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Dear Resident

Welcome to your new home. This handbook contains useful information
about us and the services we provide, as well as our and your rights and
responsibilities.
The handbook is designed to give you general advice on your tenancy as
not all tenancies issued by Trent & Dove are the same. If you would like
specific advice on any aspect of your tenancy not covered in this handbook
please contact us and we will be happy to help you with your query.
The handbook is for guidance only and does not form part of your tenancy
agreement which is the legal document covering the terms of your tenancy.
From time to time this handbook will be updated so please let us know if
you feel we have left something out that you feel would be of benefit to
others.
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1. About Us

Trent & Dove Housing was formed to receive the transfer of homes from East
Staffordshire Borough Council in 2001. The Company is a non-profit
making organisation currently owning and managing over 5000 homes in
East Staffordshire. We also manage over 200 leasehold properties, a number
of Shared Ownership properties and Rent to Purchase properties in addition
to approximately 1500 garages. The properties we own and manage are
throughout East Staffordshire and South Derbyshire.
Trent & Dove Housing has a management Board that is made up of 6 elected
tenant members and 6 independent members. The Board has overall
responsibility for looking after the interests of tenants and the company.
Having 6 elected tenant members on our Board means that the views of
communities are at the heart of everything we do.

Contact us at:
Trinity Square

or

11 Bradley Street

Horninglow Street

Uttoxeter

Burton upon Trent

Staffordshire

DE14 1BL

ST14 7QA

Tel: 01283 528528

01889 561870

Or email us: enquiries@trentanddove.org
Opening Hours: 9.00am – 5.00pm Monday to Friday
Emergency Telephone: 01283 528528
24 Hour 365 days a year including Christmas and Bank Holidays.

Our

Mission

Statement

which is embedded in everything we do is:

“Transforming Homes, Lives

and Neighbourhoods”
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2. Anti-Social Behaviour

As your landlord we are committed to tackling all forms of anti-social
behaviour that make it difficult for you to experience quiet enjoyment within
your home.
We aim to deal appropriately with anti-social behaviour that occurs within,
or in the locality of the company’s properties.
Examples of Anti-Social Behaviour include:
•
•
•
•
•
•
•

Nuisance neighbours
Yobbish behaviour
Criminal behaviour— such as drug dealing
Verbal abuse and Intimidation
Disruptive and dangerous animals
Rubbish and misuse of communal areas
Vandalism

A legal definition of anti-social behaviour is found in the Crime and Disorder
Act 1988. The Act describes anti-social behaviour as ‘acting in an antisocial manner as that caused or was likely to cause harassment, alarm
or distress to one or more persons not of the same household as the
complainant”.
As a tenant you are responsible for the behaviour of every person living in
or visiting your home. This includes land surrounding your home,
communal areas and in areas owned by Trent & Dove Housing.
If you are suffering from anti-social behaviour it may be that the people
responsible are not aware that their actions are causing you and anyone else
a problem. Often problems can be resolved by you talking to the people
involved.
Where incidents of a criminal nature arise or are threatened, you should
immediately report these to the Police. Trent & Dove can seek to obtain
information from the Police in relation to the crimes/incidents if we need to
take formal action.
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The Company has a number of options available to deal with anti-social
behaviour:
Non legal methods such as:
• Mediation
•

Legal
•
•
•
•

Acceptable Behaviour Contracts

Methods:
Possession proceedings
Demoted Tenancy Orders
Injunctions
Anti-Social Behaviour Orders

Taking any form of legal action requires well documented supportive
evidence and the outcome of any such action will be dependant upon the
decision of a court.
We will support the victims of anti-social behaviour by offering any relevant
support that may be required in order to effectively process and deal with
your complaint and concerns. Referrals for support may be to a member of
our own support team or to an external agency such as:
•
•
•

Social Services
Medical services
Floating support services

We will also if necessary:
•
•

Offer interpreters
Publish information in a more suitable format

Trent & Dove continues to work with a number of local agencies to maximise
the safety and security of the community.
All complaints of anti-social behaviour are recorded and the information
gathered is used to determine key areas that may require further
intervention. Any details you supply will be treated confidentially and will
only be used in direct relation to the work we need to do to resolve your
issues.
In 2006 Trent & Dove Housing signed up to the RESPECT Standard and in
2009 became one of the first Housing Associations in the country to achieve
the Social Landlords Crime & Nuisance Group’s (SLCNG) new anti-social
behaviour accreditation.
For further information on “How to Deal with Anti-Social Behaviour, Nuisance
and Hate Crime Incidents” please speak to your Housing Officer or ask for a
copy of our leaflet.
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Demoted tenancies
One of the powers available to the company in dealing with anti-social
behaviour is to apply to the court for a ‘demotion’ of a tenancy. This means
reducing the rights and security that the tenant holds to those of a shorthold
tenancy.
If you behave in an anti-social manner and breach the terms and conditions
of your tenancy agreement we reserve the right to request to the courts that
your current tenancy is brought to an end and replaced with a less secure
demoted tenancy.
Injunctions
We reserve the right to seek injunctions to require you to comply with, or to
stop you breaching, your obligations under your tenancy agreement. This
may be in addition or as an alternative to any possession proceedings under
the grounds set out in Schedule 2 to the Housing Act 1988 (as amended).

