the health and safety of residents, or where there is serious damage to the structure of
buildings.

You can contact the normal Repairs Centre number on 0845 30 11 110 out of normal hours to report
emergency repairs, this number will be picked up by a duty member of staff.
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Emergency work includes:

blocked toilets where the premises contain only one toilet

blocked or leaking drains (not blocked sinks)

serious storm, accident or floor damage to rooms

dangerous structures

serious electrical faults, such as overheating of sockets or switches

regaining entry where a tenant is accidentally locked out (there is likely to be a charge for this).

Emergency repairs carried out outwith normal hours will be to a standard to make your home safe to
live in. In some cases this may mean a temporary measure is put in place. Where necessary a full
repair will be completed within 24 hours (during the normal working day).

Planned Maintenance

Planned maintenance is a scheduled maintenance programme intended to keep the external fabric
of Council houses in as good a condition as possible to extend the time before replacement
becomes necessary.

Typically planned maintenance includes external joinery like windows, doors, external timber linings
and eaves boarding, slates, rainwater gutters and downpipes, and external repainting. During
planned maintenance staff also inspect common closes where there is a mixture of Council houses,
owner-occupiers and private sector rented properties. If private owners agree re-painting inside
these closes will also be carried out, but without private owner agreement this can't go ahead.

Your house is likely to have this kind of work carried out at least once every five years. However, if
major improvements are planned we would normally defer planned maintenance so that all the work
happens at the same time.

In any case we will write to you beforehand to let you know what we are intending to do.
If you home is due for planned maintenance the outside will be surveyed to identify the work that's
needed. Where, for instance, exterior doors have deteriorated to the point where repairs aren't

economic, they will be renewed.

If your home has had no maintenance work for more than five years, or you have any questions
about maintenance, please check with your local area housing office.

O Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Tenants’ Guide on Your Rights as a Tenant (section 9)
. Repairs Handbook - A guide for tenants
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Avoiding Dampness

The increase of condensation in homes today is the direct result of
improvements to buildings which have led to warmer and more
comfortable rooms.

In many Council houses traditional open fires have been replaced
by central heating systems and double glazing has been installed.
These have created rooms which are warmer, but which often have
less ventilation and fewer air changes.

As a Council we take great care in ensuring the health and
wellbeing of our tenants. However, we cannot stop condensation
alone; we can only do it with your help. Please follow the simple
guidelines below to assist in reducing condensation in your home.

What is condensation?

Condensation comes from water vapour in the atmosphere. Water
vapour is always in the air in our homes, but it's usually invisible.

What causes condensation?

When the water vapour in the air comes into contact with a cold surface like a window or an exterior
wall it condenses into water droplets.

Some causes include:

the use of bottled gas and paraffin heaters
steam from cooking in the kitchen

steam from bathing and washing
insufficient ventilation in the house.

How can | minimise condensation in my home?
There are some simple steps you can take to reduce and possibly eliminate

condensation in your house:

use extractor fans where supplied, eg kitchen and bathroom

do not block vents

avoid drying clothes in your house. If this isn't practical then the door of the room in which the
clothes are drying should be kept closed and the room well ventilated.

make sure your tumble dryer is vented

open windows (when convenient) to let air circulate

keep wardrobes, cupboards, beds etc clear of walls to allow air to circulate

keep your house warm and use trickle ventilation on windows (where provided)
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How can | get rid of condensation and mould?

Wipe away any condensation on windows or walls with a dry cloth. To eliminate mould wipe down
affected areas with a fungicidal wash which shows a Health and Safety Executive 'approval
number'. If you deal with the basic problem mould should not reappear.

Other causes of damp

Although condensation is the most common cause of damp, there are other causes which should be
easily visible. These include leaking pipes, overflows, spillages from blocked gutters and roof leaks
(caused by missing or cracked tiles or slates). It is important that defects such as these are reported
to the Housing Repairs Service promptly on 0845 30 11 110.

0 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. A Guide to Compensation and Damp leaflet
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Rechargeable Repairs

For the tenants of Perth and Kinross Council, the Housing Repairs Service will carry out most
repairs to your home. However, there are some repairs that you will have to pay for yourself. These
works are identified on the Responsibility for Repairs pages in this section.

Rechargeable repairs will only be carried out where you have agreed to meet the costs, which will
include an administrative charge and VAT.

What do | have to pay for?

e Repairs that are your responsibility. These are set out in your tenancy agreement.

e Repairing damage that is caused by an accident, neglect or misuse by you, anyone living
with you, or your visitors.

e Work that is needed when you move out of your home if it has not been caused by fair wear
and tear.

How much do | have to pay?
You will be given an estimated cost for any rechargeable repair before any work is carried out.

Charges will vary depending on the timescales for work to be carried out, ie rechargeable repairs
which are carried out on an emergency call-out basis will cost more.

You will be charged the full cost for work that is needed when you move out of your home. This is
only for repairs that are not caused by fair wear and tear. Before you leave your home you will be
visited by a members of staff from the housing service who will discuss with you the necessary
repairs which fall into this category.

Is there any time when | won't have to pay?

e If you have a disability that causes wear and tear on your home, for example, a wheelchair
might damage walls.

¢ |f damage is caused through no fault of your own and is subject to a police report.
If you choose to do the work yourself this must be carried out to a standard that is
acceptable to the Council. A member of the Housing Repairs Service may inspect the work
when complete.

If you feel that there are other exceptional circumstances which mean you should not be required to
pay for the repair, you can apply for the charge to be reconsidered. A final decision will be made by
a senior member of the Housing Repairs Service.

0 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Rechargeable Repairs leaflet
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Responsibility for Repairs

Item
Back boiler

Us

Exceptions

Baths

Brickwork

Ceilings

| €[ [

Central heating pipes,
radiators, timer and thermostat

<

Chimney stack or pot

Chimney sweeping

Annual unless required more
often

Cistern

Clothes posts

Unless in communal areas

Communal areas to flats

Unless provided by the Council

Concrete canopies over door
or windows

Cookers

Cupboards (kitchen)

Damp-proof course

<

Decoration (inside)

Door locks

Unless you have lost the keys

Doors (outside)

Doors to communal areas

Downpipes, rain or soil stack

Drain blockage

| €| (KK

Rechargeable if due to misuse

Driveways or venue hard
standing

Unless provided by the Council

Electric heaters (provided by
the Council)

Electric plugs

Electric wiring, sockets and
switches

<

Entry systems

Exterior or rendering

Fascia

Fencing

/€[

Fire — gas (provided by the
Council)

<

Floor tiles

Floorboards

<

Foundations

Fuse to plugs

Garages or outbuildings

Unless supplied by previous or
present tenants

Garden clearance and
maintenance

Gardens

Gates y Unless supplied by previous or
present tenants

Glazing Except where damaged and

crime reference number
provided

Gulley surrounds, grids and
grates




Responsibility for Repairs

Iltem
Guttering

Us

Exceptions

Immersion heaters

Inspection chambers

Inside banister

| €[ [

Key replacement

Kitchen fittings and worktops

<

Unless supplied by present or
previous tenant

Lightbulbs

Lighting pendants

Locks and ironmongery

Overflow pipes

Painting — outside

|| |<

Painting — inside

Path to garden

Paths to communal areas,
front and back doors

Plaster

Roof —tiles and slates

Sheds

Sink base unit

Sink drainer

Skirting boards

Smoke detectors

Other than replacement of
batteries for OAPs or people
with a disability

Stairs

Taps

Tenant alterations and
improvements

Toilet seat

Other than for OAPs or people
with a disability

TV aerials

Vents

<

Wash-hand basin

Waste plugs and chains to
bath and sink

Water heating supply

Water supply

<

Window frame and furniture




Repairs and Maintenance -

commonly asked questions

Can | carry out repairs/ improvement work on my home myself?

We are happy for you to improve your home. However, you do need our permission before you start
any work on repairs or alterations.

Applications must be made in writing, giving as much detail as possible (including sketches or
plans). We will not refused permission without a good reason. If permission is refused we will let you
know why. You are responsible for the repair and maintenance of any alterations you carry out.

How will | know you have ordered my repair?

You can request a repair receipt reference number at the time of reporting your repair, and we will
send a written receipt to you a few days later. The receipt will detail the nature of the repair and give
a contact telephone number.

Can | make an appointment for work to be carried out?

