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Introduction...

Introduction
Clwyd Alyn Housing Association
This Handbook is for Residents who hold a Tenancy Agreement
with Clwyd Alyn Housing Association.
Clwyd Alyn founded in 1978 and is a non-profit-making Housing
Association providing homes for rent and for sale in North and
Mid-Wales. Clwyd Alyn is part of The Pennaf Housing Group.
The aim of the Association is to provide good quality homes
with rent levels local people can afford.
The majority of our homes are houses and flats for rent. We
also have an increasing proportion of our stock devoted to the
provision of Shared Ownership and other leasehold schemes,
over 55’s, Elderly Extra Care, together with accommodation
provided for people with support needs.
Clwyd Alyn is registered with The Welsh Government which
provides funds and supervises the work of Welsh Registered
Social Landlords. It is also registered as a not for profit
organisation as an Industrial and Provident Society. Our Board
of Management is made up of local professional people
and Residents committed to providing housing. It sets and
monitors the policies implemented by the Association and
employs the staff necessary to carry out the full range of
services provided for our Residents.

Contact Point
Now you have moved into your new home, if you have
any queries, your first point of contact will be to speak to a
Customer Service Advisor in the Contact Centre. The Contact
Centre is open 8am to 6pm Monday to Friday. Their role is
to help you with the following enquiries:
• Rent Account Enquiries.
• Reporting incidents of Anti-Social Behaviour.
• Enquiries about Applications for Rented Accommodation
/ Transfer Requests.
• Any General Enquiries.
If the Customer Service Advisor is unable to answer your query
we can ask your Housing Officer or Asset Maintenance Officer
to call you back, this will be dealt with within 5 working days.
You can contact us in the following ways:
Freephone 0800 183 5757
Telephone 01745 536800
Text - 07786 202533 and if necessary we can call you back
Email - enquiries@clwydalyn.co.uk
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Outside of office hours there is also an Emergency Repair
Service which can be contacted on:
0845 605 0553
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Your Housing Officer is responsible for providing a full estate
management and rent arrears service. This will mainly involve
allocating tenancies, ensuring empty properties are let as
quickly as possible, thereby minimising any rent loss, dealing
with neighbour problems, nuisance and harassment cases,
rent and service charge queries and rent arrears pursual.

Housing Officer’s work closely with our Asset Management
Officers, and a range of outside agencies, such as local
authority housing and social services departments, citizens
advice bureaux, solicitors and GPs etc.

Equality and Diversity Policy
We have adopted an Equality and Diversity policy in all
areas of our work. Basically, this means that in providing the
full range of our services, we will seek to ensure equality of
opportunity and treatment for all persons.
As part of this policy we will:
• Always try to ensure that all members of the community
are aware of the services and opportunities we provide
by seeking to identify the needs of disadvantaged and/or
underrepresented groups in our areas of operation.
• Collect and monitor records of sex, race and the ethnic
origin of those applying for and gaining housing with us and
encourage the contractors who work for us to make sure
they work within the Equality and Diversity.
If you would like to know more about our Equality and
Diversity, please contact a Customer Services Advisor in the
Contact Centre.

Share Membership
Clwyd Alyn also encourages Tenants and Residents to
become Members of the Association. You can get more
information on this by contacting your Housing Officer.
The cost of membership is £1 and entitles you to stand or
propose others for membership to the Board of Management.

Members are also invited to, and can vote at, all Annual or
Special General Meetings. Whilst we place great emphasis
on encouraging Tenant participation through the setting up
of Tenants’ Associations, and the promotion of Tenant and
Resident Membership, there are other opportunities for you
to get involved in the way your homes are managed.
These will include some, or all, of the following:
• Annual scheme/estate meetings which will be conducted
by your Housing Officer.
• Various other consultation exercises which will be carried out
from time to time, for instance to discuss an improvement
programme, or a change to your service charge.
• Participation in satisfaction surveys.
We will also send you a newsletter up to three times a year,
and an Annual Performance Information Report on how
successful we have been in providing our services to you.
Each Tenant and Resident will also receive a copy of our
Customer Service Charter; more information on this is set out
under the following heading.

Customer Service Charter
“Your Rights As A Tenant - A Guide to the Tenant’s Guarantee”
issued by the Welsh Assembly, which is provided as part of
your Tenancy sign-up pack when you move into your home.

Confidentiality
We respect your right to confidentiality. Information about
you will not be passed on to anyone else unless it is with your
written permission.

There are exceptional circumstances where we may disclose
information where it is reasonable to do so. This will primarily
relate to an emergency situation, such as a bereavement or
road accident. In this type of case your permission can be
assumed (e.g. to a next of kin or doctor).
Clwyd Alyn is also registered under the Data Protection Act
1984. Under the Act we have to declare the type of personal
information we hold, what it is used for, and to whom it can
be given. Examples of other organisations registered under
the Act with whom we can liaise are as follows:
• Local Authorities.
• Police Authorities.
• Gas, Electricity and Water Companies.
We are committing an offence if we pass on information to
anyone not registered under the Data Protection Act. This is
also the case in circumstances where inaccurate information
is passed to registered organisations.

Clwyd Alyn’s Offices
Head Office: 72 Ffordd William Morgan, St. Asaph Business
Park, St. Asaph, Denbighshire LL17 0JD.
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Telephone:
01745 536800
Freephone:
0800 1835757
Facsimile: 01745 538392
Website: www.clwydalyn.co.uk

Section 2

General
Information...

General Information
Tenancy Agreements
This important document forms the essential part of the
Tenancy sign-up pack. It is the legal form which sets out the
rights and responsibilities of you as the Tenant, and we as
the Landlord. If you are a couple you will probably have a
Joint Tenancy. This means that you will both be responsible
for meeting the obligations of the Tenancy, including the
payment of rent. There are two main types of agreement:
Starter Tenancies - Unless you are transferring from an
Assured/Secured Tenancy, you will start your Tenancy with
Clwyd Alyn as a Starter Tenant. Your Starter Tenancy lasts
for 12 months, and if you do not break any of the Tenancy
conditions during the first 12 months, you automatically
become an Assured Tenant. If you are a Starter Tenant you
do not have the same rights as an Assured Tenant. Please see
your Tenancy Agreement for further details.
To ensure that the scheme is operated fairly, safeguards have
been built in to the process that we follow. These include
serving an appropriate notice, setting out our concerns and
giving affected Tenants the right to have a review of our
decision to apply to the County Court to end the Tenancy.
In the huge majority of cases, once your initial 12 month
period is up, you will receive a letter which confirms that the
Tenancy has been converted into a normal Assured Tenancy.

Secure Tenants - If you started your Tenancy before 15
January 1989 you will have a Secure Tenancy. This will still
be the case if, after 15 January 1989, you subsequently
transferred to another Clwyd Alyn rented property, or if you
formally exchanged Tenancies with another Secure Tenant.
As a Secure Tenant you will benefit from a range of legal rights
contained in the “Tenants Charter” of the Housing Act 1985,
as well as having your rent set independently by a rent Officer.
Assured Shorthold Tenancies - An Assured Shorthold
Tenancy is a type of assured Tenancy that offers the Landlord
a guaranteed right to repossess the property at the end of
the term.
The courts will usually allow the Landlord to take possession
of the property if the fixed period of the Tenancy has come to
an end and the Landlord has given at least two months notice
to the Tenant in writing before starting court proceedings. If
however the Tenants are in breach of any part of the agreement
then the Landlord may be able to apply for possession, even
if the Tenancy period has not come to an end. We can rely on
any of the following grounds 2, 8, 10, 11, 12, 13, 14, 14A, 15
or 17 which apply to Assured Tenancies.
Before any action can be taken to obtain a Possession Order
from the Court, the Landlord must serve a Notice of Intention
to Seek Possession Proceedings. How much notice needs to
be given will depend on which ground the Landlord uses
as a reason for getting a Possession Order (see below for
grounds). For ground 2, the Landlord must give two months
notice. For grounds 8, 10, 11, 12, 13, 14, 14A, 15 and 17 the
Landlord must give two weeks notice.

Notice must be given on a special form, which must tell the
Tenants certain things about their Tenancy (Section 8 Notice).
Proceedings must start within 12 months of service of the
Notice otherwise a new Notice must be served.
Assured Tenants - If you become a Tenant with us after 15
January 1989, and do not fall into one of the above categories,
you will have an Assured Tenancy Agreement.
The Tenants Guarantee ensures that both Secure and Assured
Tenancy Agreements are fundamentally the same, in so far as
the rights and responsibilities of the Landlord and Tenant are
concerned. There are though the following three differences
between the two agreements, which are explained in more
detail in later sections of this Handbook.
• Assured Tenants do not have the Right to Buy, but may be
eligible for affordable housing schemes.
• Assured Tenants are charged assured rents, which are set
by Clwyd Alyn, and not by the rent Officer.
• There are differences in the legal requirements applying
to rights of succession.

Rights to Security of Tenure
As a Secure Tenant you have security of tenure. This means
that you cannot be evicted from your home unless you have
broken any of the conditions set out in your agreement and
we have followed the eviction procedure detailed below to
get a court order requiring you to leave.

Eviction
We cannot evict you from your home without a court order.
We will only do so as a very last resort, as a result of a serious
breach of the Tenancy Agreement and where no alternative
solution can be found.
For both Secure and Assured Tenants we can only apply to
the County Court for a Possession Order once we have issued
you with a Notice of Intention to Commence Proceedings for
Possession. This gives details of why we are taking this action
and the earliest day on which court proceedings can begin
against you. During this period, Staff will make every effort to
discuss the problem with you and to resolve it by agreement.
We can only evict you on certain grounds. These are shown
in your Tenancy Agreement. The Court considers the
circumstances of each case before it and ensures that we are
not only acting legally, but also reasonably.

Relationship Breakdown
If your relationship breaks up and you or your partner decides
to live apart, we will try and assist with an application through
the Association’s waiting list for the partner who is leaving.
We can, however, provide no guarantee of ultimate rehousing through this route. Neither do we get involved in
the case of Joint Tenants in deciding which party should
remain in the property, except where a Court has decided
who should have the Tenancy. This will usually be the parent
retaining responsibility for looking after any children. In such
circumstances, it is sensible to get appropriate advice on
your situation from a solicitor or the Citizen’s Advice Bureau.

Requiring you to move
On very rare occasions, you could be required to move to
another home for the following reasons:
• By order of the County Court, if it decides that it is reasonable
for us to want you to move.
• If another home is available for you which the County Court
decides is suitable.
• We need your home to be empty to carry out repairs or
improvements. This will not be an every day occurrence.
We would only need you to move for extensive works to
your home, or to improve the standard of accommodation.
• We gave you temporary accommodation whilst your old
home was being improved or repaired and the works are
now complete.
• When we carry out works which mean that you have to move
out, we may give you the option of staying permanently in
another suitable home, or moving temporarily whilst the
works to your Tenancy take place.
• We need your home for someone who requires the special
facilities provided. This may apply when one of our
properties has been specifically designed or adapted for
a specific need which does not apply to you. An example
of how this might occur is where you have succeeded to a
Tenancy (see Section overleaf ‘Who can I pass my Tenancy
on to’) which had major adaptations for the previous
Tenant’s disability, which does not apply to you. In this case
you may need to move so that we can let the Tenancy to
someone who does need these facilities provided in the
property.

• You succeeded to the Tenancy of a home which is too
large for your needs. For instance, where you are a single
person and you succeed to the Tenancy of a larger home
such as a three bedroom house, we may need you to move
to a smaller accommodation so that the property be made
available to a suitably sized family.
Where it is necessary for you to move for any of these
reasons, the legal grounds on which the County Court may
grant possession are also set out in your Tenancy Agreement.
In circumstances where we need you to move to carry out
improvements works on your Tenancy, reasonable removal
expenses will be paid.

Lodgers and Sub-Tenants
A lodger is someone who lives in your home but does not
have the sole use of any of the rooms. You are allowed to
take in a lodger so long as your home is not overcrowded as
a result. Whilst you do not need our formal permission, you
must tell us in writing the name, age and sex of the lodger
and any rent you may be charging.
However, when you sub-let part of your home, this means
that the occupant will have the sole use of part of it. You
cannot enter into a sub-letting arrangement without first
writing to Clwyd Alyn to obtain our written permission for
you to proceed. Whilst we would not normally withhold this,
we will need to be sure that:
• No overcrowding will result.
• The incoming occupier is not causing a nuisance or
annoyance to neighbours.

• You do not give up possession of the whole of the property,
or enter into any form of Tenancy Agreement with the new
occupier.
• The rent you charge is not excessively high.
• No structural alterations are made for the benefit of your
new occupier.
You should also bear in mind the following points before you
consider taking on a lodger on Sub-Tenant:
• Many of the Benefits you might currently receive may be
affected.
• Your lodger or Sub-Tenant will have no security of tenure.
This means that we will have no re-housing responsibility
for him or her should you want the lodger or Sub-Tenant to
leave for any reason.
• You can only let out part of your home. You must not rent
or leave your home to another person. Once you leave
your property you will lose security of tenure. Anyone who
remains will be treated as an unlawful occupant and Clwyd
Alyn will take action to evict that person from the property.

Who can I pass my Tenancy on to?
If you die, your Tenancy can pass to a partner or close relative;
this is called succession. Whilst legal rights of succession vary
for Secure and Assured Tenants, we have ensured that both
groups of Tenants are, in practice, treated the same way. You
should contact your Housing Officer if you need any further
advice on this point. A close relative includes a parent, child,
grand-parent, sister, brother, aunt, uncle, nephew or niece.

In the case of a Joint Tenancy where one of the Tenants dies,
the remaining joint Tenant takes over the whole Tenancy,
assuming he or she has been living with you at the time
of your death. This situation would also apply even if your
partner was not a Joint Tenant, but we were satisfied that a
legitimate relationship existed.
As far as a succession to another relative is concerned, he or
she should be:
• Over the age of 18.
• Have lived in your home for the past 12 months and be
able to provide sufficient proof that they have lived in the
property.
• Be living in your home as their only or main residence.
If more than one person qualifies to take over the Tenancy and
they cannot agree who this should be, we will take the final
decision on who will succeed. We will also have discretion to
grant further successions to members of your household to
the present Tenancy, or that of another suitable property.
We will also consider requests from a person who is not a
member of your immediate family. We will need to be satisfied
though, that one or both of the following applies:
• They have been living in your home continuously for the
last 12 months.
• They will be responsible for caring for your dependants.
In cases of potential succession where substantial underoccupancy will arise if granted, we will consider a financial
payment towards removal expenses to enable you to move
to more suitably sized accommodation. Please contact your
Housing Officer for further information.

Other ways of passing on the Tenancy
Apart from exchanging with someone else, which is covered
later on in this Handbook, the Tenancy can also be passed
on when this is ordered by a Court. For example, as part of
a divorce settlement and the Court gives the Tenancy to one
partner.
Passing on your Tenancy by any other means may be unlawful
and could result in Clwyd Alyn taking legal action to recover
possession.