3. Consultation and Resident
Involvement
Become Involved

We welcome suggestions from our customers and value your comments.
There are many ways in which tenants can influence the company’s policies
and procedures, from completing a survey or feedback form, through to
becoming a Tenant Board Member.
In order to secure the best possible service and standards Trent & Dove
wants to work together with its residents to meet their needs and
aspirations. We continuously strive to fulfil our commitment to make our
neighbourhoods better places to live.
Resident involvement enables residents to take part in the decision making
processes and to influence the way services and standards are delivered.
•

It gives you the opportunity to provide your views and feedback.
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•

It gives you the chance to inform and influence change.

•

It allows for partnership working and sharing of information with our
residents.

•

There are a number of groups you can become actively involved in
which cover diverse areas of the business.

•

The current groups consist of:

Customer Panel—this group looks at all areas of our service delivery. The
Panel consists of up to 20 residents and meets every 2 months.
Focus Groups—these groups are set up specifically to look at a variety of
subjects across the business. They normally run for short periods of time at
intervals agreed by the group.
Residents’ Associations and Federation – the associations present a focal
point for all the residents in the community to meet and consider issues that
affect them locally. The Federation is a collective from the associations and
forms links between all residents and Trent & Dove.
Telephone and Postal Panel - This gives residents who have little time to
commit to sitting on the more formal groups the opportunity to stay involved
by expressing your views. The panel is contacted 4 times a year.
Board Member – We have 6 elected tenant board members who are involved
in the company’s key decision making. In preparation for these roles,
aspiring board members attend a tenant board member training programme,
which is accredited by Derby University which leads to a nationally
recognised qualification.

If you would like further information about Resident Involvement please ask
for a copy of our “Becoming Involved” leaflet.
Or contact our Resident Involvement Officer on 01283 528562.
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4. Customer Care & Service Standards

Our customers are at the heart of the business we operate and are the first
priority in the delivery of services. It is our intention to provide the best
possible services when they are required in a caring and efficient way.
The customer will be provided with clear and accessible information on all
aspects of service and improvements for which the responsibility will be at
Director level.
We also recognise that our customers will have very different needs,
aspirations and requirements. Some people, due to personal circumstances,
may also be disadvantaged and have difficulties in communicating and
experience varying levels of understanding.
Our customers are also representative of many cultures and religions,
speaking numerous languages. Through a series of actions and policies we
are developing a greater understanding of all our customers from which we
will tailor specific customer care to individual requirements.
There is a clear duty upon us all to ensure that these standards are met and
we share that responsibility between our own staff and all other
organisations we work with who provide housing services. We will ensure all
our staff receive annual training so they can respond appropriately and
professionally at all times.
We have a code of Customer Care that requires the following of all staff:
•
•
•
•
•
•
•
•
•
•
•

Tidily dressed and wearing any designated uniform.
Wear name badges.
Carry proof of identity and display this when asked.
Introduce themselves to customers when requested.
Treat customers with courtesy and respect.
Be friendly, welcoming and respectful.
Deal with customers promptly.
Show patience, understanding and sensitivity in dealing with
customers
Be non-judgemental in their approach to customers.
Comply with the company’s Fairness policy.
Behave in a professional manner at all times.

Correspondence
•

We aim to reply to all correspondence within 10 days.
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Visits to Reception
•
•

We aim to keep you waiting for no more than 5 minutes before a
member of staff sees you.
You will be given the opportunity to be seen in a private interview
room.

Home Visits
•

If we call to see you at home, we will provide you with the full name
and job title of the member of staff visiting and ensure that the
person visiting has identification on them.

Grounds Maintenance
•

All grassed communal areas owned by Trent & Dove Housing will be
cut at least 14 times each year.

Rent Statements
•

We will provide you with at least 3 rent statements each year.

Consultation
The Company would like to hear your views on the above or any other
issues. Where we have planned significant changes we will consult either
directly with you, or the Tenant/Resident groups, in order to gauge your
views.
Our Aspirations for the Future
Our Performance Monitoring Team will review our services and we will act
upon their recommendations wherever it is appropriate. Feedback from our
customers to help us improve our services is encouraged.
Communication
If you require the services of an interpreter or would like information
translated into another language, please let us know.
For more information please ask for a copy of our “Customer Care Policy”
& “Equality and Diversity Standards”.
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5. Customer Complaints

There may be occasions when you feel that we have failed to meet your
expectations and if this is true we would like to know about it.
•
•
•

This may be because we have failed to provide a service we have
promised.
The standard of service you have received is below your expectations.
The attitude of staff was not as you would expect from us.