We will offer all tenants who report repairs an appointment for the work to be carried out, and
whenever possible we will make arrangements which are best for you and suit our working
schedules.

What if | am out when you call?

If an appointment was arranged for the work when you reported the repair please advise us well in
advance if you'll no longer be available at that time. This will mean we can rearrange a suitable time
to carry out your repair, and means we may be able to give you original appointment to another
tenant.

What if | am not satisfied?

We welcome your comments on the repairs service we provide. If at any time you are not satisfied
with our service please let us know by contacting The Repairs Centre, your complaint will then be
considered in line with the Council's Complaints Procedure. If you remain dissatisfied after having
had your complaint considered under the Complaints Procedure you can take the matter to the
Scottish Public Services Ombudsman:

Scottish Public Services Ombudsman
4 Melville Street

Edinburgh EH3 7NS

Tel (freephone) 0800 377 7330

Text 0790 049 4372

Fax 0800 377 7331

Email ask@spso.org.uk
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What if you refuse to carry out my repair?

We will not refuse to repair any fault or damage that is putting a person's health and safety at risk.
There may be times when we do not carry out repairs, but we will fully explain the reason why.

Reasons may include:
¢ [f you have applied to buy your home we may decide not to carry out any repair that is not
essential.

e Ifitis not our policy to do a certain kind of repair we will not carry it out or arrange it.

We may defer some repairs that will form part of a large renewal/ modernisation programme.

o Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Tenants’ Guide on Permissions (section 10)

. Tenants’ Guide on Your Rights as a Tenant (section 9)
. Rechargeable Repairs leaflet

. Repairs Handbook - a guide for tenants
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Improvements and
Modernisation

Perth & Kinross Council is committed to ensuring that all our houses meet the Scottish Housing
Quality Standard by 2015. We will do this through the local Standard Delivery Plan which sets out
how we will achieve the SHQS locally.

In most cases we do the work while you continue to live in your home. We will do our best to cause
as little inconvenience to you as possible while work is ongoing, but inevitably improvement work
causes a disturbance.

If you feel you can't cope with the stress of having your home improved, or if at any time you just
need more advice or information, please contact your Area Office.

Improvement Programmes

Central Heating
The Council is investing in the Central Heating Replacement Project designed to upgrade and
modernise the existing heating systems within our houses.

Generally as heating systems become ready for replacement you will be offered the choice between
gas, electric or solid fuel systems, depending on availability and price. Our intention is to offer you
the most energy-efficient system within the limits of reasonable installation costs.

In 2009 the Council agreed to pay £105,000 to fund an extension to the gas mains network to allow
150 Council tenants in Ferguson Park, Rattray, the choice of gas fired heating for the first time. The
project is the first of its kind in Scotland and is being supported by Scotland Gas Networks.

Windows and Doors

A £3 million project to replace windows and doors in more than 1200 Council houses was
successfully completed on time in 2008. All the houses involved were fitted with Secured By Design
double glazed windows and doors.

The windows and doors fitted are covered by a 10 year guarantee, with a life expectancy of over 20
years.

Secured By Design is a UK Police initiative promoting the use of security standards for a wide range
of products.

Bathrooms
An extensive bathroom replacement project is nearing completion. By the end of it over 6000
Council houses will have been fitted with new bathrooms.

The bathroom replacement project began in May 2007 and is on target for completion in 2010.
Contact the Bathroom Project on 0808 178 4703.

Kitchens

A five-year partnership between Perth & Kinross Council and Perth-based firm Sidey Ltd is currently
underway to fit all Council houses with a brand new, modern kitchen in a major refurbishment
programme.

Surveys carried out among tenants who have already had the new kitchens installed have reported
back an average satisfaction rate of over 98%.
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The programme is on target to be completed in 2010. Contact the Kitchen Project on 0800 073
0289.

Carrying Out Improvements Yourself

Before carrying out any improvements or alterations to your Council property you will need to seek
permission from your local Area Housing Office.

If you have been granted permission to carry out improvements on your home, such as installing
new kitchen or bathroom fittings, you may be entitled to receive compensation when you move out
of the property for the work you have done.

Laminate Flooring

Modern tastes and the popularity of home makeover television shows have seen the number of
households rejecting traditional carpets in favour of laminate or other fixed permanent flooring
increase dramatically in recent years.

With the increase in popularity for this type of flooring there has also been a rise in the number of
complaints received from neighbours, particularly in flats, about noise levels from properties with
laminate flooring.

Feedback from Council tenants showed us that this was a particular issue in Perth and Kinross, and
as a result we introduced a policy on the use of laminate flooring in Council properties. Essentially
this means that all Council tenants need to seek permission from their local area housing office
before installing any type of laminate or fixed permanent flooring in their home.

The vast majority of residential flats built in the 1960s, 70s and 80s were designed with the intention
that they would have fitted carpets. Removing carpets removes an essential layer of sound
insulation, which means that for downstairs neighbours hard floor coverings mean an increase in
noise from upstairs flats, particularly from voices, the television, stereos etc.

Most of the Council's flats were built in this period, so whether you're a current or former tenant
please bear this in mind when considering what type of floorcovering you want in your home.

e Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Perth & Kinross Council Standard Delivery Plan for improving the Council’s stock to
comply with the Scottish Housing Quality Standard

. ‘Floor to Ceiling’ leaflet on the impact of installing laminate flooring in flats

. Perth & Kinross Council’s policy on laminate flooring or any other type of fixed
permanent flooring

. Tenants’ Guide on Your Rights as a Tenant (section 9)
. Tenants’ Guide on Permissions (section 10)
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Notification Procedures

If your house is being modernised we will tell you about it as far in advance as possible. The
notification procedures are:

We'll send you an initial letter, with details of the work to be done to your house, as soon as it
appears in the Council's approved budget. Usually, this is two years before work begins. The
letter will give you an approximate start time.

If, at any time, the proposed timing changes, we will write and tell you about the revised dates.

During the early stages of the project we'll send you an update letter. This letter may also tell
you when surveyors will be calling to gather information to allow them to make detailed plans.

About four to six months before work starts a member of our staff will contact you. They will
explain the project in more detail, talk about your individual requirements, obtain your
preference on any choices or options available to you and, generally, answer any questions.

If it will be necessary for you to move out of your home temporarily while work is done this will
also be discussed with you.

When a contractor has been appointed we will send you a project guide. This will give you
detailed information about the extent of the work, how it will be done, with the names and
contact numbers of everybody involved in arranging, supervising and checking the work.

We will give you a likely start date for your specific house as soon as we agree the working
programme with the contractor.

Tenants' meetings are likely at different stages to give people the chance to discuss any
concerns with the local councillor, housing officers, the architect and the contractor.

About six weeks before work starts the contractor will contact you to arrange a house survey.
This is to finalise the details of doing the work, and take note of any special circumstances. As
far as practicable the contractor will agree the positioning of items like central heating radiators
to suit your wishes.

No later than two weeks before work starts on your house the contractor will give you a definite
start date. You will be visited the day before work actually begins, to confirm any final
arrangements for access, decanting and similar practicalities.

If the work we do affects the rental value of your house any change in what you pay will apply as
soon as the work has been completed. We will, however, give you at least 28 days notice before we
apply any rent increase.
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Digital Television Switchover

Traditional analogue aerial television reception will
end in Perth and Kinross between July and = C
September 2010. If you want to continue to watch .
television after, even the basic five channels, you'l
need to make sure you have a television and aerial
which are capable of receiving a digital signal.

395

The Council is working to upgrade shared aerials in
our properties, for example in sheltered housing complexes, but for anyone in a house, or aflatin a
block where there isn't a shared aerial it's your responsibility to find out if you need an upgrade to
your existing aerial.

Switching to digital can be as easy as buying a digital box and connecting it to your existing
television and aerial. This will work as long as your television is capable of accepting a digital signal
- most televisions bought in the last five years will be.

Most households won't need to get a new aerial. You can check whether you need one through
analogue Teletext. The test pattern is broadcast on Teletext page 284 on BBC 1, BBC 2, ITV1 and
Channel 4. The screen should display a grid of vertical/ horizontal white boxes. Ignoring the top and
bottom rows, if there are squares missing (complete lines missing are fine) or if the picture is snowy,
or there's severe doubling of the image, then your aerial needs checked or replaced. To find a
Registered Digital Installer (RDI) in your area call Digital UK on 08 50 50 50 or visit www.rdi-Ib.tv

Switchover Help Scheme

If you are 75 or over, or receive Disability Living Allowance, Attendance Allowance, Constant
Attendance Allowance or mobility supplement, or are registered blind or partially sighted, you will be
entitled to help to convert your TV to digital under the Switchover Help Scheme.