Gardens
You are responsible for keeping your garden in a tidy and
cultivated condition. Any rubbish should be disposed of in a
proper manner.
You are responsible for the maintenance of any trees, shrubs
and plants situated within the confines of your garden. You
should ensure that all electrical equipment used in gardens
is plugged into a circuit protected by a residual current
device (RCD) or an individual RCD. Please contact your Asset
Management Officer for advice if you are unsure.
You should not allow hedges to grow so tall that they become
a nuisance to neighbouring households. For example, leylandii
trees which, if left untrimmed, will grow to heights of up to 14
metres (approximately 40 feet). This may cause neighbours to
take legal action against you for allowing trees/leylandii trees
in your garden to cause a nuisance to them or impair their
enjoyment of natural light. If you are unable to maintain your
garden, you may wish to apply to move to accommodation
without a garden or with a smaller garden.

Domestic pets
If you wish to have a pet you must ask our permission
beforehand. You will be asked to complete a pet request form
and permission will be authorised by the Tenancy Services
Manager. Whilst this will not be unreasonably withheld, we
will have to be satisfied that your home is suitable for the pet
you wish to have.
Dogs are not permitted in flats generally, unless they have
direct access to the outside. In some retirement schemes,
dogs and cats may be allowed and advice can be obtained
from the Scheme Manager about this.
Should you want further information on our policy for pets,
please contact the Contact Centre.

Satellite television /Aerial masts
If you are a Tenant of a house, please put your satellite or
aerial request in writing to your Housing Officer. We will need
to be sure that whoever fits your installation does so correctly,
as we will not be held responsible for damage caused to your
property by poor fitting. In certain cases there may also be
legal restrictions prohibiting the installation of satellite dishes
in your area.
If you are a Tenant in a block of flats, the position is
unfortunately more complicated. We do not want to see a
profusion of dishes on our blocks and your local planning
authority will almost certainly not tolerate more than one dish
per block, as this would contravene planning regulations.

Whilst we will always consider written requests for satellite
television we will have to be sensitive to the fact that once
installed, any other Tenant in the block would almost certainly
be prohibited from doing likewise. It is therefore unlikely that
we would grant permission to erect dishes at present in any
of our blocks of flats.
If you do fit a satellite dish system without our permission,
you may be contravening local planning authority regulations
and will have to take the dish down.

Running a Business
You may be able to run a small business or work from your home
if it does not cause a nuisance or annoyance to neighbours.
You will need the Association’s written permission and you
may also need planning permission from the local authority.
You should not, however, exhibit any business or trade sign
on the premises. Contact your Housing Officer for advice.

Living in flats
Bearing in mind your neighbours live close by, please take
special care to keep all noise to a reasonable level. Corridors,
stairways and communal areas should be kept clean and tidy
and not be used to store items such as bicycles, pushchairs
or mobility scooters, as this could cause problems for other
Residents in the event of a fire.
Drying areas should be used properly and left in a tidy state.
Bin store areas should be used for disposing of household
rubbish only in the bins provided.

Bulky refuse and other large items such as furnishing, white
goods and floor coverings should not be left in bin areas.
If the Association removes any bulky refuse or large items left
in bin areas, Tenants may be charged for the cost incurred
by Clwyd Alyn. All removal of bulky items will be the Tenants
responsibility.
You should report any repairs required to communal areas
on the Freephone number
0800 183 5757 or the normal
number
01745 536800.

%
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Lettings...

Lettings
Who Do We House?
We provide a range of housing in the various areas we work,
for single people, couples and families. However, only a small
number of our tenancies become available for letting each
year and normally at least half our lettings are offered to
people who have applied to their Local Authority for housing
and have been nominated to us when property is known to
be coming available.
The remainder of our lettings go to applicants on our waiting
list and internal transfers.
We use a priority banding system and details on how this
works are available in the document a ‘Guide to Applicants
for Rented Accommodation’.
Please note, applicants who give false information in order
to get re-housed will be subject to legal action from the
Association to end their Tenancy.

Transfers
As a Tenant of Clwyd Alyn you can apply for a transfer if your
present accommodation is no longer suitable, for example, it
has become too small for your family.

To be considered under our Transfer Policy, you will have
been a Tenant with us at your address for at least two years
prior to making your application. Your rent account will also
need to be clear, unless where there are arrears, these are
being cleared under an agreed arrangement which has been
in force for the previous 6 months, prior to your transfer
application being made. Your Tenancy would also need to
be inspected prior to your transfer going through to confirm
that your property is in an acceptable condition. Where this is
found not to be so, subject to fair wear and tear, any damage
would need to be put right before you are allowed to move.
There are various reasons why Tenants will wish to make a
transfer request. Because our supply of suitable properties
becoming available for letting is so small, requests are
prioritised through the use of our points system. The
circumstances in which priority for a transfer will be given
include the following:
• Tenants who are living in overcrowded conditions.
• Tenants who are suffering nuisance or harassment.
• Tenants under-occupying their current accommodation.
• Tenants who have a medical or other social need for a move.
• Tenants who wish to move nearer to relatives to give or
receive additional support.
Should you at any time be unhappy about the way your
transfer application has been dealt with, the grievance
procedure outlined in Section 18 is available for you to follow.
In exceptional circumstances, the qualification rules may be
over-ridden in approving a transfer application. This can only
be done by a Senior Manager upon receiving a report on the
circumstances from your Housing Officer.

Exchanges
As a Tenant of Clwyd Alyn you can exchange your home with
another Tenant provided that you have our written permission
to the move prior to the exchange taking place. You can
exchange with Tenants of other Registered Social Landlords
or Local Authorities.
Mutual exchanges take place by way of assignment. No new
Tenancy Agreement is issued and each Tenant is therefore
assigned their exchange partners Tenancy. This may involve
a change of status from Secure to Assured, and the loss of
some rights, such as the Right to Buy. Your Housing Officer
will advise you on this.
You should also be aware that when Tenants exchange, they
take on the responsibility for their new property as it stands.
This could include any damage caused by the outgoing
Tenant. Clwyd Alyn will not be held responsible for putting
such damage right, after the event.
Clwyd Alyn will not unreasonably withhold permission for
an exchange request. However, the following conditions will
need to be met:
• The Landlord’s written consent to the exchange has been
given.
• Both Tenants accept the requirements and obligations of
the other.
• There are no possession proceedings against either Tenant.
• Our property is in good condition.
• Overcrowding will not occur.

• Our property will not be under-occupied as a result of the
exchange, unless we consider the level of under-occupancy,
to be reasonable.
• If our property has been specially provided or adapted
for use by disabled or elderly persons, then the Tenant(s)
wishing to exchange must also need the facility.
You can advertise and register for an exchange on the
Homeswapper website for free, log onto:
www.homeswapper.co.uk
Once you have found another Tenant who wants to exchange
with you, please write to your Housing Officer giving full
details. He or she will arrange an inspection of your to
ensure that nothing needs to be put right prior to exchange
approval. Your Housing Officer will also obtain written details
of your proposed exchange partner, where they are Tenants
of another Landlord.
We have to tell you in writing within 42 days of your request
being made whether the exchange can take place. Where we
do not agree to an exchange, we will also give full reasons for
reaching this decision.
Any Tenant who exchanges without our permission will be
required to move back to their original home.

Section 4

Moving into
Your Home...

Moving In
When you move into your new home, or where you have
transferred or exchanged into another Tenancy, there are a
number of things you should remember.
The following represents a check list which will hopefully
assist you:
• Tell everybody who needs to know your new address. For
example:
- Your friends and family.
- Remember to contact the gas and electricity companies.
- The water company for your water charges, which are
not usually included with your rent.
- If you are likely to be in receipt of welfare benefits, the
Department of Social Security.
- Your local authority housing benefits section, though
your Housing Officer will go through your housing benefit
claim with you when you sign for your new Tenancy.
- If you delay in making a claim at the Department of Social
Security, and at your housing benefit office, you could
be liable for payment of rent which would otherwise be
covered by benefit.
- Your local authority council tax section, though claims for
council tax benefit can often be made on the same claim
form as for housing benefit.
- Your doctor, dentist, bank and children’s schools.

• Make sure that you know where the gas main, electricity
fuse box and water stopcocks are so that you are prepared
should an emergency occur. If you are in any doubt as to
their locations, please contact your Housing Officer.
• Make sure you know how to use the heating and hot water
systems. If you have any problems, please contact your
Housing Officer.
• Make sure you have a spare set of keys. Remember, if
we have to undertake a lock change if you lose your keys
you will be re-charged and this can be expensive.
• Insure the contents of your home to ensure that your
belongings are covered for unforeseen losses.
If you have any difficulties or problems with the above,
please contact your Housing Officer for further advice and
assistance.
Out of Hours telephone number is

% 0845 194 9295.

How to arrange your gas and electricity
supplies
Once you have keys to your new home you will need to arrange
gas and electricity supplies with your chosen supplier(s).
You will need to decide which payment method is going to
suit your budget. There are different choices from budget
accounts, gas tokens and electricity card meters. If you are in
receipt of Benefits, please advise your supplier as they may
be able to put you on a lower ‘social tariff’.
You will need to locate the gas and electricity meters and
make a note of the meter serial number.

Once you have this information and your post code details
you will need to call either number below.
Electricity
Gas

% 0845 270 9101
% 0870 608 1524

These services will be able to inform you who the current
suppliers are for your property. You will then need to set up
new accounts with these suppliers or arrange to move the
account to your preferred company.
The gas at your home will not be turned on by Clwyd Alyn
until you have obtained supply and put credit on your gas
and electric meters.
Once this is all set up and you have credit on your meters
you may call PenAlyn’s Call Centre on
0800 970 7272 to
arrange for your gas to be turned on by a Heating Engineer.

%
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Accessing
Your Rent
Account...

Accessing your
Rent Account
My Service
My Service is the new Tenant
Web Access service from Clwyd
Alyn Housing Association. It
allows Tenants to access their
accounts, view Repair History
and log non-urgent Repair.
It can be reached from the
Clwyd Alyn web site:
www.clwydalyn.co.uk
At the moment the site allows
you to view your rent History,
Repair History and log a Repair.
In future we intend to add:
• Reporting Anti Social
Behaviour.
• Online Housing Applications.
The Welcome Screen has a link
to the Help FAQ (Frequently
Asked Questions) and tabs to
either Log In or Register. You
only need to register once.

Once registered you can log in using the User Name (your
Surname and a random number) assigned by the software for
security purposes, and the password you chose at registration.
No one else knows your password so you must remember
it. If you forget it, there is a forgotten password option on
the Register tab. It will ask you for the answer to the security
question you set up at Registration, your user name and your
e-mail address. You will then receive a new password by email.
You are asked to fill in some
personal information when
registering so we can carry out
basic security checks.

On page two you enter a
password, a security question
and answer. There is a Word
Verification that needs entering
to make sure you are a real
person. The password must be
at least six characters with a
number, Lower Case and Upper
Case letter included.

Your activation letter is sent to
your home. Once this is received
you can log in and activate your
account. Until this has been
done you cannot see any details
of your accounts or repairs.
Once registered you can log
on using your unique username
and password.

The menu allows you to
navigate to Accounts, Repair
History, Request a Repair, Help
FAQ and My Account.

All accounts can be viewed, the
Main account and any Court
or Recharge accounts you may
have.

By default you see the balance,
one month’s transactions and
10 rows per page. The rows and
date range can be changed to
show more history. The print
option (see above) will only
print the transactions shown on
the screen.
Logging a Repair is only for non
urgent repairs. Urgent Repairs
must still be logged through
the Contact Centre or the out
of hours service. Please log any
repairs against your property
not the Block or Street.
You are asked to confirm the
address before putting details
on, this is to make sure the
contractor is sent to the right
property.

Please give as much detail
as possible, this allows us to
process the request more
efficiently and saves ringing
back to get more information.

Let us know when you are NOT available. This prevents
wasted visits by contractors. We must have a phone number
to contact you on.
The last thing you are asked
is to confirm that you are
prepared to pay for the repair
if it turns out to be a result of
negligence.

Repair History is the last 10
repairs, and shows their status.
If you have reported a repair
and it is not showing as issued
two working days after being
reported, you should contact
the Contact Centre.
The Help (Frequently Asked
Questions)
section
should
answer the obvious questions
you may have, and My Account
lets you report problems with
My Service or change your
password.
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Your Rent...

Your Rent
How your rent is assessed
There are two ways in which your rent is set, depending on
what sort of Tenancy Agreement you have.
Secure Tenants - If you are a Secure Tenant, your rent is
described as being a ‘fair rent’, and is set by the rent Officer,
who is not connected in any way with Clwyd Alyn. Fair rents
are set every two years and will be consulted both by us and
the rent Officer before any changes in your rent take place.
You will have an opportunity to make comments about the
proposed rent change prior to this taking place. If you do not
agree with the rent which has been set by the rent Officer
you will be able to appeal in writing to the rent Assessment
Committee within 28 days.
We will give you at least one calendar month notice in
writing of any increases in your rent and service charge where
applicable. Any increase will normally be payable every
second anniversary of your Tenancy start.
Assured and Introductory
Assured Tenants - The 1988 Housing Act brought in Assured
Tenancies for all new Tenants from January 1989. Assured
Tenants do not have the right to a fair rent. Rather, your rent
will be set by us, and called an assured rent.

We do this by using a rent setting scheme that awards points
for such factors as the size of your property, its locality, and
closeness to amenities. Put simply, the more points your
property has, the higher your rent will be. However, currently
our rents are capped for certain types of properties by the
Welsh Government. Please contact your Housing Officer if
you would like a more detailed explanation as to how the
points system and the capping system works.
You will be given at least 21 day’s notice in writing of any
increase/decrease in your rent and service charge where
applicable.
For those Tenants with a Fair Rent Tenancy you will be given
four weeks’ notice of any increase/decrease in your rent and
service charge.
If you are in disagreement, you can refer the notice of rent
increase to the Leasehold Valuation Panel Rent Assessment
Committee who can set a ‘market rent’ for the property.
This means that they would decide what rent the Tenancy
would be let at on the open market with the same Tenancy
Agreement.

In General
Notwithstanding the way rents are set as described above,
the Welsh Government also decide the rules on how rents will
be set on a yearly basis. This is called a benchmark and caps
rents to ensure that increases are kept as low as possible.

Water Rates
Water charges are set and collected by the Water Company
that supply to your area.

Council Tax
The council tax will be set and collected by your local
authority. They will be able to provide you with advice and
assistance on council tax benefit. You will be able to apply
for this when you sign up for your Tenancy, as completion
of the application form for housing benefit covers both rent
and council tax rebate as far as most local authorities are
concerned.