The Help Scheme is run by the BBC under an agreement with the Government. If you're eligible for
their help they'll provide easy-to-use equipment that suits your needs, help install equipment in your
home and fit a new dish or aerial if it's needed to make the new equipment work. The Help Scheme
will also give you an easy-to-understand demonstration of how everything works.

Contact the Help Scheme on freephone telephone number 0800 408 5900 or email
info@helpscheme.co.uk
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Housing and Council Tax

Benefit

Housing Benefit

Housing Benefit is a national welfare benefit which is administered by the local authority on behalf of
the Department for Work and Pensions (DWP). It provides assistance with the payment of rent to
those who are on a low income.

When you move into a Council house for the first time the local Area Housing Team will help you to
complete Housing and/ or Council Tax Benefit forms.

From April 2008, a new Housing Benefit Scheme known as Local Housing Allowance was
introduced for those renting from a private landlord.

Council Tax Benefit

Council Tax Benefit is a national welfare benefit which is administered by the local authority on
behalf of the Department for Work and Pensions (DWP) It provides assistance with the payment of
Council Tax for those who are on a low income and can be awarded in two formats:

¢ Main Council Tax Benefit - available for people liable for Council Tax for the property they
live in;

e Second Adult Rebate - available for people liable for Council Tax for the property they live
in with another adult on a low income.

Only one format can be awarded and this can only provide assistance with the payment of Council
Tax and does not cover other charges such as water and sewerage.

Am | entitled to Housing and Council Tax Benefit?

Housing and Council Tax Benefit are both means tested benefits which means that the amount that
you can get will depend on your household's circumstances.

Housing and Council Tax Benefit can both be awarded unless your circumstances deem that you do
not qualify for one benefit but you qualify for the other. As well as many other situations, you may
not qualify for either Housing and/ or Council Tax Benefit if you are not held as liable for rent and/ or
Council Tax, respectively.

When you submit an application for Housing and Council Tax Benefit, an assessment of your
income, savings and capital, liability for rent and/or Council Tax and the financial circumstances of
any other person in your household will deem if you qualify for any Housing and Council Tax
Benefit.

Your circumstances may mean that you do not qualify for the full amount which you are required to
pay in rent and Council Tax however you may be entitled to some assistance.

If you feel you may be entitled to Housing and Council Tax Benefit speak to your local Area Housing

Office. When calling into the office or by telephone, you should have details of your household
financial circumstances to hand as we can use them to work out roughly what you may qualify for.
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Council Tax

Council Tax is a local tax on all domestic properties. The tax is levied by Perth & Kinross Council to
help fund local services such as schools, libraries, refuse collection, police and fire services.

Council Tax is a daily charge payable by instalments from 1st April - 1st January or annually by 1st
June.

The Council is required by law to collect water and waste water charges on behalf of Scottish Water
and these charges are included in your Council Tax bill, if you receive these services.

The amount of Council Tax you pay will depend on the value of your property and the valuation

band your property has been placed in by the Assessor. Your property band can be found on-line
by visiting the Assessors web portal at www.saa.gov.uk./tayside/index.html

There are certain circumstances where benefits, discounts, exemptions and reductions may be
available.

Perth & Kinross Council collected 96.2% of Council Tax for the period 1 April 2008 to 31 March
20009.

For further information call Local Taxes on 01738 477430, email localtaxes@pkc.gov.uk

0 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Tenants’ Guide on Housing and Council Tax Benefit (section 5)
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How To Pay Your Council Tax

There are several ways in which you can pay your Council Tax. If you have an enquiry about
making a housing rent payment, email localtaxes@pkc.gov.uk or phone 01738 477430

D,

DIRECT  Direct Debit

Set up your Direct Debit over the phone by calling the Local Taxes team on 01738 477430. If you do
not have a bank account, we can tell you how to easily open one.

M Online

It is now possible to pay your Council Tax online by debit or credit card. Go to the online payments
page at www.pkc.gov.uk for further information.

By Post

Cheques and postal orders should be crossed A/C Payee Only and made payable to Perth &
Kinross Council. You should give details of your Council Tax/ Non Domestic Rates account number
and address on the back. Payments should be sent to Perth & Kinross Council, PO Box 7299,
Perth PH1 5WJ.

s In Person

Please check cash office opening times at your local Area Housing Office and remember to have
your rent card with you. You can pay by cash, debit card, cheque or postal order.

@ PayPoint Post Office/ Payzone/ Paypoint

At your local Post Office counter, or shop offering the Payzone or Paypoint service. No charge is
made for this service but you need your Council Tax payment card with you. The advantage of this
over paying at your local Area Housing Office is that these businesses tend to open later during the
week, and are also open at weekends, so you can pay when it's most convenient for you.

6 Over the phone

You can call your local Area Office or 01738 477430 and pay with a debit/ credit card.
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Home Safety - Asbestos

While well-maintained asbestos in your home does not pose
a health risk, if any of it has to be removed, or is damaged
as part of DIY work in your home, it can be dangerous to the
health of your household. That is why it is very important that
all Council tenants seek permission from their local area
housing office before carrying out any alterations in their
home. As part of considering your request for permission
your home may be visited and the area where you wish to
carry out work inspected by housing services staff to ensure
that there is no danger caused by asbestos.

What is asbestos?
Asbestos is the common name given to a group of natural
minerals made up of many small fibres.

It was widely used in building materials from 1930 until about 1980, mainly to insulate properties and
protect them against fire. Asbestos concrete was also used to make roof slates, rain water gutters,
downpipes and decorative plaster finishes. This means that houses and flats built or refurbished in
this period may contain some asbestos materials.

Asbestos-containing materials (ACM) are unlikely to have been used in properties built since the
mid-1980s, and from 1993 the use of asbestos in most products has been banned.

When is asbestos a problem?

Generally speaking asbestos is not dangerous. It only becomes dangerous if asbestos-containing
materials are damaged or deteriorate with age. When damaged asbestos releases tiny fibres into
the air. Breathing in these fibres can cause serious damage to the lungs.

Where in my home could | find asbestos?
Asbestos is most commonly found in:

. Facia and soffit boards . Bath panelling

. Panels beneath window frames o Garage window lining

. Roof felt or lining panels . Panels behind fires or heaters
. Roof sheets or tiles . Fire door panels

. Roof cement cold water tank Service ducting

. Old ventilation pipes . Partition walls
. Textured coatings and ceiling . Garage rainwater downpipes
panels
. Hot pipe insulation . Floor tiles and linoleum in kitchen
and bathroom
. Garage roofs . Garage facia boards
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What do | do if | find asbestos?

If you think any material contains asbestos, or if you think your home contains damaged asbestos
material, then don't try to deal with it yourself. Contact The Housing Repairs Centre on 0845 30 11
110.

Never drill, sand, saw or disturb any asbestos-containing materials which are in good condition.
Can | remove asbestos from my home?
Sometimes it is necessary to remove asbestos materials, but this work should only be carried out by

a contractor with a special licence issued by the Government. They must follow strict regulations to
make sure asbestos is removed and disposed of safely.
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Home Safety - Gas and Carbon

Monoxide

Any gas appliances owned or leased by the Council must be
checked for safety annually and serviced when required. To ensure
the health and safety of everyone in your household it is essential
that you allow the Council's Gas Safe Registered engineers access
to your home annually for this check to be carried out. Currently this
work is done by WRB Gas Contracts Ltd on behalf of the Council.

If you suspect a gas leak:

e Turn off the gas supply immediately. The main gas on/ off lever
is usually next to your gas meter.

¢ Open windows and doors. This will allow any build up of gas to disperse.

e Don't touch any light switches or plug sockets. An electrical spark from a switch could ignite
escaped gas.

¢ Extinguish all naked flames and remove any sources of ignition. Don't light matches, and do put
out cigarettes.

¢ Phone National Gas Emergency Service immediately on 0800 111 999

Under no circumstances turn the gas supply back on until someone from the National Gas
Emergency Service has checked it.

Carbon Monoxide

Carbon Monoxide (CO) is a colourless, odourless, tasteless, poisonous gas. CO is produced when
carbon-based fuels - such as gas, oil, wood and coal - do not burn properly.

According to the Health & Safety Executive around 20 people die a year from CO poisoning caused
by poorly maintained or installed gas appliances and flues. That is why it is so important that you
allow the Council's Gas Safe Registered engineers access to your home annually to carry out a
maintenance inspection on your gas-fired appliances.

The Council has fitted audible Carbon Monoxide alarms in most of our houses with gas-fired

appliances. If your house hasn't been fitted with one of these please contact The Repairs Centre on
0845 30 11 110.
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Home Safety - Electricity ‘

Report any electrical faults to The Repairs Centre immediately on 0845 30 11 110.

Be sure you know where to find your mains switch, and how to turn it off. If you are ever in any
doubt about electrical safety, switch off.

What should you do if your power goes off?

Check your trip switch or fuses to make sure there isn't a fault with your wiring or any
appliance.

Check if any neighbours are affect. If they are it is more likely to be a problem with the
local network. Contact the Scottish & Southern Energy Emergency line on 0800 300 999
to report a power cut.

If you there is an electrical fault in your home contact The Repairs Centre emergency line
on 0845 30 11 110.

Be prepared for a power cut

Keep a battery-powered or wind-up radio tuned in to your local radio station to keep up-
to-date with any announcements.

Keep a torch with fresh batteries in a place where you can reach it easily, even in the
dark.

If you use other forms of heating and lighting, such as paraffin heaters and candles, don't
leave them unattended at any time.

Switch off appliances and lights, but leave one light on so you know when the power is
back.

If you have elderly or vulnerable neighbours check to make sure they are comfortable.

If you have been warned in advance that the electricity will be turned off for a period of
time boil some water and keep it in a thermos flask. You can use it to make hot drinks, or
to fill a hot water bottle if it gets too cold.

While power is out don't open the freezer door unless you have to - this will help the food
inside stay frozen for longer. When the power comes back on, check the food inside and
dispose of anything which has defrosted immediately. Food should keep for about eight
hours in a freezer without power.

Tenants’ Guide Series - section 7.3 March 2010



Home Safety - Fire

The Council has installed mains or battery operated smoke
detectors in all of our houses. Please ensure that these are
maintained regularly.

Battery operated detectors

e Change the battery at least once a year.

¢ Remember that if it makes intermittent 'beeps’ this is a
sign that the battery is running low.

e Never leave a battery-operated smoke detector
without a battery.

¢ |If you are going away for a few days check that your detector is working.

Mains electric smoke detectors

o Make sure that the mains supply is permanently connected, and check the back-up battery
regularly to make sure that it will still work in the event of a power cut.

We will replace the battery in your smoke detector if you are elderly or disabled and don't have a
nearby friend or relative who will do this for you. Simply contact your local area housing office and
we'll arrange it for you.

Home Fire Safety Visit

Tayside Fire and Rescue offer all residents of Perth and Kinross a free home
safety visit to look at all areas of accident and fire risk within your home.

During the visit information is provided on the safe use and disposal of
smoking materials, candles, heaters, electric blankets and dangerous
substances. Help will also be given to prepare an escape plan for getting out
of your home in the event of a fire.

You can contact the service by:

. Freephone telephone number 0300 123 9998
. Text 'Check' to 61611

. Visiting the Tayside Fire and Rescue website

Home Fire Safety Visits are carried out by pre-arranged appointment only, and by uniformed fire
fighters from your local station. The fire fighters will be in possession of identification cards.
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Home Safety - Security

Most break-ins to private homes are by opportunistic thieves who take advantage of open windows
and unlocked doors to steal your personal belongings.

There are simple steps you can take to reduce the chances that your home will be targeted by a
thief:

. store all keys, including car keys, out of sight of windows and letterboxes
. install good outside lighting
. leave radios or lights in your house on a timer to give the impression that someone is in

. store valuable items (including passports, driving licences and bank statements) out of
view

. hide cash and wallets away

. secure bikes at home by locking them to an immoveable object inside a locked shed or
garage

. keep ladders and tools stored away; don't leave them outside where they could be used
to break into your home

. if you live in a flat block with a door entry system don't 'buzz' people in without checking
who they are, and be careful about holding the door open for a stranger when you walk in
or out of your building

. never leave a spare key hidden outside. Burglars know all the places to look. They will
also check the garage or shed for spare keys to get into your home.

. don't leave windows open or doors unlocked when you are not in your home, even if
you've just popped out for a few minutes

. in the summer don't leave your home unsecured while you're out in the back garden, it
only takes a thief a few minutes to walk in your front door and back out with your
belongings

. if anyone you don't know turns up at your door you should always ask to see their
identification before letting them in, if you're still not sure refuse entry it's your home and
you don't have to let anyone inside.

Remember that while the Council will insure the building you live in it is your responsibility
to make sure that your personal belongings are adequately protected.

O Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Tenants’ Guide on Home Contents Insurance (section 2.4)

Tenants’ Guide Series - section 7.5 March 2010



Home Safety - Winter

Precautions

Sustained periods of cold weather can cause damage to
your home. The most likely cause is if household pipes
freeze up and burst causing water damage.

There are some simple measures you can take to
reduce the risks.

. Check you know how to use the heating
system properly, and also where your stop
valves are;

. Keep the heat in - fit draught proofing, insulate your home and lag your pipes;

. If you intend to leave your house unoccupied for more than a few days in winter turn off
the water and drain the plumbing system. Council tenants can have this done free of
charge by contacting The Repairs Centre on 0845 30 11 110;

. If pipes become frozen, and are part of the hot water system, turn off or extinguish the
source of heat (immersion heater, gas boiler, coal fire back boiler);

. If a burst occurs turn off the water at the main stop valve in the house, turn on the taps,
switch off the boiler, and switch off the immersion or water heating systems (extinguish
your coal fire if you use a back boiler);

. Keep your heating on overnight at a low temperature so pipes won't freeze - simply turn
your thermostat down to 15 degrees Celsius.

Swift repairs of dripping taps and ball valves can help to prevent freezing pipes, as can salt placed
in the waste traps of sinks, baths, basins and WCs. Also, always ensure that all taps are fully off as
running taps may cause waste pipes to freeze.

In the event of a burst pipe Council tenants should contact The Repairs Centre on 0845 30 11 110.
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Respecting Others

Part of your Tenancy Agreement is agreeing to keep to certain conditions which are intended to
make sure that you and your neighbours can enjoy your homes in peace and comfort.

Visitors

You are responsible for the actions of your visitors while they are in your house or immediate area.

Noise

Repetitive daily noise can lead to stress and make life miserable for neighbours. It is important to
remember that what seems reasonable to you may impact on other people more than you think,
especially if your neighbours are housebound, have health problems or work shifts.

Remember daily living noises may be increased between flats if you install laminate or other fixed
permanent flooring, that is why the Council has introduced a policy requiring tenants to seek
permission before installing this type of floorcovering in your home.

Being a Considerate Neighbour

Radios, televisions, music systems and musical instruments:

. Think about the volume and keep it as low as possible, especially the bass control, and
particularly at night. Also be aware about volumes during the day if you have a neighbour
who works shifts, or who has a young child and may be trying to sleep during the day.

. Use headphones or a personal stereo if there's a chance of disturbing people.

. It may also help to keep your television and speakers away from shared walls, and raise
speakers up and away from the floor where you can.
. If any member of your household plays a musical instrument then be considerate about

when you practise.

Parties:
. Remember the neighbours if you are planning a party or a barbecue. It's worth letting
them know in advance, or better still why not invite them to join in?
. Keep the noise and music to a minimum, and encourage your guests to be respectful of
others, especially if they're leaving late at night.

Using household appliances:
. It's best to avoid mowing the lawn or starting do-it-yourself work at the crack of dawn, or
late in the evening.
. Standing washing machines well away from shared walls and place them on a solid floor,
or put them on a carpet/ rubber mat to reduce vibration.

Vehicles:
. Park considerately.
. Don't rev your vehicle engine excessively.
. Close vehicle doors quietly, especially in the early morning or late at night.
. Only use vehicle horns in an emergency. The Highway Code advises never using a horn
in a stationary vehicle, and not using the horn in a residential area between the hours of
11pm and 7am unless another road user poses a danger.
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Neighbour Problems

If you have a problem with your neighbour, perhaps because they are making a noise, then try
talking to them first. They may not be aware of the impact it is having on you. You could then agree
reasonable adjustments to reduce the impact.