How to pay your rent
Your rent is normally paid weekly in advance, unless you have
made a specific arrangement to pay otherwise with your
Housing Officer. There are various ways you can pay your
rent, which are set out below.
• Payment By ‘Swipe Card’ - Your Allpay card can be used
to pay your rent at any Paypoint or Post Office, or by
telephone and internet.
• Direct Debit - You can pay your rent by Direct Debit from
your bank/building society or Post Office account. Your
Housing Officer will provide you with a form and agree the
frequency of payments with you (i.e. weekly, monthly). This
is the preferred way of payment by Clwyd Alyn.

• Housing Benefit direct - If you receive full or partial
housing benefit you can ask your local authority to pay this
direct to us. You will able to discuss this with your Housing
Officer in greater detail when you sign up for your Tenancy.
• Call Pay - Your rent payments are due in advance, so
payment should be made on the Monday of each week. If
you wish to pay monthly, this payment must also be paid
in advance, to help to build up payment so that you will be
in advance; we will ask you to pay extra each month for a
period of 12 months so that you will then be in a position
of paying in advance.
For more information on paying your rent please ring the
Contact Centre on freephone
0800 183 5757 or
01745
836 800. If you wish to take a payment holiday over the
Christmas period, why not pay an extra amount each week so
that you can save up for this. We will accept payments over
and above the total rent due to allow for this.

%
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Rent statements
At present you will receive a rent statement from us twice a
year, usually in April and October, but we also reserve the right
to change the cycle of these statements being provided. The
statement will show all the payments you have made during
the course of the year, and the balance of your account. In the
future, you may receive this online.
Should you have any queries about the payments shown on
your rent statement, please contact your Housing Officer. You
can, of course, always request a rent statement at any other
time during the financial year should you wish.

Rent arrears
As part of your Tenancy agreement, you have agreed to pay
your rent regularly when due. Paying your rent in arrears is
not permitted, unless you are paying monthly and building
up advance payments see note above.
It is very important that you pay your rent on time, and
avoid going into rent arrears. If you are having difficultly in
paying your rent though, please contact your Housing Officer
without delay. We will give you all the help we can to stop
you getting into arrears. This will include providing advice
and assistance on claiming the appropriate benefits to which
you may be entitled.
The Housing Officers will contact any Tenants who are behind
with their rent by letter, telephone, text or personal visits.
Advice can be given about the various benefits or help
available and about budgeting. An agreement can be made
for Tenants to make regular payments to clear the arrears.
This will be based on what you can afford, and it is extremely
important that you keep to this agreement.
If you are on income support and have fallen into arrears, you
can arrange for a weekly amount of your benefit entitlement
to be deducted and paid to reduce the rent owing. The
Association will take legal action if the debt continues to rise
or satisfactory arrangements have not been made to clear
the arrears.
In general, should you fall into arrears, our whole approach
will be to work with you to clear your rent account.

REMEMBER - IT IS VITAL THAT YOU ASK FOR HELP AS SOON
AS POSSIBLE, BEFORE YOUR ARREARS START TO GROW. IF
YOU DO NOT KEEP TO AGREED ARRANGEMENTS TO PAY
YOUR RENT, WE WILL BE FORCED TO TAKE LEGAL ACTION
WHICH COULD LEAD TO YOU LOSING YOUR HOME.

Taking legal action
The service of a Notice Seeking Possession is the first step
of legal proceedings. A Notice Requiring Possession may be
served if you have an Assured Shorthold or Starter Tenancy.
A Notice is usually served on a Tenant when efforts to come
to a satisfactory arrangement to clear the rent arrears have
failed. However, even after a Notice has been served you
can still contact your Housing Officer to make an agreement
to make regular payments to clear the arrears.
Also, you may need to seek independent advice, for example
from the Citizens Advice Bureau, Shelter or your solicitor.
Court action will be taken if satisfactory arrangements to
clear the arrears have not been made or maintained. The
Association will ask for a possession order and legal costs to
be awarded against you. Even at this stage, the possession
order may be suspended if an arrangement is made to reduce
the arrears by making regular payments.
As a last resort the Association can apply to evict a Tenant.

Welfare Benefits
Your Housing Officer will be able to assist you with welfare
and housing benefit advice. This is especially important when
you sign up for your Tenancy, and will help to stop early and
unnecessary rent arrears building up. There are a range of
benefits to which you may become entitled to from time to
time. Some of the more common ones are listed below.
• Housing/council tax benefit.
• Income support.
• Job seekers allowance.
• Incapacity benefit.
• Disabled living allowance/attendance allowance.
• Family tax credit.
You can always ask your Housing Officer for advice and
assistance if you have a welfare benefit problem.

Housing Benefit
Many Tenants will be entitled to help towards their rent
through housing benefit, which is paid by your local authority.
The amount you qualify for will depend on how much money
you have coming in, your rent, and the size and age of your
family.
Please remember though that the ultimate responsibility
for pursuing an outstanding housing benefit application, or
to inform your local authority of a change in circumstances,
and to renew claims as quickly as possible, rests with you.

When you sign up for your Tenancy or become subject to a
change of circumstances which leads you to claim housing
benefit, your Housing Officer will assist you in filling out a
claim form and, where possible, work out your likely housing
benefit entitlement.
Where your circumstances do change, for instance when you
are working and your wages go down, you are unfortunate
enough to lose your job, or you have another child, housing
benefit assistance towards your rent may increase.
If, on the other hand, your wages go up and you do not tell
your local authority housing benefits section, you may find
your housing benefit reduces from the date of the wage
increase. As a result you may have to pay some money back
to the local authority and find yourself in arrears with us.
Should you have any difficulties with your housing benefit
claim, or when there is any change in you or your family’s
circumstances, you should contact your Housing Officer
without delay for advice and assistance.
Your housing officer can help you make a list of your income
and expenses and work out how much you can realistically
afford to pay to clear your arrears.
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Borrowing Money
Most people need to borrow money at some time in their
lives, however some loans are far more expensive than others
and different rules apply to different types of loans. Your
local Credit Union who offer an easy way to save and offer
affordable loans are a good starting point.

Should you borrow money from a
doorstep lender?
You should avoid borrowing money from “doorstep lenders”
such as salespeople who come and knock on your door.
Interest rates will usually be very high and the total amount
you have to repay may be much higher than the amount you
borrowed.
The money lender may be acting illegally. Illegal doorstep
lenders are also called “loan sharks”. They may threaten or
harass you if you do not keep up your payments. If you have
one of these types of loans or have been approached in this
way please contact Trading Standards in your local authority
area.
If you are threatened or feel frightened you should contact
the police. If you know where a loan shark is operating and
want to report them in confidence please access the following
website: https://www.gov.uk/report-loan-shark

Are you in debt?
While many people are able to manage their finances even
when money is tight, debt will affect a number of people at
some time in their lives. It can be a distressing time and a strain
on even the strongest relationships as it can cause feelings of
isolation and shame. This section of the Handbook is relevant
to anyone who might find themselves in this position.
It is important to remember that if you are in this situation you
are not alone. Help and advice is available. Make time to take
control of your debts to ensure they don’t control you. If you
are finding it difficult to seek help, for whatever reason, then
the following steps will guide you through the debt process.

What should you do if you are in debt?
Write down all your incomings and outgoings so you have a
clearer idea of your finances. Once you have written down
your current payments for rent and utilities (e.g. water) you
will see what money you have left to make offers towards
priority payments.

What about your bank account?
If you owe money to your bank or its associated companies,
such as an overdraft or loans, you should open a bank account
with a different bank where you do not have any outstanding
debts. This protects your ongoing income.

What should you pay first?
It is important to make sure that you are paying your essential
living costs. These are called ‘priority payments’ as any of
these creditors can take action against you (see table below):
• Rent - loss of home.
• Council Tax - removal of possessions or loss of liberty.
• Gas and electric - disconnection.
• TV Licence - fine or loss of liberty.
• Car hire purchase - loss of vehicle.
• Court fines - removal of possessions or loss of liberty.
• Water - possible reduced supply.
Please remember your priority creditors would rather make a
sensible repayment plan with you that you can afford, rather
than agree to unrealistic payments that you are unable to
make and will be likely to fall behind with.

Credit cards and unsecure loans
Credit cards, store cards, unsecured bank loans and overdrafts
are all regulated under the Consumer Credit Act and are
unsecured debts. These creditors cannot take your rented
property or cut your utilities off like a priority creditor can.
They can only send a bailiff if you have received a County
Court Judgement (CCJ) for that debt and ignored it. Even
at this stage you can still apply to vary the CCJ and stop the
bailiffs coming.
The only action available to these creditors is via the County
Court, which is a hearing dealt with by correspondence and
you can at this stage make an offer, however small.

These are called ‘nominal payments’ and can be between
one pence and a pound per month.
If you have any extra income after you have made offers
to priority creditors, only then can you make offers to nonpriority creditors. If you have excess income (i.e. money left
over) after your priority payments then the offer you make is
a ‘pro rata offer’, which means the creditor who is owed the
most receives the highest amount of your excess income. This
is a fair and recognised system that will normally be accepted
by creditors. Court judgements can be enforced in a number
of ways. The court bailiff or ‘attachment to earnings’ is the
most common methods used by creditors.

How do you calculate the pro rata offer?
Seek advice from your CAB or Shelter. If you can’t come
to an affordable arrangement, the creditor may claim their
money through the court. The court can then order you to
make payments at a rate you can afford, after looking at your
income and outgoings (expenses). As long as you keep up
with payments as ordered by the court, the creditor cannot
take enforcement action against you, such as using bailiffs.
You may be able to ask the court for a ‘time order’.
This means the court can reduce or even stop the interest
that is mounting up on the money you owe and reduce the
payments to a level you can afford, but you have to show
the court that you have real difficulty making the original
payments. You may also have to show that you would be able
to pay the full instalments again later.

Bailiffs
Please seek advice if a bailiff has contacted you to collect a
debt, as the law about bailiffs may differ depending on what
type of debt you owe. With most debts, bailiffs are involved
only if you can’t come to an arrangement to pay a creditor,
and then only after your case has been to court.
However, this does not apply to Inland Revenue bailiffs and
VAT bailiffs. Magistrates’ bailiffs also have right of entry for all
matters relating to the Magistrates’ Court.
Bailiffs usually work by threatening to take your possessions
to persuade you to pay what you owe, or taking and selling
things you own to repay your debt.
Although you may believe bailiffs are allowed to force
their way into your home, and some bailiffs may give you
this impression, this is not normally the case. They may
force their way into your home only if they have been
inside your home for the same debt on an earlier occasion.
If you do let a bailiff into your home, they will usually take
‘walking possession’ of some of your belongings. This means
that if you cannot negotiate acceptable payments with the
bailiff, or you miss payments that you have agreed with the
bailiff, they can legally force entry into your home and take
those items away.
Bailiffs will be able to take belongings outside your home,
for example a car. For most types of debt, ‘basic household
items’ cannot be taken away by a bailiff. This includes a bed,
cooker, fridge and most furniture, but not a television or other
less necessary items.

Please remember that County Court bailiffs can carry out an
eviction after possession proceedings (see Section 6 - Your
Rent). This is the main situation in which you cannot physically
stop bailiffs from coming into your home, but you can ask the
court to stop them by filling in a form at your local County
Court and paying a court fee.

Debt collectors
Debt collectors are not the same as bailiffs. They cannot take
any direct action against you, apart from asking you to pay.
If you believe a debt collector is harassing you or putting
undue pressure on you to pay, contact the Trading Standards
Department at your local authority. If you are being physically
threatened, contact the police.
For independent advice on the above please contact your
Citizens Advice Bureau.
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Anti-Social Behaviour
What is Anti-Social Behaviour?
For the purposes of Housing Management, the 1996 Housing
Act as amended by the 2003 Anti-Social Behaviour Act, defines
anti-social behaviour as being “conduct which is capable of
causing nuisance or annoyance to any person and directly
or indirectly relates to or affects the housing management
functions of the Landlord”.

Policy, procedures and approaches to
Anti-Social Behaviour
Clwyd Alyn Housing Association will not tolerate acts of
nuisance, anti-social behaviour, racial harassment, hate crime
or domestic abuse.
Clwyd Alyn’s response to dealing with anti-social behaviour is
founded on the following principles:
• Anyone has the right to their chosen lifestyle providing this
doesn’t spoil the quality of life of others.
• This implies some degree of tolerance of and respect for
the requirements and needs of others.
• Clwyd Alyn has a role as Landlord in ensuring that such
rights and obligations are realised in individual cases.
• Clwyd Alyn has a larger role within the arena of
community safety to promote and protect the interests of
those living within the communities it serves.

Our policy and procedure applies to any person who contacts
Clwyd Alyn with a complaint of anti-social behaviour that
involves a Clwyd Alyn Tenant or Resident and where that
behaviour has occurred within the locality of the Clwyd Alyn
Resident’s property. The complainant does not have to be a
Resident of Clwyd Alyn.
We will also assist Clwyd Alyn Residents and investigate their
complaints where they are subjected to anti-social behaviour
within the locality of their property by a person who is not a
Clwyd Alyn Resident.
Clwyd Alyn will not move complainants or perpetrators
but, rather, will seek to resolve the situation by tackling the
perpetrator about their anti-social behaviour and securing
the ending of this behaviour. Only in rare or exceptional
circumstances will it be necessary to move complainants or
witnesses on a temporary or permanent basis.

Working to resolve and prevent AntiSocial Behaviour
Officers aim to resolve matters robustly and as quickly as
possible with a view to preventing them from escalating, in a
number of ways. The action taken will always be a proportionate
response to the behaviour, such that it seeks to stop the
behaviour as quickly and effectively as possible.
• Low Level Intervention: Visits to the complainant and
perpetrator, letters of advice and Verbal or Written
Warnings, Restorative Justice and Neighbour Agreements.

• High level Intervention: Acceptable Behaviour Contracts,
referrals to multi-agency groups, Formal Tenancy Warning,
Notice of Seeking Possession or Demotion.
• Enforcement Action: Anti-Social Behaviour Injunctions, AntiSocial Behaviour Orders, Demotion Orders, Possession
Orders.
Clwyd Alyn will proactively engage with Community Safety
Partnerships, multi-agency ASB problem solving groups and
other such agencies both statutory and non-statutory in order
to deal with anti-social behaviour effectively.
Clwyd Alyn is a member of the Social Landlords Crime and
Nuisance Group (SLCNG) and the All Wales Social Landlords
Anti-Social Behaviour Forum. Also Clwyd Alyn has joined
other Social Landlords in North Wales to form an alliance
with North Wales police, the North Wales Social Landlords
and police Alliance to tackle anti-social behaviour in our
communities using a common framework for consistent and
best practice working.
Clwyd Alyn is also moving towards signing up to the Welsh
Government’s Wales Housing Management Standard for
Tackling Anti-Social Behaviour.