If that doesn't work you can make a formal complaint by contacting your local Area Housing Office.
We will then respond to and investigate your complaint within five working days.

In some cases we may suggest the case is referred to the Perth & Kinross Community Mediation
Service who will be able to work with both you and your neighbour to address the issues between
you.

Where cases are severe, and all other methods of resolving the issue have been pursued, we may
refer your complaint to the Anti-Social Investigation Team.

0 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Information about the Anti- Social Investigation Team

You can also contact the Anti- Social Noise Team on 01738 476476 between 8.45am and
4pm (Monday to Friday), or 01738 476173 outwith those hours.
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Right to be Consulted

The Housing (Scotland) Act 2001 gave all Council tenants a statutory right to be consulted about
issues which impact on them. In Perth & Kinross Council we would like as many tenants as possible
to help us make decisions on issues like rent levels, and how we spend rent money on improving
their homes.

You can get involved in a variety of ways, whether as an individual tenant or as a member of a
Registered Tenant Organisation (RTO). RTOs have the right to be consulted on issues about the
area they represent.

Where there is one you can join your local Tenant Association or RTO. Going to their meetings
means you can meet other tenants from your neighbourhood to talk about things which are
important to you, locally. When invited staff from housing services go along to meeting to talk on
selected topics and answer questions.

You can find out about associations in your area, or get support to develop one, from the Perth and
Kinross Tenants' & Residents' Federation.

We will let you know about opportunities to get involved in shaping the delivery of services in
housing through:

. 'On The House', a magazine which is sent to every tenant in Perth and Kinross twice a
year.

. "Tenant Participation Update', a short occasional newsletter which is sent to all RTOs and
interested individuals who have signed up for it.

. By free text messaging - sign up to the Perth & Kinross North Info Project by contacting
our Tenant Participation Team. Tell us you are a Council tenant, and which area you live
in and you will receive occasional free text messages directly to your mobile phone about
events and information of relevance to you.

. By e-mail - send us your e-mail address and you can opt to receive all tenant
publications, including 'On The House', 'Tenant Participation Update', and updates to the
Tenants' Guide series electronically. Contact the Tenant Participation Team for more
information.

. The Consultation and Engagement Events Calendar on the www.pkc.gov.uk website,
which gives information about upcoming consultation events.

. By writing to individual tenants in a particular area.
. Through advertising and information from staff in local area housing offices.

o Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Tenants’ Guide on Having Your Say - Getting Involved (section 13)
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Right to Buy

Perth & Kinross Council recently designated the entire Council area as ‘pressured’ for a period of 10
years. The designation commenced on 1 February 2012.

This designation now suspends the ‘Right to Buy’ for all tenants who entered their tenancy on or
after 30 September 2002 and those who have transferred property, been assigned a tenancy or
succeeded to a tenancy on or after this date. New tenants commencing their tenancy after 1 March
2011 have no RTB and are therefore unaffected by pressured area designations. Tenants who
entered their tenancy prior to 30 September 2002 will also be unaffected by this designation
provided they do not transfer tenancy in the future.

The Housing (Scotland) Act 2010 made significant amendments to previous Housing Acts. Scottish
Ministers’ role in designating pressured areas was removed and local authorities were given the
power to make, amend and revoke pressured area designations. The maximum period for which a
pressured area could be designated increased from five years to ten years and Right to Buy was
removed for new tenants entering a tenancy after 1 March 2011.

Local authorities can now designate an area as ‘pressured’ provided they can demonstrate two
requirements are met. The first is that, in the relevant part of the authority’s area, the need for
housing provided by the local authority or by Registered Social Landlords (RSLs) substantially
exceeds (or is likely to exceed) the supply of housing which is available. The second condition is
that the exercise of the Right to Buy by tenants in the area is likely to worsen the situation.

After considering the evidence presented in favour of a designation and reviewing the results of the
consultation exercise which was carried out in December 2011, the Council’s Housing & Health
Committee agreed that a designation to cover the entire Perth and Kinross area was necessary in
order to address the shortage in affordable housing and help ensure that a sufficient supply of
affordable rented homes is available for future generations to access.

Sheltered Housing
Right to Buy does not apply if your home is part of a designated sheltered housing complex.

Right to Buy

If your tenancy began before 30 September 2002 and you are interested in exercising your Right to
Buy, please contact your local area housing office.
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Right to Compensation

If you have made improvements to your Council home and you are leaving your tenancy, you may
be able to get compensation from the Council for the work you carried out.

You should get written permission from the Council before carrying out any improvements in your
Council house.

The Right to Compensation applies to the following improvements if they were started on or after 1
April 1994:

bath, shower or sink

toilet

kitchen sink and worktops

storage cupboards in bathroom or kitchen

central heating, hot water boilers and other types of heating
thermostatic radiator valves

pipe, water tank or cylinder insulation

loft and cavity wall insulation

draught-proofing of external doors and windows

double-glazing, other window replacement or secondary glazing
rewiring, or the provision of power and lighting or other electrical fitting (including smoke
detectors)

e security measures (excluding burglar alarms)

Interior decorating (painting and wallpapering) does not qualify for compensation.

When can | apply for compensation?
You can apply when you know your tenancy is coming to an end at the point that you notify us.

Where the tenancy ends because of the death of the tenant, or because of other special
circumstances, compensation can still be claimed.

How do | get compensation?
You must make a claim in writing to the Council. The timescales for doing so are no earlier than 28
days before and no later than 21 days after your tenancy ends.

You will need to give us:

your name and address

what improvements you have made

how much each improvement cost

the date improvements began and were finished.

We may also need to inspect the improvements before paying you compensation.
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How much will | get?
You can receive up to £3000 for any one improvement, but you will not receive compensation for an
improvement if the amount payable is below £50.

What can | claim for?
You can claim compensation for:

e the cost of materials (but not appliances such as cookers or fridges); and labour costs (but
not your own labour)

e you will usually need to giveus an invoice to show how much your improvements cost. If
you don't have an invoice tell us about that straight away.

What if | don't agree with your decision on my claim?
You can ask us to review or reconsider the decision within 28 days of you being notified of your
award, or non-award. The decision will then be reviewed by someone who had no part in the original

decision.

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

Looking for more information?

Tenants’ Guide on Improvements and Modernisation (section 4)
Tenants’ Guide on Permissions (section 10)
Tenants’ Guide on Ending Your Tenancy (section 11.3)
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Right to Repair

As a Scottish Secure Tenant you have a right to repair, which means that as your landlord we
should carry out small urgent repairs in your home within a certain period of time.

Repairs which come under the scheme are known as 'qualifying repairs'. When you report a repair
you will be told whether or not it is a qualifying repair. In addition you will also be told the maximum
period in working days for the repair to be completed.

If a qualifying repair is not started on time you have the right to instruct an approved contractor to
carry out the work (a list of approved contractors is given overleaf). In such cases you would also be
entitled to compensation from the Housing Service.

How long do you have to carry out the repair?

Repair times vary depending on the type of repair (see list overleaf). Sometimes there are
circumstances beyond our control, or beyond the control of our contractor which make it impossible
to do the repair within the maximum time. For example during severe winter weather. In such
circumstances we may need to make temporary arrangements to extend the maximum time, but you
will be kept informed of this.

What happens if the work is not done in time?

If the qualifying repair isn't started within the time limit set, you can instruct another contractor from
our approved list to carry out the repair. The contractor will then let us know. We will pay you £10
compensation for the inconvenience caused by this. If we have started the work, but it hasn't been
completed within the maximum timescale you will also be entitled to £15 compensation.

How long does the other contractor have to complete the repair?

The same length of time as who we originally asked to do the work. If they fail to carry out the repair
within the set time limit you will be entitled to a further £3 compensation per working day until the
repair has been completed, up to a maximum of £100 compensation for any one repair.

What if there is no other contractor available?
Then you will need to wait for the repair to be carried out by our usual workers, but you would still be
entitled to the £10 compensation payment.

What happens if | am out when someone calls to carry out the inspection/
repair?

The time for inspection/ repair will be agreed with you ahead of time. If you are not available to allow
our staff access to your home your right to repair will be cancelled. You will then need to re-report
the repair and the timescales begin afresh.

Who pays for the repair?
We will. Even if you have instructed another contractor to carry out the repair they will send the bill
directly to us.

The only exception to this may be where the repair is necessary to fix damage caused by you or a
member of your household.
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Timescales for qualifying repairs

Emergency (within 24 hours):

total loss of electric power

unsafe power or lighting sockets or electrical fitting

total loss of water supply

total or partial loss of gas supply

blocked flue to open fire or boiler

total or partial loss of space or water heating (1 Nov - 30 Apr)

blocked or leaking foul drain, soil stack or toilet (where no other working toilet)
toilet not flushing (where no other working toilet)

leaking from water or heating pipe, tank or cistern (temporary repair if necessary)

Appointments (within 3 working days):

partial loss of electric power

partial loss of water supply

total or partial loss of space and water heating (1 May - 31 Oct)
blocked sink, bath or basin

tap which cannot be turned

loose or detached banister or handrail

rotten timber or stair tread

Appointments (within 7 days):

leaking roof (temporary repair if necessary)
door entryphone not working
extractor fan in kitchen or bathroom not working

APPROVED CONTRACTORS

Domestic Gas Repairs WRB Gas John Cruickshank

Main Contractor Alternative Contractor

Joiner Building Services (PKC) Meldrum Construction

Electrician Building Services (PKC) Tay Electrics
Plumber Building Services (PKC) John Cruickshank

Roofer Building Services (PKC) Pankhurst Decorators

Mason Building Services (PKC) Pankhurst Decorators

O Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

Tenants’ Guide on Repairs and Maintenance (section 3)
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Permissions

In your Tenancy Agreement you'll find full details about circumstances where the Council's written
consent is needed before you go ahead with any plans. This Tenants’ Guide provides information on
the most common cases where you will need to seek Council permission.

In general you should:

. Contact your local area housing office before doing anything setting out what you'd like to
do, and ask for permission to go ahead.

. Expect a member of staff to arrange to visit you and assess your request, although this is
not always necessary.

. You will usually receive our decision in writing.

. If you've not heard from us within 28 days of contacting us to ask for permission you're
entitled - by law - to assume permission has been granted, as long as you have given us
all the required information to enable us to make a decision.

. Keep all the correspondence for future reference.

. Remember to reapply for permission (if you still need it) if you transfer to another Council
house.

We won't refuse any request without good reason, but sometimes there will be certain conditions
you have to agree to meet. If we do refuse permission we will tell you why.

Permission may be withdrawn if at any time the activity we agreed to causes a nuisance or annoys
neighbours or other people in the area.

Alterations

For example, you would need permission to:

. alter, improve or enlarge your house, boundary fences, walls, and hedges;

. construct a path or driveway;

. add new fittings or fixtures like kitchen or bathroom installations, central heating,
fixed heaters, double glazing, and any kind of aerial or satellite dish;

. put up a structure, such as a garage, shed or greenhouse;

. install any form of pine lining and timber cladding. Anyone who is thinking about putting
any kind of cladding on walls or ceilings inside a Council house must apply for and get a
building warrant before carrying out any work;

. install laminate or any other type of fixed permanent flooring.

. Some proposed alterations also require planning permission and/ or a building warrant in
accordance with the Building Regulations.

When you end your tenancy, you may be entitled to compensation for your approved alterations.
CCTV

When you're thinking about the security of your home installing a CCTV or closed circuit television
system might be one of the measures you consider. However, using CCTV brings with it the need to
meet requirements under the Data Protection Act 1998 to ensure that no-one's human rights or right
to privacy is infringed by your CCTV system.

As a Council tenant you also need to apply for permission to install a CCTV system at your home.
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Lodgers

If you have enough room we may agree to you having a lodger. You will not be granted permission
for a lodger if this would lead to overcrowding for your household. We must also be satisfied that the
rent you charge is not excessive. Every application is considered individually.

If you are granted permission there will be a number of points to bear in mind, such as:

. Lodgers don't have Scottish Secure Tenancies and the Council may not have an
obligation to re-house them in you end their tenancy, unless they otherwise qualify under
homeless legislation.

. Any entitlement you have to Housing Benefit, Council Tax Benefit, Income Support, or
any other means tested benefit, will be affected by any income you receive from your
lodger. Some Council Tax discounts you receive may also be affected by taking in a
lodger.

Pets

Having a pet can be a comfort to many people, and the Council is happy for tenants to share their
home with a suitable pet, as long as a few reasonable requirements are met and the pet is well
looked after. It's also important that your pet doesn't cause a nuisance to your neighbours.

Written permission is required, in advance, for every pet you keep.

The standard list of acceptable pets includes a dog, cat, caged bird, rabbit, fish, a small rodent (such
as a hamster, gerbil or mouse), or a small non-poisonous reptile or amphibian (such as a terrapin,
tortoise or newt).

Normally permission will be granted for a maximum of two pets for household, but consideration will
be taken of the size of property, the likely full-grown size of the pet, and the surrounding area. In
general permission won't be given for dogs or cats in multi-storey flats or purpose-built sheltered
housing units. If you already have a cat or dog when you are moving in to one of these then
permission is likely to be given for you to keep the pet with you, but permission won't be granted to
replace it when that pet eventually dies. Exceptions can be made for hearing or guide dogs, or
where the pet contributes to the wellbeing of the tenant. However, no matter what the circumstances
it's important to seek permission ahead of time.

Running a business from home

Approval to run a business from your home will be considered on a case-by-case basis. The final
decision will depend on the type of business you propose, the type of accommodation you are in,
and its effect on the neighbourhood you live.

Childminding

If you plan to register as a childminder you must seek the Council's permission first. Where we grant
permission for you to do childminding from your home you will need to contact the Care Commission
to become a registered child minder. There are various checks which the Care Commission will
carry out before allowing you to become a registered childminder, this will include an inspection of
your home to make sure it is suitable.
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Sub-Letting

Under certain circumstances it may be possible to sub-let your home for a temporary, defined
period. At the end of that time you have to either go back to living there, or end your tenancy. You
will need written permission in advance from your local area housing office before sub-letting your
tenancy.

Sub-tenants don't have Secure Tenancies and we may not have any obligation to re-house them
when you return to or end your tenancy, unless they qualify for assistance under homeless
legislation.

Remember that your entitlement to Housing Benefit, Council Tax Benefit, Income Support or any
other means tested benefit will be affected when you sub-let your home.

e Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Application forms to ask for permission for any of the actions detailed in this guide
. Tenants’ Guide on Repairs and Maintenance (section 3)

. Tenants’ Guide on Improvements and Modernisation (section 4)

. Tenants’ Guide on Housing & Council Tax Benefit (section 5)

. Tenants’ Guide on Council Tax (section 6)

. Tenants’ Guide on Your Rights as a Tenant (section 9)
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Changes of Tenancy

Why might a tenancy be changed?

This could be because you want to change the status of your tenancy from:
. joint to single tenancy
. single to joint tenancy
. assign a tenancy to someone else

If you want to change your tenancy speak to your local area housing office as soon as possible to
find out how to make an application.

How can | apply to move to a different Council house?

Existing tenants who wish to apply to move to another Council property can do so by making an
application under the Common Housing Register.

You may be looking for a move because the property you are in is no longer suitable for the size
and needs of your household, or because you wish to move to another area of Perth and Kinross to
meet work or family commitments.

Once you have submitted the application to the Common Housing Register your housing needs will
be assessed and your application considered under the priority bandings of the Allocations Policy.

We may withhold an offer of housing if you are in serious breach of your Tenancy Agreement. For
example, if:
. you have current or former rent arrears;
. your house or garden is in a poor condition;
. you have been the subject of a neighbour complaint;
. you have been convicted of a serious crime, such as being involved in supplying illegal
drugs.

Can | swap houses with another Council tenant?

As a Perth & Kinross Council tenant you may be able to exchange your home, by agreement, with
another Council tenant, or with a tenant of a registered social landlord or housing association.

To apply for a mutual exchange ask at your local Area Housing Office for an application form.

o Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Tenants’ Guide on Ending Your Tenancy (section 11.1)
. Tenants’ Guide on Inheriting a Tenancy (section 11.2)
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Ending Your Tenancy

If and when you end your tenancy you must make sure the house is left in a suitable condition for
the next tenant.

Before you leave the property you will be visited by a member of the Housing Repairs Service who
will discuss with you any necessary repairs which need to be carried out on your home to bring it up
to a reasonable standard. You will be charged the full cost for any work which needs to be carried
out which is not due to fair wear and tear.