Your Responsibilities
As a Tenant, you have signed a Tenancy Agreement that
includes you agreeing not to cause nuisance and annoyance
to neighbours and other persons within the locality of your
home. This same Tenancy Agreement not only makes you
responsible for your own actions but also the actions of other
household members and visitors to your property.

Therefore, if such persons cause nuisance and annoyance to
your neighbours, Clwyd Alyn will not only take action against
these individuals, it may also take action against you through
your Tenancy.
Many incidents of anti-social behaviour can be avoided as
quite often we do not recognise that our behaviour and actions
are causing or may cause others nuisance and annoyance.
Complaints about noise are a very good example of this.
Therefore, dealing with anti-social behaviour must start
with you as the Tenant stopping and thinking about your
behaviour and that of household members and visitors.
Being neighbourly and having the right to enjoy your home
in peace go hand in hand.
Things to think about:
• Being tolerant towards your neighbours and their lifestyles.
• Not harassing other people in any way.
• Being considerate towards your neighbours (if you are
going to be doing something noisy - let them know before
you start).
• Co-operating if you are asked to reduce noise.
• Setting up a neighbour agreement or local understanding
of tolerances (what is and is not acceptable). Your Housing
Officer can help with this.
Can you look to resolve problems yourself before contacting
Clwyd Alyn? Can you speak to your neighbour about the
problem? They may not be aware that their behaviour is
causing a problem. Give them some time to change their
behaviour and if they have not improved, let them know.

Reporting complaints of Anti-Social
Behaviour
If this does not work then you may wish to contact Clwyd
Alyn and ask us to get involved. Alternatively, it may be that
you wish to resolve the complaint with your neighbour and
want to talk the problem through but you do not know how.
Some of our staff have been trained to facilitate mediation
sessions and can help if this is what all parties agree to do.
It may be that another agency/organisation is better placed to
deal with your complaint. Again, complaints of noise nuisance
are a good example, whereby your local Environmental Health
Department has a duty to investigate such complaints.
To report a complaint of anti-social behaviour to Clwyd Alyn,
you can do so:
• By telephoning to our Contact Centre on

% 0800 183 5757

• By email to enquiries@clwydalyn.co.uk
• By speaking to your Housing Officer
• By writing to us at:
Clwyd Alyn Housing Association
72 Ffordd William Morgan
St. Asaph Business Park
St. Asaph
Denbighshire LL17 0JD

Environmental related Anti-Social
Behaviour
This would include problems of graffiti, overgrown gardens,
litter & fly-tipping, vehicle nuisance and animal nuisance. The
Association deals with problems of noise separately. Clwyd
Alyn will aim to remove graffiti on its property within 24 hours
if it is offensive or racist.
With the exception of graffiti, environmental issues may be
dealt with, in the first instance, by your Housing Officer. If the
issue is serious enough, the matter will be escalated to an ASB
complaint and dealt with in accordance with our ASB Policy.

Noise
Noise is regarded as “unwanted sound”. It can be too loud,
intrusive or just happen at the wrong time. Examples of this
can be:
• The use of television, radio, CD/musical equipment.
• Musical Instruments.
• Dogs Barking.
• DIY activity.
• Repeated arguing, shouting or screaming.
Clwyd Alyn has introduced a dedicated procedure to deal
with these types of complaints. We encourage Tenants to
report these complaints to their local Environmental Health
Officers, whom Clwyd Alyn will then work with to deal with
persistent perpetrators.

Clwyd Alyn also recognises this type of complaint as being
the most common and is actively seeking to educate Tenants
and Residents on the impact of noise nuisance and their
responsibilities in helping reduce and prevent noise nuisance.

Crime and Disorder
Sometimes acts of anti-social behaviour become more
serious. The behaviour is deliberate or intentional and often
targeted at individuals, groups or property. This behaviour
may be a combination of unwelcome or illegal acts with the
intention to intimidate, frighten or harm a person or cause
damage to their property. Persistent behaviour may be seen
as harassment and due to the illegal nature of these acts; you
may hear such behaviour referred to as Crime and Disorder.
Clwyd Alyn will act swiftly to stop this behaviour working with
agencies like the police, Youth Justice and Probation Service
in ensuring individuals are accountable for their actions and
are dealt with in such a way as prevents further such behaviour.
Examples of this type of Anti-Social Behaviour are:
• Misuse of communal areas through playing of ball games,
groups gathering or loitering and obstructing communal
areas and underage drinking.
• Trespassing.
• Fire-setting or misuse of fireworks.
• Burglary, theft or robbery.
• Possession of weapons.
• Hate related incidents.
• Drug related offences.

• Sexual Offences.
• Vandalism, criminal damage and threats to cause such
damage.
• Violence or threats of violence towards others.

Drugs
Your Tenancy Agreement states that you, members of your
household or visitors must not use the property for the
production/cultivation of, sale/supply of, or the use of illegal
drugs or substances. Clwyd Alyn works with North Wales
police to identify and take action against perpetrators of
drug crimes in our properties. In cases of producing and/or
supplying drugs, the ultimate action is to seek possession of
the property.
If you are aware of drug problems in your community and
do not wish to call the police or Clwyd Alyn direct, you can
call Crime Stoppers on
0800 555 111. This can be done
anonymously.

%

If you come across syringes or items you believe may have
been used in connection with the use of drugs in your
community, please do not remove them yourself. Call Clwyd
Alyn immediately and we can arrange for the collection and
safe disposal of these items.

Hate Incidents and Hate Crime
What is a Hate Incident/Crime?
“Any incident, which may or may not constitute a criminal
offence, which is perceived by the victim or any other person
as being motivated by prejudice or hate”.

Hate incidents and crimes are classed as such when someone
is abused or perhaps their property is damaged/vandalised
because of their race/culture, religion, sexuality, sex/gender,
disability or age.
“A racist incident is any incident which is perceived to be
racist by the victim or any other person”.
Complaints of hate incidents and crimes will be investigated
but we require evidence to do so. Clwyd Alyn will support
any person subjected to this behaviour should they wish to
make a formal complaint.
Clwyd Alyn encourages Tenants to report hate related
incidents and crimes. But if you do not wish to contact Clwyd
Alyn or the police, you can report these incidents using a
confidential reporting form or go online at:
www.saferwales.com
Freepost forms are available from your Housing Officer, police
Station, Council Offices and local libraries. When you report
an incident to Safer Wales, you will be asked permission for
your personal details to be passed on to the police, victim
support or another appropriate support agency. You do not
have to consent to any of these options but remember if the
police are not aware of the incident they will be unable to
take action against the offenders.
In all cases any non confidential information from the report
is passed to the police enabling them to consider policing
needs in your community.

You may also find support and further information from the
following agencies:
NORTH WALES POLICE DIVERSITY UNIT
For confidential advice and support 01745 588483
or www.north-wales.police.uk/about_us/equality__
diversity/diversity_unit.aspx

%

AGE CONCERN CYMRU AND HELP THE AGED
Services for older people, their families and their carers 029 2043 1555 or www.ageuk.org.uk

%

BEAUMONT SOCIETY
Advice for Transsexuals 01582 412220 or
www.beaumontsociety.org.uk

%

DISABILITY WALES
National association of disabled people’s organisations,
striving to achieve the rights, equality and independence
of disabled people in Wales 029 20887325 or
www.disabilitywales.org

%

EQUALITY AND HUMAN RIGHTS COMMISSION CYMRU
Champions equality and human rights for everyone living
or working in Wales 0845 604 8810 or
www.equalityhumanrights.com/wales

%

LGBT EXCELLENCE CENTRE AND HELPLINE CYMRU
Help and support for the lesbian, gay, bisexual and
transgender communities 0800 023 2201 or
www.lgbtec.org.uk

%

NORTH WALES RACE EQUALITY NETWORK (NWREN)
Exists to challenge racial discrimination, promote racial
harmony and to work towards equality of opportunity for
the Black and Minority Ethnic (BME) population in North
Wales 01492 622233 or www.nwren.org.uk

%

STONEWALL CYMRU
Working for equality and justice for lesbians, gay men and
bisexuals 01492 622202 or
www.stonewall.org.uk/cymru

%

THT DIRECT (TERENCE HIGGINS TRUST)
Support and advice for those affected by HIV 0808 802 1221 or www.tht.org.uk

%

VICTIM SUPPORT CYMRU
National charity giving free and confidential help to
victims of crime, witnesses, their family, friends and
anyone else affected 0845 612 1900 or
www.victimsupport.org/Contact-us/Wales

%

WELSH REFUGEE COUNCIL
Empowering refugees and asylum seekers to rebuild
their lives in Wales 01978 363240 or
www.welshrefugeecouncil.org

%

Domestic Abuse
Clwyd Alyn has adopted the North Wales Domestic Abuse
Forum’s definition of Domestic Abuse as “the emotional,
physical, sexual, psychological or economic abuse of power
and the exercise of control by an individual or individuals of
a family member, partner or ex-partner regardless of gender,
age or sexual orientation.”
For persons subjected to domestic abuse, Clwyd Alyn will
provide and ensure safe access to support and assistance for
the victim/survivor by way of advice, referrals to and working
with appropriate agencies; it will take action against the
perpetrator either directly or through their Tenancy; and it
will assist in the prevention of domestic abuse by working
with partner agencies and Domestic Abuse Forums.
The Association will always consider the needs of the victim/
survivor when taking action but may seek the assistance and
advice of supporting or partner agencies to ensure action
is effective in protecting other individuals who are unable
to speak for themselves (for example: children, the elderly
and other vulnerable adults). You may also find support and
information from the following agencies:
ALL WALES DOMESTIC ABUSE & SEXUAL VIOLENCE
HELPLINE - Free confidential support providing
information on local services including:
•
•
•
•

Emergency accommodation • Counselling
Welfare and benefit rights
• Housing issues
Legal issues			
• Child welfare
Perpetrator programmes

% 0808 80 10 800 or www.allwaleshelpline.org.uk

THE DYN PROJECT
For men in Wales experiencing domestic abuse from a
partner 0808 801 0321 or www.dynwales.org
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NSPCC
Providing advice to parents, carers and families on the
effects on children of experiencing or witnessing domestic
abuse 0808 800 5000, www.nspcc.org.uk or email
help@nspcc.org.uk
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REFUGE
UK wide charity. Refuge’s network of safe houses provides
emergency accommodation for women and children when
they are most in need 0808 2000 247 or
www.refuge.org.uk

%

MEN’S ADVICE LINE
The Men’s Advice Line is a confidential helpline for male
victims of domestic violence and abuse 0808 801 0327 or www.mensadviceline.org.uk
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Investigating your complaint of
Anti-Social Behaviour
When you contact us with your complaint, the details will be
passed to your Housing Officer. They will then contact you
and arrange to discuss your complaint further. The time taken
for the officer to contact you will depend upon the severity
of your complaint. Nevertheless, they will contact you within
seven days.
Very serious cases involving intimidation, violence or threats
of violence will be forwarded to the ASB Team who will return
your call immediately.
After discussing your complaint with you, we will then decide
upon a course of action.
What else you can expect from us in investigating your
complaint:
• You will be treated in accordance with our Customer Care
Commitments.
• Your complaint will be investigated in accordance with our
Anti-Social Behaviour Policy, Procedure and Toolkit.
• Your complaint will be formally acknowledged.
• An officer will contact you within seven days.
• Officers will not prejudge any complaint - decisions and
actions will be based on fact.
• You will be kept informed at all times during the course of
the investigation.
• We will make a referral, at your request and at any time, to
Victim Support.

• You will be consulted as to the action we take.
• Action taken will be appropriate and proportionate to your
complaint.
• Every available course of action will be explored to try and
resolve the complaint as quickly and effectively as possible.
• Any and all available support will be offered to you during
the course of the investigation and where necessary on
conclusion of the investigation.
• On closure of the case, you will be sent a Customer
Satisfaction Survey asking you to tell us what you thought
about the ASB service we provide.

Actions to resolve ASB Complaints
There are a number of actions (or tools as you may hear them
referred to) that we can use to stop anti-social behaviour and
resolve your complaint:
Mediation/Restorative Justice - Restorative Justice can
be used to resolve ongoing neighbour disputes. It is a very
powerful tool, particularly in matters between an identified
victim and offender. However it is not about punishment. The
success of Restorative Justice relies on the parties involved
to have the willingness to engage with an open mind and
be guided through the process by trained facilitators.
Resolutions and agreements reached as a result often have
greater impact and allow communities to work together.
Warnings - Clwyd Alyn Housing Association uses warnings,
issued to both Tenants and non-Tenants as a means of directing
the perpetrator to positively deal with their behaviour.

For minor complaints, Verbal and Written Warnings are often
enough to prevent further incidents. Where the behaviour
of a Tenant persists or is more serious, a Formal Tenancy
Warning is used and lasts for 12 months.
Acceptable Behaviour Contracts (ABC’s) - ABC’s are
informal agreements that focus on the behaviour of the
individual perpetrating the anti-social behaviour. It requires
the individual not to do certain things that have led to the
complaints (for example: I will not throw stones at windows.)
Often issues are identified that may be the cause of the antisocial behaviour and if requested, other agencies can be
involved to help the perpetrator prevent further incidents.
Anti-Social Behaviour Injunction’s (ASBI’s) - Clwyd Alyn
Housing Association can seek injunctions in the County
Court. The injunction orders the perpetrator to stop doing
something such as committing acts that are anti-social in
nature and causing nuisance or annoyance. These injunctions
are very powerful. If breached, the individual can be fined or
sent to prison. They can also include a power of arrest and an
exclusion order.
Demoted Tenancies - As a social Landlord, Clwyd Alyn
Housing Association has a power to apply to the County Court
for an order for the demotion of a Secure Tenancy, where
one of our Tenants or visitors to their property, is guilty of
anti-social behaviour. Should we decide to end the Demoted
Tenancy, we can apply to the County Court for a Possession
Order. At the hearing, the court only considers whether the
appropriate procedure was followed and does not consider
the facts on which our decision was based on the merits of
that decision.

Possession Orders - Where all reasonable steps have been
taken to stop the anti-social behaviour or where the behaviour
is of an extreme and severe nature, then Clwyd Alyn Housing
Association will apply to the County Court for a Possession
Order. Where a Tenant is evicted as a result of anti-social
behaviour, they may find that this has an impact on their future
housing. Local Authorities and other social Landlords can
suspend them from their waiting lists until such time as the
individual concerned can show their behaviour has improved.
Where they make a homeless application, the local authority
may find them intentionally homeless which then may have a
bearing on where they can find accommodation.

Going to Court
It is important to remember that to take some of these actions,
we have to work within the law and the court process. We
would also rely on the complainant to provide the evidence
required to secure these actions. Without this evidence, we
may not be able to take the action you want us to immediately.
Clwyd Alyn Housing Association recognises that the courage
and tenacity of individuals living under threat and at the centre
of anti-social activity is paramount to its’ securing effective
action against those who commit acts of anti-social behaviour
and we will seek to provide as much support as is necessary
to help you. Our guide ‘Going to Court: Information for the
Witness’ provides further advice.
In addition to our own staff, Victim Support provides
independent support and advice to victims and witnesses of
crime and anti-social behaviour. We can make a referral to
the service at any time on your behalf.

Closing a case
Clwyd Alyn will close a case when the investigating officer
believes the matter has been resolved. Sometimes cases
may be closed when you are not happy for us to do so. This
will happen if we are satisfied that we have done everything
reasonable to resolve your complaint.
We will contact you before deciding to close a case to confirm
if the situation has improved. If we are not able to speak to
you after several times of trying, we will close the case. This
does not stop us from re-opening cases when there is another
complaint.

Section 10

Repairs...

Repairs
Clwyd Alyn is responsible for:
• The structure and exterior of your home. This means the
roof, walls, doors, window frames and floors.
• Gutters, pipes and drains within the boundary of your home.
• Baths, toilets (but not wc seats) sinks and wash basins.
• Glazing.
• Electrical wiring, gas pipes, fitted heaters, radiators and
water heaters.
• The maintenance of communal areas and their electrical
supplies where provided.
• Exterior painting.
You are responsible for:
• Anything that belongs to you.
• Blocked waste pipes.
• Cookers, fridges (unless provided by Clwyd Alyn, for instance
in certain sheltered schemes).
• Fuses, light bulbs and fluorescent tubes.
• Replacement of keys.
• Any damage caused by you, your family and/or your visitors.
• Decorating the inside of your home.

Reporting a repair
To enable the Association to deal with your repair in the most
efficient way, you are advised to report all repairs direct the
Association’s dedicated freephone number
0800 970 7272.
It is important to report repairs in this way and not directly to
your Housing Officer, if he/she is carrying out a home visit.
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This is so we can ensure that we have an accurate and up
to date record of any repairs which you have reported, and
ensure that they are issued and responded to within current
guidelines set by the Welsh Government.
It is important that you keep to any access appointment made
with us to carry out a repair, so that the work can be done as
soon as possible.
In the case of emergency, where lives or property are at risk,
we may need to break into your home if you are out. For
example, where a pipe has burst and is flooding someone
else’s home.

Reporting a repair in a new property
If you live in a new property, the builder is responsible for
carrying out any repairs necessary for a period of time from
the date your home was built. This is known as the defects
liability period, and runs for 6 months, or 12 months in the
case of plumbing, heating or electrical problems.
During this time, you should report any repairs as stated
above and this will be channelled by our PenAlyn’s Customer
Liaison to the contractor concerned.

It is important to report repairs in this way and not directly
to the contractor if he is still on site. This is so we can ensure
that we have an accurate and up to date record of any defect
repairs which need to be resolved.

Customer Satisfaction Forms
All repairs reported to us will result in a Works Order being
issued, currently a copy of which will be sent to you.
We welcome feedback on the repairs service and will invite
you give feedback about the quality of the service you have
received.
The Association uses this information to monitor the
performance of its contractors and help to improve its services.
If you are not happy with conduct of the contractors, or the
standard of their workmanship, please contact the Contact
Centre, or contact the Association’s Complaints Officer, who
is based at our St Asaph Head Office.

How long will the repair take?
Our aim is to undertake repairs reported to us in the quickest
possible time. To help us do this, we have established a
priority system to make sure that the more serious the repair,
the quicker it is put right.
Repairs are grouped into the following priority categories:
Priority 1 - An emergency repair requiring a response within
24 hours. A repair will come under this category if it is required
to avoid danger to health, a risk to the safety of Tenants and
their families, or serious damage to buildings.

This can include serious flooding, burst pipes, no cold water,
no heating, blocked toilets, work to prevent a danger to
health and safety, temporary repairs to make good either
storm damage or fire damage, repairs to door locks where
there is only one entrance into the Tenancy and making
properties secure. A 12 hour option for Care and Support
Schemes for ‘vulnerable’ groups is available.
Priority 2 - An urgent repair requiring a response within
five working days. This will include electrical repairs that are
not dangerous, slating and roof work, repairs to taps, soil
and waste pipes, internal water leaks, blocked gullies, door
locks and inspection for such problems as dampness, timber
defects etc.
Priority 3 - A more routine repair is one which can be classed
into two groups:
• Category 1: This category will cover all other repairs and
maintenance items except the very minor, and will be
carried out within 28 calendar days.
• Category 2: This category covers the most minor maintenance
items and may be batched to enable the Association to get
the best price for that repair. If a decision is made to batch
your repair, you will be advised of this when you report
your repair.
In order that an appropriate appointment can be made for
access to carry out the repair, we do request that you can
give as much information as possible to ensure that a mutually
convenient appointment can be made. The contractor who
has been given your repair will either contact you directly, or
post a card through your letterbox asking you to contact them.

Our contractors have signed up to a Code of Conduct to
ensure that the works are carried out with minimum disruption
to our Tenants. They are required to:
• Introduce themselves to you and show proof of identity.
• Explain the nature and purpose of the job.
• Behave in a proper and professional manner at all times,
refraining from smoking, using bad language and playing a
radio in your home.
• Take care of your property.
28 Days - For non-urgent works the Association operates
an AM/PM appointment system and will endeavour to
make contact with prior to the target date, either by text or
telephone.
If the appointment is not suitable then you will need to contact
PenAlyn’s Call Centre to re-arrange this appointment.
If for whatever reason the contractor fails to gain access to
carry out the work you will be left a calling card with a contact
number to ring within 48 hours in order to re-book your
appointment. If the Association does not hear from you then
the contractor will endeavour to call back seven days before
the expiry of the target date.
If the second access attempt fails, then the repair will be
cancelled and the record of the failed access attempts will be
logged on the Association’s housing management system.
5 Days - For urgent works you are required to provide a
convenient time and date within the five day priority time
line in order for the Association to carry out the repair work.

If, for whatever reason the contractor fails to gain access to
carry out the work, you will be left a calling card with contact
number to ring within 24 hours in order to re-book your
appointment. Failure to contact the Maintenance Department
will result in the works being cancelled. A record of the failed
access attempts will be logged on the Association’s housing
management system.
24 Hours - For Emergency works due to the nature of the
priority you will be required to stay at home and allow access
within 24 hours.
If the contractor calls and there is no access then this will be
logged on the Association’s housing management system.
Helpful tips to get your repairs done on time:
• Provide most recent up-to-date contact numbers landline/
mobiles.
• Stay in or arrange for friends or family members to be
present to allow access to contractors. If you need to go
out please contact the Association to inform us and we will
endeavour to re-arrange the appointment.
• Please note that children under the age of 18 are not allowed
to be alone in the property without a parent/adult present.
• Advise PenAlyn’s Call Centre of any time to avoid (e.g.
school runs.)
• Provide as much detail of the repair such as location, make,
model, colour etc, also ask if you can e-mail a picture of the
repair to assist the contractor.
• Please respect the decision of the Customer Liaison Advisor
when prioritising your repair. This decision is based upon
information held in your Repair Handbook, together with
the detail of the repair provided by you.

If for any reason, the contractor confirms when in attendance
that the repair did not warrant a 24 hour response, then the
Association will write to advise you of this and you may
be required to reimburse any unnecessary cost incurred by
the Association in dealing with this repair outside of the
guidelines.

Planned routine repairs
We undertake a rolling programme over a cycle of 5 years
of planned repairs for all our stock of rented properties. This
will include external decoration, it could also involve, where
necessary, replacement of items such as windows, kitchens
and heating systems. We may also include minor repair
items which would be classed under Priority 3, but which
can be dealt with more easily as part of our rolling planned
maintenance programme instead.
This will always be done with your agreement. Should you
require any further information on how we prioritise our repair
service, please contact our Maintenance staff directly.

Providing access for repair
When reporting a repair you will be asked to provide contact
names and details. This information is helpful for enabling
the repair contractors to contact you and arrange suitable
access into your home to carry out the repair.
The normal working times for contractors is between 8:00am
to 6:00pm Monday to Friday. The Association should,
wherever possible, give you at least 24 hours notice of access
being required.

In an emergency the Association may need to gain immediate
access to your home without prior consent, for example where
there are burst pipes, water leaks or gas leaks. If this happens
the Association will try to contact you as soon as possible.
In accordance with your Tenancy Agreement, you must give
access to the Association’s employees and contractors at
all reasonable hours during the daytime. Failure to provide
access to carry out repairs and essential maintenance may
result in legal action being taken against you to obtain access
via the courts. In these cases Clwyd Alyn will seek to recover
its legal costs from you.
Please remember that for your own safety and security before
allowing any person into your home, you should always ask
to see the caller’s identification card and check their identity
carefully. If you are unsure do not allow them access. All Clwyd
Alyn and PenAlyn staff and all their contractors are issued with
ID cards and should always have them available when visiting
properties. If the repair is not a Priority 1 emergency repair
you will normally be given the opportunity of making an
appointment for the repair contractor to attend. If, at a later
date, you find that this appointment is not convenient you will
be able to request it to be changed to a more convenient date.

The right to do repairs
We will endeavour to carry out all repairs which are our
responsibility within the time limits quoted above. However,
where we have not done so without good reason, and as
long as you follow the proper procedure, you may be able to
make your own arrangements to have the work done at our
expense.

Details of this procedure are available on request. Please note
that major structural repairs or alterations are not covered by
this procedure.
You will not be able to arrange your own repair, if after writing
to us, you are told:
• That the repair has been done.
• That the repair could not be done as no-one was at home
when we called to do the work.
• That the repair is not our responsibility.
• That the repair requires a specialist engineer (e.g. Telecare/
door entry/building management systems/CCTV etc).
You are also at liberty to follow the grievance procedure
outlined in Section 18 if you have any problems in this area.
In cases where you have undertaken your own repair under
this procedure, you may be eligible to receive an amount in
compensation up to a maximum of £50.00.
Emergency repairs - If you need to report an emergency
repair outside normal office hours or at weekends, you can do
so by ringing
0845 605 0553. Your call will go through to
our Out of Hours Service, who will take details of your repair
and, if necessary, instruct one of our contractors to attend.
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It is important that you give your full name, address and
telephone number clearly, together with brief details of the
repair, and confirmation that someone will be available to let
our contractor in.

REMEMBER, THIS SERVICE IS FOR USE ONLY IN
AN EMERGENCY.

If your repair is not serious, please report it during normal
office hours. This will leave us more time to respond quickly to
real emergencies.

Re-Chargeable repairs
If there is clear evidence that you, your family or friends
wilfully damage, misuse or, through neglect, cause damage
to your property, or its fixtures and fittings, we will re-charge
you the cost of the repair. Malicious damage caused by other
parties should be immediately reported to the police. Where
this is not done, the cost of repair may also be re-charged.
In other circumstances, such as where we would have carried
out a lock change after you had lost your keys, this too would
be the subject of a re-charge.
We will not carry out planned improvement work to your
property, where the Tenant is in arrears and has not maintained
an agreement for 6 months to reduce any outstanding debt
prior to works commencing, or any other payment due to
Clwyd Alyn.

Claiming for damaged contents
You are strongly advised to take out contents insurance
to cover your belongings. This will ensure that if your
possessions are lost, damaged or stolen, your insurance
will pay for their replacement. Should your belongings be
damaged, and it is the fault of Clwyd Alyn, you may be able
to claim compensation from our insurers, though in normal
circumstances Clwyd Alyn is not responsible for Tenant’s
belongings.

If this happens to you, please put your claim in writing to your
Housing Officer, giving full details of the damage and the
costs involved.

Decoration
We will normally decorate the outside of your home, including
communal areas where these are present, every five years.
Where your home is in an exposed location, it follows that
it may need attention sooner than if it is in a more sheltered
area. We will consult you before we plan to undertake the
work. If you wish to decorate the outside of your home
yourself, please make sure you have our permission first,
by contacting your Housing Officer, or by speaking to our
Maintenance staff direct. When you take on your Tenancy you
may also qualify for a one-off decorating allowance for the
inside of your home.
The internal decoration of your home is your own responsibility;
you should keep it decorated to a reasonable standard.
Where you have just moved into a new home, or one in which
improvements have just been finished, please remember that
newly plastered walls take about six months to dry out properly.
You should not attempt to paper them during this time.

Cold weather precautions
Cold winter conditions can cause serious problems to pipes,
cisterns, sinks and basins if they are allowed to freeze. You
should make every attempt to avoid frozen pipes and bursts.

Please bear the following helpful points in mind:
• Check that all your water pipes and tanks are lagged. You
should let us know if they are not.
• Keep your home as reasonably warm as you can.
• If you are going away, even if it is only for a short time, drain
the water system by closing the stopcocks and opening
the taps. In fact, you should follow this advice if you are
going away at any time of the year to avoid the possibility
of bursts and flooding.
• Make sure that you know where the stopcocks are in your
home and check that they work properly.

Burst pipes
If you do get a burst pipe:
• Shut off the water at the stopcock.
• Open all taps to drain the system quickly.
• Switch off immersion heater and central heating system.
• Report the burst as soon as you can. Remember, if this is
outside of office hours, you should ring our emergency
number.

Condensation
Condensation can be a major problem. It is caused by moisture
carried by warm air meeting cold surfaces such as windows
and walls. The vapour is turned back to liquid on contact
and can, over a period of time, cause damage to clothes,
bedding, decorations, furniture and result in unsightly mould
growth.

To try and stop condensation the following points should be
followed:
• Keep your home as warm as you reasonably can, but allow,
if possible, some ventilation, such as keeping trickle vents
open when fitted (trickle vents are the small opening found
on window frames that allow air in).
• Open windows to let steam out when you are washing
and drying clothes, cooking and bathing, and do not dry
clothes on radiators.
• Do not let steam have access to other rooms in your home
by closing the kitchen door when cooking and washing.
• Use your extractor fan where you have one.
• Central heating will help reduce condensation, so leave it
on as much as you can in cold weather.
• Do not have large items of furniture such as wardrobes
and dressers too close to walls. Allow some space for the
proper circulation of air so that cold spots are not created
which can lead to condensation.
• Do not use paraffin heaters as this fuel gives off a lot of
water vapour.

Electricity
Fuses may blow if lights or electrical appliances fail. To
replace a fuse:
• Switch off the mains supply.
• Unplug the appliance you think has caused the fuse to blow.
• Check the fuses in the fuse box to see which one has blown.
• Replace with one of the same rating. i.e. 5 amp, 15 amp
or 30 amp. Then;

• Switch on the mains supply.
If the fuse blows again, contact us without delay as there may
be a fault in the electrical system.
Circuit breakers are installed in some properties instead
of fuses. These are switches which automatically turn the
electricity off in circumstances which would have caused a
fuse to blow.