Normally, Secure Tenancies can only be ended in one of the following ways:

Giving 28 days notice in writing
. If you want to end your tenancy you must write and give us 28 days notice of when you
will move out. If you don't return the keys to your local area housing office (or to another
agreed Council office) by the due date you will be charged rent for the additional time at
the normal weekly rate. (When a tenant moves in to permanent residential care, or dies,
the rental charge ends as soon as the keys are returned to the area office).

. If the Council ends your tenancy through legal proceedings you will have to pay the rent
for the period up to the date of eviction, and pay all court expenses and Sheriff Officer's
fees.

If the tenant dies and no-one has the right to inherit
The tenancy is terminated and the rent stops on the date the keys are returned to the area office.

Repossession
. Your tenancy is at risk if you have not met the terms of the Tenancy Agreement. This
may include:

. Not paying rent;

. Any member of your household is convicted of using the house or allowing it to be used
for illegal purposes;

. The condition of your house or common areas has deteriorated because of neglect or
damage caused by a member of your household or visitors;

. If you provided false information in your housing application;
. Not using the property as your main home.

. Initially a Notice of Proceedings for Recovery of Possession of your house will be served,
giving the grounds for eviction. If the situation hasn't been resolved in the following 28
days an action will be lodged in court. The Sheriff will then determine whether it's
reasonable to end your tenancy.

At any stage during these proceedings you can contact your local area housing office to discuss
what steps you can take to resolve the situation and avoid the need for court action. You can also
defend any legal action taken against you.

Abandonment
If we have reason to believe you have left the property without telling us, we will serve a Notice of
Abandonment to end your tenancy. It may be necessary to forcibly gain access to the property to
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make it secure. If you don't contact your Area Office within 28 days of the Notice of Abandonment
being served the tenancy will be formally terminated.

In some cases, and if the value of the items justifies it, we will store household contents for six
months. After that we will dispose of your belongings. Any money made from the disposal will be off-
set against any outstanding debts.

If you feel we have acted unreasonably you can appeal to the Sheriff Court. You can get legal
advice on appealing by contacting a solicitor or the Citizens' Advice Bureau.

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

Looking for more information?

Tenants’ Guide on Inheriting a Tenancy (section 11.2)
Tenants’ Guide on Repairs and Maintenance (section 3)
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Inheriting a Tenancy

When a tenant dies the tenancy may be inherited in a number of ways:

Level 1

. The tenancy is inherited by the tenant's surviving spouse or civil partner if the house was
their only, or principal, home at the time of the tenant's death.

. The tenancy is inherited by the deceased tenant's co-habitee if the house was their only,
or principal, home for at least six months before the tenant's death.

. The tenancy is inherited by a joint tenant if the house was his/ her only, or principal, home
when the tenant died.

Level 2

If no-one qualifies at Level 1, or if a qualified person does not want the tenancy, it may be inherited
by another member of the deceased's family, as long as:
. He/ She was aged 16 or older at the date of the tenant's death, and

. The house was his/ her only, or principal, home at the date of the death.

Level 3

If no-one qualifies at Level 1 or 2, or a qualified person does not want the tenancy, it can be
inherited by a carer, as long as all of the following apply:
. He/ She was aged 16 or older at the date of the tenant's death

. The house was his/ her only, or principal, home at the date of the death
. He/ She gave up another only, or principal, home before the death of the tenant

. He/ She is providing, or was providing, care for the tenant or a member of the tenant's
family.

. If more than one person qualifies and they are unable to decide amongst themselves who
should succeed to the tenancy, the Council will make the final decision.

Sheltered Housing

Please note that tenancies for properties in designated sheltered housing complexes can only be
inherited by the surviving spouse or civil partner if they qualify for sheltered housing in their own
right.
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Moving In, Moving Out

There are some things you should do when you move in to your new Council house or are just
about to leave your tenancy. This guide will explain what is your responsibility and what can you
expect from the Council.

Before you move in

If you accept an offer of housing from the Council, we will arrange for you to view the property with a
Housing Officer. At this meeting, the Housing Officer will explain your rights and responsibilities as a
tenant. Both you and the Housing Officer will then sign the Tenancy Agreement.

We will hand the keys for the property to you at the viewing. This will allow you to check that we
have met our standards, and will also ensure that we agree on the gas and electrical meter
readings.

The Council will ensure that:

the house is structurally stable, wind and watertight and free from dampness,
all electrical circuits, sockets and fittings are safe,

the gas supply and all gas fittings have been checked for safety,

your kitchen & bathroom are clean and working properly,

all rooms are cleaned to a set standard,

all floor coverings are removed, and floor surfaces are clean and safe,

all walls, ceilings and skirting boards are in sound condition,

the heating system is in working order, and you are given instructions on how to use it,
all windows are clean inside and out, fully glazed and working,

new locks are fitted to external doors (you will get two sets of keys),

any graffiti is removed.

Some things may not be done until after you move in, such as:

. any other repairs not covered above, for which we are responsible,
. a one-off tidy of your garden,

. plaster repairs, where you will be removing wallpaper.

You will be responsible for the internal decoration of the house, including the removal of wallpaper.
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When you are moving out

When leaving a Council tenancy, normally you must give us at least 28 days notice. You can give us
shorter notice if you are moving to another Council or Housing Association tenancy.

Remember to:

. return your keys by 12 noon on the agreed end date. If you return the keys late, the tenancy
will continue until you hand them in and we will charge rent for each extra day that you keep
them

clear and clean all rooms,

ensure the windows are left clean inside and out,

check there is nothing left in the loft,

leave the house in good decorative order,

remove fixtures and fittings which were installed without permission,

replace missing or damaged fixtures and fittings,

remove all floor coverings,

leave the garden tidy and outbuildings empty,

pay all the outstanding debt for electric or gas,

leave the payment cards and keys for electricity and gas in the property.

If you fail to meet any of the above requirements the Council will do it on your behalf but you will be
charged for it. You can get more information about rechargeable repairs at your local housing office
(Tenants Guide s3.2).

You can arrange a Special Uplift of heavy or bulky items — phone Environment Service on 01738
476476.

0 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Tenants’ Guide on Changes of Tenancy (section 11)
. Tenants’ Guide on Ending Your Tenancy (section 11.1)
. Tenants’ Guide on Rechargeable Repairs (section 3.2)
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Homelessness

What should | do if | am homeless?

If you are homeless or think you may become homeless in the next 2 months you should contact
your local Area Team, or the Housing Advice Centre as soon as you can.

It is very important that you get in touch straight away as we may be able to:

prevent you losing your home;

offer you somewhere to stay;

help you find other accommodation;
arrange short term accommodation, and
contact other agencies able to help you.

What happens when | get in touch?
We will arrange an interview with a trained Homeless Advice Officer. We understand that being
homeless is a very difficult situation. Our services are free, confidential, professional and

understanding. Our Homeless Service staff are fully trained to offer all information and advice you
may need.

How do | contact the Housing Advice Centre?

The Housing Advice Centre is based at 10-16 York Place, Perth PH2 8EP (opposite the Grampian
Hotel), telephone 01738 474500 or email HousingAdviceCentre@pkc.gov.uk

Emergency Homelessness

If you are homeless now and our offices are closed you can contact our Emergency Homeless
Service on freephone 0800 917 0708 for emergency advice, assistance or accommodation.

o Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. ‘Homelessness Matters’ public leaflet about Homeless services in Perth & Kinross
Council

. Tenants’ Guide on Repairs and Maintenance (section 3)
. Tenants’ Guide on Neighbour Problems (section 8.1)
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We do everything we can to say to every single tenant that what they think and tell us about our
Housing Service makes a real difference. The Perth & Kinross Tenant Participation Strategy sets
out how we plan to do this.

Working closely with tenants’ representatives, through the Perth and Kinross Tenants’ & Residents’
Federation and local tenants’ associations, and individual tenants, we are committed to giving
everyone the chance to get involved and make sure their opinions are heard.

Perth and Kinross Tenants’ & Residents’ Federation

The Federation was formed in 1993, to bring tenants and residents in Perth & Kinross together.
Its aim is:

to promote tenants' rights and the maintenance and improvement of their housing
conditions, amenities and environment within Perth & Kinross.

The Federation helps by:

. Sharing information with tenants and member associations, helping them to make
decisions about issues connected with their housing environment, safety, security and
well-being.