Having to move during repair/
refurbishment work
There may be occasions, while repair or refurbishment works
are carried out, when it is not possible for Tenants to remain in
the home. When this happens, the Association will visit Tenants
or explain the situation. We can also discuss whether the move
will be permanent or temporary, assess the type of alternative
accommodation required and availability.
The Association may pay compensation to the Tenant in
accordance with the Decant Policy. In many cases, Tenants
will be entitled to compensation in the form of home loss
and disturbance payments. Home loss payments are made
if the Tenant is required to move permanently from their
home. Disturbance payments are for the cost of removals
and relocation to an alternative home. The Decant Policy
details costs which can be included and how they should be
paid by the Association. Where it is necessary for a Tenant
to move to alternative accommodation on a temporary basis,
the Association would not expect the Tenant to pay more rent
than for their usual home. For further information and a copy
of the Decant Policy, please contact your Housing Officer.

Lettable standard for empty properties - To ensure our
empty properties are in a suitable condition for re-letting
to new Tenants, the Association has set a minimum lettable
standard that all properties must meet before they are re-let.
We have produced a leaflet, ‘Void Standard’ setting out the
details of the lettable standard and this leaflet is provided
with all offers of Tenancy. If you would like a copy of this
leaflet, please contact a Customer Liaison Advisor.

Annual Gas Servicing and Safety Check
Programme
We are responsible for the annual gas safety check of
appliances owned and installed by us.
Under the Gas Safety (Installation and Use) Regulations 1998
we must:
• Ensure that we use only GAS SAFE registered engineers to
carry out work on gas installations.
• Not permit a gas appliance to be used if we suspect it to
be unsafe or inadequately ventilated.
• Undertake an annual safety check on gas pipework and
Landlords owned appliances.
• Keep records of all inspection defects and actions taken.
• Provide Tenants with records of gas servicing or safety
checks.
As a Tenant - You must allow your Landlord access to the
property to carry out maintenance and safety checks on
appliances and/or flues that we provide for your use.

Failure to provide access is a breach of your Tenancy
Agreement and will result in legal action to obtain access
and/or possession of your home. Any legal costs incurred to
obtain access will be your responsibility.
If you decide to install your own gas fire, permission must be
obtained from Clwyd Alyn and the works be carried out by a
competent GAS SAFE registered engineer.
You must ensure that gas appliances you own are regularly
maintained and checked by a GAS SAFE registered installer
at least once every 12 months. If you are in any doubt about
the safety of any gas equipment it should be turned off and
not used until checked.

Why it is important to check that gas
appliances are safe to use?
Most gas appliances need a chimney or flue to remove the
fumes. They make sure that the fumes from the gas appliance
are not mixed with the fresh air you need to breathe.
Gas appliances need air to burn safely. With enough air,
gas appliances produce carbon dioxide and water in safe
amounts, which are normally taken away by a chimney or flue.
However, a gas appliance will produce carbon monoxide if
there is too little air or the chimney or flue is blocked.
Carbon monoxide gas is highly poisonous both to people and
animals. It is difficult to recognise because it has no colour,
smell or taste. The danger signs from a gas appliance are stains,
soot or discolouring around the top of a gas fire, at the top of
a gas water heater, or boiler. A conventional gas appliance
should have a normal blue flame - not yellow or orange.

The symptoms of carbon monoxide poisoning are similar to
those caused by other illnesses, such as colds or flu. However,
if you suffer from unexplained headaches, chest pains,
muscular weakness, sickness, diarrhoea, stomach pains,
sudden dizziness when standing up, or general lethargy
after using a gas appliance, stop using it. Report it to the
Association and go to the doctor.

Useful dos and don’ts
Do:
• Familiarise yourself with the gas appliances in your home.
• Allow the Association’s contractors access to service maintain
gas appliances in your home.
• Familiarise yourself with your gas meter and know how to
turn it off in an emergency.
• Obtain a fireguard if there are young children or elderly
people in your home.
Do not:
• Paint or adapt any gas fire or boiler case in your home.
• Install a ceiling fan in a room containing a fire without first
obtaining permission.
• Tamper with any internal controls of a boiler.
• Dry clothes in or around the fire or boiler.
• Sleep in a room where there is a gas fire or back boiler unit
installed.
• Block any air vents. This will shut out fresh air that your gas
appliance needs to burn safely.

How we make sure that gas appliances
are safe to use
We have an annual programme to visit all properties with
gas pipework or gas appliances to check they are safe to
use. We only use GAS SAFE registered engineers to carry out
inspections or work on gas appliances.
We service and maintain all gas appliances installed by the
Association. In addition, we check all gas pipework to make
sure there are no leaks.
Where a gas appliance is suspected as being unsafe or
inadequately ventilated, it is isolated to prevent it from
being used. In addition, a warning notice is attached to the
appliance.
The gas engineer records the inspection or what work has
been carried out and leaves a copy of the report with the
Tenant. A copy of the gas service or safety check is also issued
before the start of a new Tenancy.

What work is undertaken to service a
gas appliance
A GAS SAFE engineer’s initial examination, includes:
• Checking the room ventilation.
• Checking the location of the flue.
• A visual check for stains, soot or discolouring of the gas
flame, which indicates it is a faulty appliance.
• A visual check on the electrical installation.

Servicing a gas appliance includes:
• Isolating the gas and any electrical supplies to the appliance.
• Removing any dust or deposits from within the appliance
casing as necessary.
• Checking the condition of any electrical connections,
cleaning as necessary.
• Cleaning the internal components and checking their
condition for any signs of cracking or damage.
• Easing any stiff control taps as necessary.
• Checking the flue for any obstructions and ventilation.
• Reconnecting the appliance to the gas and electrical
supplies.
• Testing all disconnected gas joints for leaks.
• Setting the appliance to burn efficiently.
• Advising the customer of any further work required.

What you can do to assist with the gas
servicing or a safety check programme
• The most important thing you can do is allowing access
to your home for a gas service or safety check to be
undertaken.
• If you are unavailable when the engineer visits, contact us
to make an appointment on
0800 970 7272.
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• Make sure that you keep any appointment.
• Treat your gas appliances with respect by ensuring they
are serviced each year.

Gas leaks
If you suspect you have a gas leak in your home, you should:
• Not smoke or strike matches.
• Put out any cigarettes or naked flames.
• Not operate electrical switches, mobile phones or door
bells. They can cause sparks.
• Turn off the gas supply at the meter.
• Open all doors and windows to ventilate the affected rooms.
• Keep people away from the affected area.
• Act immediately by contacting the National Grid Emergency
0800 111 999.
Freephone on
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Code of conduct for contractors summary for Tenants
This summary explains what is expected from any company
or individual working on behalf of Clwyd Alyn.
• Contractors should always show identification, which should
include a current photograph, before attempting to gain
access to your home.
• Contractors must not allow other people into your home
without your permission.
• Contractors should be tidily dressed, respectful and polite.
They should avoid commenting on work to be done, and
should avoid raising Tenants’ expectations.

• All work should be carried out during normal working hours,
i.e. Monday to Friday between 8:00am to 6:00pm unless
other arrangements have been made or emergency work
is needed. You, or someone you have chosen, should be
present while work is carried out.
• Clwyd Alyn is committed to equality and diversity and will
not tolerate any discriminatory behaviour by any party.
Any allegation of this will be investigated thoroughly and
further action taken if necessary.
• Contractors should not discuss anything confidential with
you, either about Clwyd Alyn’s business or staff, or about
another Tenant or property.
• Clwyd Alyn insists that any work its contractors undertake
does not adversely affect your health and safety or anyone
else’s. Materials and equipment should be kept safe and,
whenever practical, rubbish will be removed at the end of
each working day or stored in a safe manner.
• Extra care should be exercised when working near children,
older people or the disabled, particularly with regard to
keeping the property warm, comfortable and secure
as possible. Contractors should not cause you, your
neighbours or the general public undue nuisance, (e.g. by
playing a radio, smoking or using offensive language).
• Works vehicles must only be parked in authorised parking
areas, giving due consideration to other road users and
must not be parked on grass verges or footpaths unless
prior consent has been given by the contract administrator
at Clwyd Alyn.
• Contractors must give you notice where it is necessary to
disconnect services or limit access or the use of amenities.
This should be kept to a minimum.

Contractors must not use your telephone without your prior
permission and they should reimburse you for any gas,
electricity or telephone used (unless they have received
your consent). Such use shall never exceed £5.00 in value.
• Any damage caused by the contractor will be investigated
and if found to have been avoidable, will be made good at
the contractor’s expense.
• Any work carried out privately for you by a contractor
who happens to be on our nominated list, must be on
a completely separate basis and Clwyd Alyn has no
responsibility for this. Tenants are strongly advised to
notify the Association of any such work to be carried out. If
there are problems of any nature, Clwyd Alyn must be told
immediately. Please contact a Customer Liaison Advisor
and tell them whether the work you are having done is a
planned refurbishment (e.g. a new kitchen or bathroom) or
a repair. If the matter is still not resolved, you can use the
Association’s complaints procedure if you wish.

What happens if you are not at home
when the repair contractor calls?
If you are not at home when the repair contractor calls, an
‘out card’ will be left to advise you of their visit and their
attempt to carry out the reported repair. If the repair was
ordered as a 24 hour Priority, the ‘out card’ will advise you
that the job will be cancelled and you will need to contact the
Freephone number
0800 970 7272 or
0300 343 7272
for cheaper mobile calls.
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If the repair has been ordered as a lesser Priority the ‘out
card’ will advise you that you need to telephone the repair
contractor within 24 hours to re-arrange access for their
operatives. Failure to do so, will result in the job being
cancelled.
If the repair has been ordered as a Priority Three or Four,
the ‘out card’ will advise you that you have a period of only
five days to contact the repair contractor and give access to
their operatives. Failure to do so will result in the job being
cancelled.
If you are not available for a pre-planned appointment, you
are likely to be recharged for this visit.
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Tenant Participation
Tenant Participation
We have a Resident Involvement and Community Development
Strategy, the aim of which is to enable the involvement of all
Tenants in the work, activities and decision making processes
of Clwyd Alyn Housing Association. The strategy will:
• Provide a range of options to allow Tenants to participate.
• Ensure that Tenants, their representatives and Tenant
organisations are given sufficient support to participate.
• Encourage and develop Tenant representatives and
organisations.
• Contribute to the delivery of quality services to all Tenants.

Why is Tenant Participation important?
Unless you tell us about the issues that affect you and your
neighbours, we cannot plan properly for improvements
to your home or the other services we provide. By getting
involved, you will have a better understanding about your
neighbourhood and the services you receive from us and
what needs to be done to improve them.
This is your chance to influence the decisions made by
Clwyd Alyn Housing Association.

Getting Involved
There are lots of different ways for you to get involved and each
one offers different levels of involvement. At the minimum
level, this can be as easy as filling out a postal or e-mail survey
once or twice a year, through to running an active community
group right up to becoming a Tenant Board Member.

How you get involved is up to you
We recognise that everyone has different priorities and some
will have more time to spare than others, so we have listed a
range of different ways below in which you can get involved
at a level and pace to suit you.
Information - You might just want to be kept informed about
what is happening in Housing Services. You can stay informed
by:
• Reading our newsletter which is published at least twice a
year and is also available on our website.
• Coming along to public meetings.
• Reading information leaflets and letters we send out.
Participation - You might want to be told about new proposals
and to have your views taken into account, you can do this by:
• Having your say at public meetings.
• Filling in questionnaires we send out to you either through
the post or e-mail.
• Attending Customer Service Panels, these allow you to
get involved in particular service areas that you may be
interested in.

• Going on estate walkabouts, where Officers meet with
Tenants in your communities to discuss the issues important
to you.
• Become a mystery shopper.
• Become a Quality Partner (Tenants who have been trained
to inspect Landlord services).

Tenants Associations
We encourage the development of Tenants Associations in
all areas. These provide opportunities for Tenants to come
together to discuss matters of mutual concern and collectively
decide how to take these forward.
Tenants on a particular scheme, estate or indeed a larger local
area may wish to join together to form an Association to:
• Campaign for something better for their homes or
neighbourhood.
• Have a say in the services Clwyd Alyn provides.
• Campaign on local issues such as school closures, lack of
play facilities, a new development in the area, or any other
issue of concern.
• Organise social events and encourage community spirit.
Clwyd Alyn positively encourages the involvement of our
Tenants in the decisions which affect the way the services we
provide are managed. To this end we welcome the formation
of Tenants’ Associations, through the provision of practical
advice and training, together with financial assistance for
recognised groups. To receive more details on how to form
a Tenants Association, please contact your Housing Officer.

The Association also recognises the Clwyd Alyn Residents
Alliance who represent the wider Tenant population and who
work with Clwyd Alyn on your behalf to help improve services.
Again, they can be contacted by telephone on
07866
691769 or by e-mail at caraoffice5@gmail.com.
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Tenant Representation on the Board
of Management
Clwyd Alyn is controlled by a Board of Management consisting
of unpaid members who offer their time on a voluntary basis.
Members come from a wide range of backgrounds bringing
considerable expertise and experience to assist the work of the
Association. The Board of Management encourages Tenant
Participation and includes; as full members two Tenants who
have been elected by the wider Tenant population to sit on
the Board.

Service Improvement Committee
The Service Improvement Committee is a Tenant led
committee which sits directly below Clwyd Alyn’s Board of
Management. As well as providing a forum for the Board of
Management to seek the views of Tenants, it also:
• Reviews policies, strategies and other issues directly affecting
Tenants.
• Makes recommendations to the Board on any Tenant matter.
• Scrutinises how well the Association is performing as a
Landlord.

Training and Support
Encouraging and supporting Tenant Participation is part
of the role of all staff, however, our Resident Involvement
and Community Development team has the specific task
of supporting the development of individual Tenants who
want to get involved, as well as helping them set up Tenant
Associations and to keep them running.
Training is available to help Tenants become involved and
financial grants are available to set up or support groups.
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Consultation with
Tenants
We are committed to consulting you on any major changes in
our service provision which affects your home. We also want
your views on how well we are performing as your Landlord
and on whether we could do things better. Our commitment
in these areas is an important element of our policy to involve
our Tenants through our comprehensive Resident Involvement
and Community Development Strategy.
The way we consult you will vary depending on the nature of
the issue to be addressed. Normally we will use one of the
following methods as appropriate:
• By letter.
• By personal visit and meetings where the number of
Tenants is small.
• By holding a general meeting when the proposals will be
explained and discussed between the Tenants and our staff.
• By meeting with a formally recognised Tenants’ Association.
• Tenant surveys.
• Annual Tenants’ Conference.
• Estate walkabouts.
• Consultation with the Clwyd Alyn Residents Alliance.
• Customer Service Panels.