. Gathering information from tenants and associations, so that their opinions and decisions
can be passed on to the right people.

. Acting as a consultation connection, to link with Housing and the Council, other agencies
and organisations.

. Providing a base and, from it, offering support and advice to member associations and
individual tenants.

. Helping with training about housing issues and the way the Council works, to make sure
that members know how decisions are made and , in turn, how services could be
improved.

. Helping with training so that members can run effective associations.

. Awarding grants to help cover the running costs of member associations.

Registered Tenant Organisations (RTOs)
What does it mean to be a Registered Tenant Organisation (RTO)?
The organisation has earned the statutory right to be consulted on significant issues.
What criteria must be met for an organisation to be able to register?
Tenant organisations which include tenants of Perth & Kinross Council can apply to become
registered with the Council. To qualify for registration, an organisation must recognise its
responsibilities and agree to run its organisation in the following ways:
. to be open and accountable;

. to be democratic and inclusive;
. to work for the best interest of those represented;
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. to agree consultation processes for particular issues;

. to agree on solutions and then work towards making them happen;

. to agree decisions with the Council and members and record them so that everyone
knows what is to happen and why those decision were made;

. to make sure that all tenants represented know and understand what decisions have
been made and the reasons for those decisions.

0 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Perth & Kinross Council Tenant Participation Strategy 2010-2013
. Tenants’ Guide on Your Right to be Consulted (section 9.1)
. Tenants’ Guide on Residents’ Academies (section 13.1)
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Residents’ Academies

In 2010 the Council began offering people in Perth and Kinross the chance to take part in training
courses to help them learn more about housing services. This training is supporting people to
become involved in shaping the way we deliver services in the future by helping to broaden their
knowledge and understanding of housing services, and the way we operate as a landlord.

The Perth and Kinross Residents' Academies are an important element of the Council's Tenant
Participation Strategy for 2010-2013, and particularly in achieving one of the aims of the strategy
that we will:

Ensure all tenants are encouraged and adequately resourced to fully engage in the
participation process and be involved in decisions which effect them.

The Residents' Academies will offer a two-day introductory course which:
. Explains the background and purpose of resident inspection;

. Outlines and practises some keys skills and competencies for becoming a member of the
Perth and Kinross Quality Panel.

. Enables residents to plan their future involvement and development.

. Encourages residents to progress to a longer course which will lead to a nationally
recognised vocational qualification (Chartered Institute of Housing Level 2 Certificate in
Housing).

Undertaking training in the Residents' Academies will prepare people for getting more involved in
how the Council manages and delivers services.

In the first year 8 people have completed the accredited course, gaining the CIH Level 2 Certificate.
Graduates from the Residents' Academies are invited to become part of our Quality Panel. The
Quality Panel is made up of volunteers who carry out reality checks on the services the Council

provides as landlord. This helps us to improve the quality of our services.

If you wish to take part in the Residents’ Academies, or just find out more information, contact our
Tenant Participation Team on 01738 476165 or email tenantparticipation@pkc.gov.uk

0 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. Perth & Kinross Council Tenant Participation Strategy 2010-2013

. Tenants’ Guide on Your Right to be Consulted (section 9.1)

. Tenants’ Guide on Getting Involved - Having Your Say (section 13)
. Tenants’ Guide on Quality Panels (section 13.2)
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Quality Panel

Undertaking training in the Residents' Academies will prepare
people for getting more involved in how the Council manages and
delivers services.

We'll be looking for graduates from the Residents' Academies to
become part of our Quality Panel. The Quality Panel will be made
up of volunteers who will carry out reality checks on the services
the Council provides as landlord. This will help us to improve the
quality of our services.

The Quality Panel will look at how services actually impact on the
people who receive them.

Quality Panel members may be asked to give their feedback on
specific Council services, such as:

local area offices

. the management and maintenance of parks, roads and footpaths in their area
. how empty properties are managed

. repairs

. major improvement programmes.

0 Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

Perth & Kinross Council Tenant Participation Strategy 2010-2013
Tenants’ Guide on Your Right to be Consulted (section 9.1)
Tenants’ Guide on Getting Involved - Having Your Say (section 13)
Tenants’ Guide on Residents’ Academies (section 13.1)
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About Complaints

There may be times when you are unhappy about something around your home. Whenever this
happens we will try our best to work with you to resolve the situation.

Request for Service

If your toilet breaks or your central heating goes wrong this isn't a complaint, it's a request for
service. You can report the problem directly to The Repairs Centre on 0845 30 11 110 or contact
your local area housing office.

Neighbour Complaint
This is a complaint about the behaviour of people who live near you and their visitors. Contact your
local area housing office for advice and support.

Environmental Complaint

You may be unhappy with the maintenance of your neighbourhood, including messy or vandalised
garden areas, closes, pavements etc. Report the situation to your local area housing office who will
be able to give advice.

Service Complaint
If at any point you are unhappy with the service we have provided to you, you can make a complaint
under the Council Complaints Procedure.

How do | make a service complaint?

The first thing you should do is contact the person who deals with the service you want to complain
about. They’ll do their best to sort out the problem for you. You can contact them through the
Council’'s Customer Service Centre on 01738 475583.

Unless the complaint is very serious we won’t normally treat your first contact as a formal complaint,
instead we would expect the part of the service you want to complain about to try and resolve the
issue informally at first.

If you are still unhappy you can make a formal complaint by phoning the Customer Service Centre
on 01738 475583, by emailing customercomplaints@pkc.gov.uk, by using the online enquiry form at
www.pkc.gov.uk or by writing to the Complaints & Governance Officer, Perth & Kinross Council, 2
High Street, Perth PH1 5PH

e Looking for more information?

Check the Perth & Kinross Council website www.pkc.gov.uk or contact any Council office
to request a copy of:

. ‘Your right to be heard ... Our duty to listen’ public leaflet about making a formal
complaint;

. Tenants’ Guide on Repairs and Maintenance (section 3)
. Tenants’ Guide on Neighbour Problems (section 8.1)

Tenants’ Guide Series - section 14 March 2010



Glossary of Terms and

Words

Area Housing Office

The area housing office is the Council office, or sub-office, which caters for the part of Perth and
Kinross you live in. For details about which area office covers you, and how to contact them, visit the
Council Housing - Area Housing Teams section of this website. If you're still not sure to contact
please phone the main Council enquiries number on 01738 475000.

Anti-Social Behaviour

Generally speaking this means behaviour by anyone at any time that falls below accepted
standards. This can range from criminal acts such as vandalism and threatening behaviour, as well
as nuisance, noise and the dumping of rubbish.

Council Tax

A local tax which is used to fund essential services provided by Perth & Kinross Council, such as
schools, social work, community care, roads, transport, waste and recycling. Charges are based on
property Valuation Bands, determined by the Tayside Valuation Joint Board.

Housing & Community Care
The department of Perth & Kinross Council which is responsible for housing services. The Executive
Director of Housing & Community Care is David Burke. The Head of Housing is Helen Turley.

Housing Benefit
This is a locally-administered income-related welfare benefit. It helps low-income households by
contributing towards the cost of rented accommodation.

Housing Revenue Account
The part of the Council's budget which manages money paid in from Council tenants in rent, and
from which investments in improving buildings and services for tenants are paid out.

Housing Stock
All the properties in Perth and Kinross under the ownership and management of Perth & Kinross
Council.

Joint Tenancy
A tenancy held jointly by two or more people, such as (but not only) a husband and a wife.

Maintenance Contract
A legal document which describes and agrees the responsibilities of a contractor undertaking
maintenance duties on behalf of Perth & Kinross Council.

Mutual Exchange
When two households who, with the written permission of the Council and any other landlord
involved, swap houses.

Notice of Abandonment
A legal document served when a tenant leaves their home without notifying the Council.
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Notice of Proceedings for Recovery of Possession
A legal document served on a tenant to enable the Council to start court proceedings to recover a
house.

Nuisance
Unreasonable behaviour which interferes with the rights of others to use and enjoy their home and
community in peace.

Rent Arrears
Unpaid and outstanding rent payments.

Tenancy Agreement
A written agreement under which the Council, as landlord, let a property to a tenant.

6 Looking for more information?

If there are any other terms or phrases used in these tenant guides which you don't
understand please ask at your local area housing office or email us at
housinginfo@pkc.gov.uk
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