You do not have to wait for us to consult you on any issue.
Should you want to approach us, either individually or as a
group, about any part of our service to you, or our policies
in general, please feel free to contact us. We are happy to
consider any changes in the service we provide which will
result in improvements.
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Services for Older
Tenants
The information contained in this Handbook will be as relevant
to you, if you are a Tenant in one of our schemes designed
for the over 55’s, as it will be for all our Tenants. However,
we recognise that older people and others needing more
specialised services, may require some additional support
and information. This section of the Tenants Handbook is,
therefore, specifically for you, and supplements the advice
given elsewhere in the book.

Housing for older people
Housing for the over 55’s ranges from sheltered homes with
a Resident Warden/Scheme Manager to schemes which are
solely linked through to a central control centre called the
Careline.
Careline is provided on our Sheltered schemes to ensure 24
hour emergency cover when your Warden/Scheme Manager
is not available. The Careline system is explained in greater
detail later in this section.

The role of the Warden/Scheme Manager
Where you are a Tenant in a sheltered scheme, your Warden/
Scheme Manager’s main role is to keep a friendly eye on you
in case of accident or illness. He or she also keeps a check on
the building, and ensures that repairs are reported quickly.

Here is a helpful check list to guide you on the ‘Do’s and
Don’ts’ of a Warden/Scheme Manager’s role:
He or she WILL be responsible for:
• The general welfare of all Tenants at the scheme.
• Dealing with emergencies.
• Reporting scheme related maintenance problems to Clwyd
Alyn.
• Ensuring the security of the building.
• Encouraging Tenants to participate in social activities such
as coffee mornings, lunch clubs and other social events.
He or she will NOT be responsible for:
• Giving nursing services.
• Shopping or collecting pensions or prescriptions.
• Answering the door or taking telephone messages for you,
except in an emergency.
• Providing any sort of home help service.
Your Warden/Scheme Manager can offer support and guidance
if you need to arrange additional help or nursing service.

Telecare
Telecare is a range of equipment which can be used to help
vulnerable people stay safe in their own homes for longer.
Telecare includes an emergency alarm system which is fitted
to each flat in a scheme. In a sheltered complex where there
is a Warden/Scheme Manager employed, the system allows
you to get in touch with the Warden/Scheme Manager if, for
instance, you feel unwell.

Your Warden/Scheme Manager will also normally contact you
once a day to make sure that you are alright. When he/she is not
on site or is off duty, the system is switched over to be a central
control centre which is manned 24 hours a day. Central control
staff are trained to deal with emergency calls and summon the
necessary help by contacting either the emergency services
or named keyholders. These will be a close relative who lives
nearby who holds a key to your home on your behalf.
It is important that all keyholders details are kept up to date and
that any changes in circumstances are notified without delay to
your Housing Officer or Warden/Scheme Manager where you
have one, to ensure your continued safety and security.
On all other schemes which have an emergency alarm facility,
the system should always be used in the first instance to
summon help in the case of emergency.

Communal facilities
What communal facilities your scheme has will vary depending
on its size and also, as a general rule, whether it has a Warden/
Scheme Manager. You will find that your scheme may have
one or more of the following:
Guest Room - This can be used by relatives or friends
visiting Tenants for short periods of time. Where more than
one Tenant wishes to use the guest room at the same time,
priority will be given to the most urgent case. If your scheme
has a guest room you would like to hire, please contact your
Warden/Scheme Manager for further information.
Communal lounge - This is provided for Tenants to use for
social activities, or simply as a place to meet and chat.

Where this facility is provided in our sheltered schemes, it
is possible to hire the lounge for outside activities. Please
contact your Warden/Scheme Manager for further information
on this.
Kitchen - Where this is provided, it will usually be attached
to, or near the lounge. It is possible to hire the kitchen
facilities along with the lounge for an additional charge. As
above, your Warden/Scheme Manager will be able to give
you further information on this.

Services to Tenants with other
specific needs
Wherever possible when we are building new homes, these
are designed to cater for the needs of Tenants and their
families who have limited mobility. For instance, you will find
ramped access to the front door, and doorways in general are
made wider so that wheelchair users can have easy access
throughout the house.
Whilst these are just two examples of the kind of provision
which can increase mobility in our properties for Tenants who
are not able bodied, we also try to provide, where we can,
bungalows on new schemes to meet the needs specifically of
disabled applicants for housing.
Additionally, your local authority may be able to provide
Disabled Facilities Grant funding should your home need
some form of adaptation to meet your particular disability.
This will be especially relevant if you are a Tenant in one of
our older properties which, at the time we acquired or built
it, was not designed with current mobility standards in mind.

The Role of the Floating Support Officer
Clwyd Alyn employs a number of Floating Support Officers.
Their role is to provide temporary additional support to the
Housing Officers, helping Tenants with a special need, or
who are in a particularly vulnerable position.
Examples of instances where a Floating Support Officer
would become involved are as follows:
• Supporting people with learning difficulties.
• Supporting people with physical disabilities.
• Supporting people with mental health problems.
• Supporting people suffering from alcohol and drug
dependency.
• Supporting people with chronic illness, including AIDS and
people who are HIV positive.
• Helping single homeless people requiring support.
• Supporting people requiring help in areas such as budgeting
and debt counselling.
This is not an exhaustive list. Should you want further
information, or feel that you might benefit from having the
involvement of a Floating Support Officer, please contact
your Housing Officer in the first instance.

Independent Living
Independent living in one of our Extra Care Schemes, is an
innovative way for older people to think about their home-life.

On the one hand it provides an opportunity for you to live
completely independently in your own apartment; on the
other it provides all the support and care necessary to give
you peace of mind.
• You have your own front door and you choose who comes in.
• You have security and peace of mind.
• You have control over your finance.
• Your choices and privacy are respected.
• Couples and friends can stay together.
• Care and support is available, subject to assessment.
• You have no maintenance worries.
• The independent living scheme is fully wheelchair accessible.
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Home Ownership
The Right to Buy, Statutory Purchase
Grant, Voluntary Purchase Grant,
Voluntary Sales Policy and other
Home Ownership Initiatives
There are a number of pathways to Home Ownership which are
available to Tenants. Different schemes will apply to different
Tenants and these schemes will be subject to change due to
funding constraints.
If you are interested in Home Ownership please contact the
Leasehold and Marketing Team who will be able to discuss
the options available within your area on telephone
0800
183 5757. Also keep up to date with the ‘Homes to Buy’
section on the Clwyd Alyn website.
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Making improvements
to your home
You have the right to make improvements or alterations
to your home. However, you must first get our permission
formally in writing before you start any work. Your letter
should give full details of what you want to do, the type of
materials to be used, and that the person to undertake the
work is competent.
Whilst we will not unreasonably withhold permission, we will
not agree if your proposed works, in our opinion, are likely to:
• Make the property less safe.
• Result in any cost implications for Clwyd Alyn.
• Reduce the value of the property.
If you disagree with our reasons for refusing your request, you
may use our grievance procedure outlined in Section 18.
In cases where we grant permission, we may also set certain
conditions, such as:
• A good standard of work being achieved.
• You obtain, where necessary, the formal planning and
building control approvals, before work is carried out.
• Our Maintenance Officer being allowed to inspect the work
either during or after the improvements have been carried
out.

Remember, sub-standard improvements could leave us no
option other than to require that you put the work right, or
to charge you the cost of putting it right ourselves. There
will be no increase in the rent as a result of improvements
or alterations you are allowed to make. Improvements which
you carry out may qualify you for compensation when you
end your Tenancy. Please contact your Housing Officer for
further information.
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Care for the
Environment
By taking some simple actions you can help protect our
environment and at the same time save money!

Use less electricity and gas
Around a quarter of all carbon dioxide emissions released
into the air come from energy (gas, electricity or solid fuel) we
use in our homes. Carbon dioxide (CO2) is one of the main
gases that is causing global warming and climate change.
How you can save money and reduce emissions:
• Fit energy efficient light bulbs. They cost a little more to
begin with but they last much longer and use much less
electricity.
• Switch off lights in any rooms you are not using and do not
leave lights on overnight.
• Use your fridge and freezer efficiently, and;
- Do not position them next to a cooker or radiator.
- Do not leave the doors open longer than necessary.
- Let food cool down before you put it in the fridge or
freezer.
- Fill any empty space you are not using. You can do this
by wrapping files of newspaper inside plastic bags.
• Where possible buy A-rated electrical goods as they save
energy.

• Switch off electrical goods such as your TV, video, DVD or
computer at the socket. This is because they continue to
use up electricity when they are left on standby. For the
same reason, do not leave mobile phones or other items
on charge. When they have finished charging switch off the
charger at the socket.
• When boiling the kettle, only put in as much water as you
need.
• Turn your heating down. Every one degree you turn it down
will cut your heating bills by about 10 percent.
• When washing clothes, put a full load into your machine
and use an economy or low temperature programme.
Whenever possible dry your clothes on a washing line
outside.

Recycle waste
Most of the rubbish we create goes into ‘landfill’ sites where
it is buried. We can reduce this by sorting out the items that
can be recycled.
• Most councils have arrangements for collecting newspaper,
cans, plastic bottles and glass. They may provide bags or
bins for you to put out for collection or they may have
recycling points near a local supermarket or car park.
• For the garden you can get (or make) a compost bin.
• If you are throwing out old clothes, books or other items
you can take them to a local charity shop or a fundraising
sale. Someone else may want what you are throwing away.
• When you go shopping take your old plastic bags to reuse
rather than buying new ones.

• Eight million nappies are put into landfill sites every day.
They take hundreds of years to decompose. Why not use
towelling ones at home and just use the disposable ones
when you are on holiday and away from the home? It will
save you money too.

Save water
• If you have a garden, collect rainwater in a water butt and
use this to water your plants or wash your car.
• Try to take showers instead of baths.
• Don’t leave the tap running while you clean your teeth or
wash up.
• Wait until you have a full load of washing before using
your washing machine.
• If you wash your car at home, use a bucket - not a power jet
or hosepipe. Most car washes at garages recycle their water.

Reduce heat loss
• Fit draught excluders around doors, window frames and
letterplates if they do not fit properly. Also, fill gaps under
skirting boards with beading or mastic sealant.
• Close curtains at dusk.

Composting
You can put in soft garden waste such as weeds, lawn mowings
and non-cooked kitchen waste (vegetable or fruit peelings,
egg shells, dead flowers). You also need to shred newspaper,
and soft cardboard, such as egg boxes, to stop the mixture
getting too wet.

After about nine months you should be able to use the mixture
in plant pots or on your flower beds. We strongly recommend
that you compost as much as possible.
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Additional Useful
Information
Security
Unfortunately, burglaries are a common problem faced by all
house-holders. There are measures you can take to reduce
the risk of someone breaking into your home:
• Never let anyone in unless you know who they are.
• Always insist on seeing an identity card from anyone
claiming to be on official business. All Clwyd Alyn staff and
our contractors carry identity cards with their photographs
on them. Do not allow access unless these are provided.
• Make sure you close all windows and lock all doors when
you go out.
• Do not leave notes for friends and relatives or callers which
advertise the fact that you are out.
• Never leave your key in an obvious place such as under a
mat or on a string inside the letter box.
• Cancel milk, newspapers and other deliveries when you go
away.

Bogus callers and distraction burglaries
Most people who call at your home do so for genuine reasons,
but we want to make sure everyone knows what to do to
help prevent problems with bogus callers and distraction
burglaries.

Most reputable companies will let you know in advance if
somebody is going to call. Clwyd Alyn certainly aims to do this.
However, if you are not sure keep the caller out. Our advice is:
• Put the door chain on when considering opening the door.
• Don’t be fooled just because somebody looks smart or is
wearing a uniform. Many bogus callers can be very convincing.
• Always ask to see an identity card. Do not telephone a number
given to you by the caller, for example one on an identity card,
look up the company and telephone the number registered.
• If you have ANY doubts, don’t let the caller in. Reputable
companies will always be understanding about this.

Keys
Clwyd Alyn does not keep spare keys to your home. If you lose
your key and we have to force entry, you will be re-charged for
the costs of providing a new lock. It is advisable to make sure
that a friend or relative, who can be easily contacted, has a
spare set of keys in case you do get locked out of your home.

Safety in your home
Fire
By taking the following precautions you can help reduce the
risk of a fire in your home:
• Be careful with cigarettes.
• Keep matches away from children.
• Do not prop open fire doors.
• Close all doors at night.
• If you have a coal fire, use a fireguard, especially when young
children are about.

• Keep a careful eye on cooking fat and chip pans and remove
from the heat when you have finished.
• Agree a plan with your family about how you would get out
of the house if there was a fire.
• Make sure you have put out all candles.
• Don’t dry clothes over heaters.
• Do not store paraffin, Calor Gas, petrol or any other materials
that could explode or catch fire in your home.
Prevent carbon monoxide fumes
• Keep rooms well ventilated - make sure vents are not
obstructed or closed.
• Only use appliances marked with the British Standard
KiteMark.
• Only use Gas Safe registered gas installers to connect and
service your own gas appliances.
• We must, by law, carry out a gas safety check on all gas
appliances we have supplied in your home once a year. You
must allow us into your home to do this check - remember it
is to protect you and your family.
Electricity
• Switch off and unplug electrical appliances when not in use.
• Check that plugs are wired properly and that you are using
the right fuse for each appliance you have.
• Check flexes regularly and replace worn ones.
• Do not run flexes under carpets or rugs.

Electrical safety
• Disconnect the electricity supply to any faulty switch or socket
and unplug any faulty appliances.
• Don’t touch bare wires. Turn off the electricity at the mains
consumer unit.
• Don’t touch anything electrical if it is wet. Turn off the
electricity at the mains and don’t use again until it is
completely dry.
• Don’t overload sockets. Use a multi-plug extension rather than
an adapter.
• You must not make any changes to electrical fittings or
wiring without asking our permission. Any change must be
done by a properly qualified electrician.

Handy Hint - Care of the Home
Home contents insurance - A domestic crisis can quickly
turn into a disaster if you are not insured. You need to take
out insurance to cover damage to, or theft of, your personal
belongings, carpets, furniture and other household contents
and decorations. As an example, if your bath overflows or
your washing machine floods, we are not responsible for any
damage this causes to the property. However, you may be able
to claim back the cost of the repair from your insurance.
You should check that your policy covers:
• Broken glass.
• Replacement of stolen or broken items at today’s prices.
• Accidental damage.

Handy Hint - Clearing a Blocked Waste
General advice
• Blockages in basins and sinks are usually caused by the
build-up of waste in the trap: fat, tea leaves, hair, cooking
oil etc. You need to clear wastepipes and traps at least
once a month with a domestic cleaning product. Always
follow the instructions carefully. Do not use caustic soda as
it destroys plastic fittings.
• The trap always holds some water which stops air or foul
smells coming up the drain. However, waste can build up
and become stuck in it.
• Blockages in toilets are usually caused by unusual objects:
nappies, toys or toilet fresheners. You must not use toilets
as rubbish or waste disposers.
What to do
You need:
• A bowl or bucket.
• A jug or cup to be used as a scoop.
• A wet rag or dishcloth.
• A plunger - for the toilet, you can use a toilet brush or mop.
• Protective gloves.
To unblock a bath, basin or sink
• Scoop out most of the water.
• Hold the rag tightly over the overflow opening.
• Place the plunger over the plug hole and pump it up and
down rapidly.

To unblock a toilet
• If the pan is already full, remove some of the water into a
bucket using some form of scoop (e.g. a jug or cup).
• Push the brush or plunger to the bottom of the pan.
• Pump it up and down vigorously about 10 times. This creates
a vacuum and pressure, which may shift the blockage.
• Flush the toilet to see whether the blockage has gone.
You may need to repeat this process several times before the
toilet flushes normally. If there is no improvement, you should
contact PenAlyn’s call centre on % 0800 970 7272.
Thoroughly wash your hands and all equipment after you
have finished.

Handy Hint - Resetting a Trip Switch
If your lights or power go off, it means your trip switches are
working properly. You can find out what caused the problem
and sort it out quite easily.
General advice
• Modern electric circuits are fitted with circuit breakers called
trip switches. If a fault develops, a switch is tripped and the
circuit is broken.
• All the fuses or trip switches are located in the consumer unit.
Some consumer units have buttons rather than switches.
• A trip switch or button usually operates because:
- There are too many appliances on a circuit and it is
overloaded.
- An appliance is faulty or has been misused, for example a
kettle which has been over-filled or a toaster not cleaned.

- Water has leaked into a circuit or spilt onto a plug.
- A light bulb has blown.
- An immersion heater is faulty.
• If one of your electrical appliances is faulty, leave it unplugged
and get a qualified electrician or service engineer to check it.
• If a wall or ceiling light is faulty, keep it switched off (put
some tape over the switch) and contact your managing agent.
• Make sure your hands are dry when you touch electrical
fittings.
To reset a trip switch/circuit breaker
(This advice only applies to modern consumer units. If you
have an older ‘fuse board’ type with rewirable cartridges, do
not touch it and contact us immediately).
• Open the cover on the consumer unit to expose the trip
switches/buttons.
• Check which switches/buttons have tripped to the ‘OFF’
position and which rooms (circuit) have been affected.
• Put these switches/buttons back to the ‘ON’ position.
If the trip goes again
It is probably being caused by a faulty appliance or light.
You need to identify which circuit is being affected and which
appliance on that circuit is causing the problem:
• Check all rooms and note which set of lights or sockets is
not working.
• Unplug all appliances on the problem circuit and switch off
the immersion heater.

• Switch the ‘tripped’ switch to the ‘ON’ position (press in if
it is a button).
• Plug in the appliance or switch on each light one at a time
until the trip goes again. Do not use adaptors or multi-plug
extensions when testing appliances.

Handy Hint - Condensation
What is condensation?
• It starts as moisture that is produced by cooking, washing
or drying clothes indoors on radiators.
• This moist air condenses on cool surfaces such as walls,
mirrors, wall tiles and windows and even some clothes.
• When the moist air is warm it rises and often ends up on
ceilings and in upstairs rooms and then forms mould.
If mould forms:
• Wipe the mould off immediately with water. Do not use
washing up liquid.
• Apply a recommended product available from a hardware
or DIY store. Always follow the instructions carefully. Do not
use bleach.
Preventing condensation
Condensation can occur in any home. You can take steps
to prevent it.
Control excess moisture
• Close kitchen and bathroom doors to prevent steam going
into other colder rooms.

• Open windows when cooking or washing so that steam
can escape, or use an extractor fan if you have one fitted.
Leave these on for a while (up to 20 minutes) after you have
finished cooking or washing.
• Open some windows in other rooms for a while each day
and open any trickle vents fitted in your window frames.
This allows a change of air.
• Wipe down surfaces where moisture settles to prevent
mould forming.
• Do not block air vents and allow air to circulate around
furniture and in cupboards.
Produce less moisture
• Dry clothes outdoors whenever possible, otherwise use
well ventilated rooms.
• Cover fish tanks and remember houseplants and pets
also produce moisture.
• Cover pans when cooking.
• Vent any tumble driers to the outside.
Keep your house warm
• Take steps to prevent heat loss.
• Maintain low background heat when the weather is cold
or wet. This doesn’t necessarily cost more than switching it
on and off.

Fuel Costs
When you sign for your Tenancy, you can discuss the best
method of payment which suits your particular circumstances
with your local gas and electricity companies. There are
various methods of payment, such as saving stamps, budget
accounts, gas tokens, payment and electricity card meters.
However, should you get a bill which you feel you cannot
afford, you should contact the electricity and/or gas companies
without delay, before you miss any payments. They will be
able to provide you with advice and assistance on more
suitable payment methods as described above. Alternatively,
a Citizens’ Advice Bureau or local Welfare Rights Agency will
be able to offer advice and representation where necessary.

Christmas Decorations
Permission is required prior to fixing the above to the exterior
of your property. Please put your request in writing to your
Housing Officer. After the Christmas period, any decorations
that have been fitted must be removed by the end of January.

Car Parking
Where possible, we try and provide adequate car parking
facilities for your convenience. We can not always do this and
on our schemes where we have only been able to provide
limited communal car parking, this is for the use of ordinary
licensed motor vehicles, on a first come first served basis for
Tenants and their guests. It is not for the keeping of large
vehicles, such as lorries, boats and caravans, without our
prior written consent.

Please ensure that you park considerately and that you do
not cause damage to surrounding communal areas and
landscaping, or restrict access for emergency vehicles.
Similarly, you should not carry out vehicle repairs in the parking
areas, or other communal areas, or within the curtilage of your
property. Neither should you keep untaxed or unroadworthy
vehicles. We will arrange to have these removed and the
owners re-charged if we have to clean up any mess left by
your vehicle in the parking or other communal areas.

Fire Safety Checks
The local Fire Safety Team each in local authority are offering
free fire safety checks. Please speak to your Housing Officer
if you wish to be referred for a home fire safety check.
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Compliments
& Complaints
Clwyd Alyn wants to provide you with the best possible service.
In order to achieve this we would like to know what people
think about our services. We welcome feedback and would
appreciate any comments or compliments you wish to make
about our services or a member of staff.
We know however that things can sometimes go wrong. If you
are unhappy with a service that you have received from us, we
would like you to tell us so that we can do our best to put things
right. After all, we can only improve our service to you if we
know what things aren’t working well. If at any time you feel the
need to make a complaint, we have a formal procedure in place
for you to follow.

Complaints
A complaint is usually about poor service. This could be
because we have done something wrong or failed to do
something we should have done.
Examples of complaints include:
• Where you believe you have not been dealt with fairly or not
in line with our policies.
• Where you believe your repair has not been completed to an
acceptable standard.

Examples of issues that cannot be dealt with through our
complaints procedure include:
• Initial requests for repairs.
• Initial reporting of problems concerning anti-social
behaviour or neighbour nuisance.

How to make a Complaint
You can make a complaint in a number of different ways:
• By requesting a complaint form for completion on
% 0800 183 5757 (local rate)
• By telephoning the Complaints Officer on % 0800 183 5757
(local rate)
• Via the Association’s website at www.clwydalyn.co.uk
• By e-mail on thecomplaintsofficer@clwydalyn.co.uk
• By fax on 01745 538392
• In writing to the Complaints Officer at:
Clwyd Alyn Housing Association
72 Ffordd William Morgan
St Asaph Business Park
St Asaph
Denbighshire
LL17 OJD
We will acknowledge your complaint in writing within 5
working days of it being received and aim to provide you
with a full and final response within 15 working days.

What if you are not satisfied with our
response?
If you are not satisfied with our response, you can have your
complaint reviewed by our Group Chief Executive. You should
contact the Complaints Officer using any of the methods
outlined above to request a review.

Still not satisfied?
If you are not satisfied with the outcome of the Group Chief
Executive’s review, you can complain to the Public Services
Ombudsman for Wales:
• By telephoning % 0845 601 0987 (local rate call)
• Via the Ombudsman’s website at:
www.ombudsman-wales.org.uk
• By e-mail on ask@ombudsman-wales.org.uk
• By fax on % 01656 641199
• In writing to:
Public Services Ombudsman for Wales
1 Ffordd yr Hen Gae
Pencoed
CF35 5LJ

Comments and Compliments
If you have a suggestion on how we can do something better,
then we would welcome your ideas. By letting us know what
you think, you can help us improve the service you receive.
Equally, if we have done something particularly well, please let
us know.

By letting us know what we have done well, you can help guide
us towards providing better services.
All of the means of contact outlined for Clwyd Alyn above can
be used to provide us with comments and compliments.

Help and Advice
Our Complaints Officer is available to take down the details of
your complaint, compliment or comment. She is also available
to guide you through the process of making a complaint, giving
a compliment or putting forward a comment.
All of the means of contact outlined for Clwyd Alyn above can
be used to contact the Complaints Officer.
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Useful Contacts
ALL WALES CONVENTION - www.allwalesconvention.org
ALL WALES DOMESTIC ABUSE AND SEXUAL ABUSE
HELPLINE - % 0808 8010 800 or
www.allwaleshelpline.org.uk
ASYLUM AID - % 0207 354 9264 or
www.asylumaid.org.uk
BROKEN RAINBOW - Lesbian, gay, bisexual, transsexual,
domestic violence - % 08452 60 44 60 or
www.brokenrainbow.org.uk
COMMUNITY LEGAL SERVICE DIRECT - Free
Government - funded Confidential Advice Service % 0845 345 4345 or www.communitylegaladvice.org.uk
CHILDLINE - % 0800 1111 or www.childline.org.uk
CRIMESTOPPERS - % 0800 555 111 or
www.crimestoppers-uk.org
CONWY COUNTY BOROUGH COUNCIL % 01492 574000

CREDIT UNION - % 0333 2000 601 or
www.northwalescu.co.uk
DENBIGHSHIRE COUNTY COUNCIL - % 01824 706101
FLINTSHIRE COUNTY COUNCIL - % 01352 752121
HOUSING DEBT HELPLINE - % 0800 107 1340 or
www.housing-debt-helpline-wales.org
GET CONNECTED (16-25 year olds) - % 0808 808 4994
or www.getconnected.org.uk
HOMELESS LINK/CYMORTH CYMRU - % 029 2055 3687
or www.cymorthcymru.org.uk
HOUSING OPTIONS AND SUPPORT TEAM (HOST)
CONWY COUNTY BOROUGH COUNCIL % 01492 576271
IMMIGRATION ADVICE SERVICE - % 0844 887 0111
or www.iasservices.org.uk
INLAND REVENUE - % 0845 300 0627 or
www.hmrc.gov.uk
JOBCENTRE PLUS - % 0800 055 6688 or
www.jobcentreplus.gov.uk

NATIONAL ASSOCIATION FOR PEOPLE ABUSED IN
CHILDHOOD - % 0800 085 3330 or www.napac.org.uk
NATIONAL ASSEMBLY FOR WALES - % 0845 010 5500
or www.assemblywales.org
NSPCC - % 0808 800 5000 or www.nspcc.org.uk
ONE PARENT FAMILIES (GINGERBREAD) % 0808 802 0925 or www.gingerbread.org.uk
POWYS COUNTY COUNCIL - % 01597 827460
PUBLIC SERVICES OMBUDSMAN FOR WALES % 0845 601 0987 or www.ombudsman-wales.org.uk
RAPE CRISIS - % 0808 802 9999 or
www.rapecrisis.org.uk and www.truthaboutrape.co.uk
REFUGEE COUNCIL - % 0808 808 2255 or
www.refugeecouncil.org.uk
RIGHTS OF WOMEN - % 020 7251 6577 or
www.rightsofwomen.org.uk
SAMARITANS - % 0845 7909 090 or www.samaritans.org
SHELTER CYMRU - % 0808 800 4444 or
www.sheltercymru.org.uk

TPAS CYMRU - % 01492 593046 or
www.tpascymru.org.uk
VICTIM SUPPORT - % 0845 3030 900 or
www.victimsupport.org
WELSH GOVERNMENT - % 0845 010 3300 or
www.wales.gov.uk
WELSH COUNCIL FOR VOLUNTARY ACTION % 0800 2888 329 or www.wcva.org.uk
WELSH WOMEN’S AID - % 02920 390 874 or
www.welshwomensaid.org.uk
WREXHAM COUNTY BOROUGH COUNCIL % 01978 292000
YNYS MON COUNTY COUNCIL - % 01248 750057
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C LWYD A LYN
Housing Association

The following are definitions of terms/words which you will
see throughout this handbook.
The Association - Clwyd Alyn Housing Association Limited.
Agreement - A legal Agreement which sets out the rights and
responsibilities for you as the Tenant and we as the Landlord.
Assured Tenant - A legal right to stay in the property and
only be removed by the Association if a court grants an Order
for Possession.
Introductory Tenancy - An Introductory Tenancy lasts for 12
months. If you do not break any of the Tenancy conditions
you will automatically become an Assured Tenant.
Property - The home available to you to live in, including
any garden, but not including communal parts. The garden
is defined as the outside of the property (e.g. lawns, hedges,
flowerbeds, trees, shrubs, paved/concrete areas, retaining
walls and fencing).
Flat - A property which forms part of a building.
Main Home - Your main home in which you spend most of
your time.
Communal Part of the Building - Any area which can be
used by all Tenants such as hallways, stairways, entrances,
landings, shared gardens, lawns and landscaped areas.

Locality - The whole of the estate in which the property is
situated and anywhere within a one mile radius of the estate
boundary including privately owned or Council properties.
Association’s Permission - A letter from the Association
giving you permission to do certain things; authority that
must be obtained in writing before you act.
Neighbourliness - To respect the wishes of your neighbour to have peaceful and quiet enjoyment of their home.
Emergency Services - Police, Fire Brigade, Ambulance
Service or other persons attending an emergency.
You - The Tenant and in the case of Joint Tenants, any one or
all the Joint Tenants.
Attending the Property - A person is attending the property
when they are in the property or, in relation to a flat, any
communal parts.
Lodger - A person who isn’t a member of your household
that is allowed to live at the property.
Sublet - Giving another person(s) a right to live exclusively in
a part of the property.
Mutual Exchange - An exchange of Tenancy with another
person, i.e. you swap homes.
Transfer - In certain circumstances you can transfer your
Tenancy to another property if your present home is no longer
suitable e.g. your family has become too large, resulting in
overcrowding.
Improvement - Any alteration or addition to the property.

Decoration - Internal decoration should be kept to a
reasonable standard.
Fixtures and Fittings - All appliances and furnishings in the
property including installations for the supply or the use of
Services e.g. kitchen units, bathroom suite, radiators, light/
power switches and cookers/fridges where provided.
Vehicles - A means of transport such as cars, buses, lorries,
motorcycles, bicycles, boats etc.
Business Use - Not to use the property for any purpose of
employment, trade or other commercial gain.