In the first instance you would normally contact the person you would
usually deal with to discuss your complaint. If you feel they have not been
able to deal with your complaint satisfactorily we operate a formal three
stage complaints process which includes letters to;
•
•
•

Relevant Director of Service

Chief Executive

Members of the Board

If you still feel that after following the three stage complaint process you
wish to take your complaint further, then you can get in touch with the
Independent Housing Ombudsman within 12 months of reaching the end of
our procedure.
You can contact them at:
The Independent Housing Ombudsman
81 Aldwych
London
WC2B 4HN
Phone: 0207421 3800
Email: info:housing-ombudsman.org.uk
The Ombudsman will only accept a complaint if it has been through all the
stages of our procedure. It is mainly concerned with maladministration, that
is something we have done wrong, something we should not have done or
where we have failed to do something we should have done. They do not
deal with complaints about rent, neighbour disputes or matters which other
organisations have the power to deal with.
More information is available on their website:
www.housing-ombudsman.org.uk
If you have a complaint please request a copy of our “Compliments
Comments and Complaints” Leaflet which will guide you through the
complaints process.
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6. Living in your Home
Tenancy Agreement

Your Tenancy Agreement is the legal document which forms the contract
between you and Trent & Dove Housing. You will have signed this as
confirmation that you will abide by the Conditions of Tenancy. Breaches of
your Tenancy Agreement could result in action being taken against you;
serious breaches of your tenancy could result in you losing your home.
The agreement sets out your rights and responsibilities as a tenant of Trent &
Dove Housing. Please keep it in a safe place so that you can refer to it about
any aspect of your tenancy.
If you have any queries about any aspect of your tenancy please contact us
for assistance.
Types of Tenancies
Trent & Dove Housing currently operates a number of different types of
tenancy:Starter Tenancy
Assured Shorthold Tenancy
Assured Tenancy
The terms and conditions for each tenancy type vary slightly. Please ensure
that you fully understand what rights and responsibilities as a tenant you
have. For example, Starter Tenancies and Assured Shortholds do not give
you the right to carry out a mutual exchange or register an application for a
transfer.
How you can help
Tell us about any important changes affecting your tenancy, for example if
somebody moves out or you change your name. With accurate information
we can provide more effective services.
Gas, Electric and Water
As the tenant of the property you are responsible for setting up your own gas
and electricity supplies and payment for any of the charges and subsequent
bill. Before you move into your home Trent & Dove Housing will have
ensured that your gas and electrical installations are tested and fit for use. It
is important that you know where isolation switches are for these services in
case of an emergency. If your home has one or more pre-payment meters
and you are unsure where to purchase these please ask your Housing Officer.
The above may differ for tenants living in our Sheltered Schemes.

11

Laundry Services
Laundry services are provided at some housing schemes and a service charge
covers their usage. Facilities are available 5 days per week between 8.00 am
and 6.00 pm and all residents of the scheme may use them at these times.
Your Housing Officer will provide details of this service when you view and
sign the tenancy agreement for your property.
Grounds Maintenance Services
A range of activities take place on estates where Trent & Dove own properties
and housing schemes. Routine services consist of 14 mowing cuts per year,
essentially undertaken from mid March to November. Additional services
consist of shrubbery and tree maintenance, hedge cutting and tenant garden
services.
Charges apply to a number of housing schemes where an enhanced service is
provided. This consists of weekly mowing attendance according to weather
conditions from mid March to November, and 3 weekly attendances during
the winter period. Service standard consists of cut and grass collection when
necessary, pavement edging, sweeping and regular shrubbery and tree
maintenance.
Estate Amenities - car parking areas, open spaces and drying areas
At Trent & Dove, we consider that it is everybody’s responsibility (ours and
customers) to keep the environment surrounding our properties in good
condition. Over recent years, more time and money has been spent to
achieve this and we request that you play your part where practical, in
keeping open spaces near your homes clear of litter and rubbish.
Where there is car parking provision, we ask you to use it respectfully in
regard to other users, not to carry out major vehicle repairs, and not to
discharge oil or other substances onto the ground or into drains and pollute
the area. We will undertake periodic surface cleaning and ensure the car
parking facility is weed free.
Where a drying area is provided you may be required to provide a washing
line. Your Housing Officer will advise you. Drying areas are communally
used so it is important that residents accommodate each other and share
lines as necessary.
Where rotary dryers are provided, these will be
maintained and replaced by Trent & Dove when required. These areas are
periodically inspected, swept and cleared.
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Caretaking Services
Trent & Dove operates a Caretaking service which supports estate
management. The team is responsible for clearing out communal refuse
stores, rubbish and litter removal and clearance of parking and drying areas.
At the discretion of your Housing Officer, assistance can be given to
vulnerable and disabled residents for one-off clear ups.
Most of the Caretaking team activities take place where there are high
densities of flats and bungalows.
Annual Servicing
Gas
As your Landlord it is our responsibility to ensure that your gas appliances
are checked on an annual basis and it is your responsibility to ensure that
access is available for the engineer to carry out the check. Failure to allow
access will be treated as a breach of your tenancy. This includes the
sweeping of solid fuel chimneys.
Smoke Detectors
Smoke Detectors will be checked on an annual basis.
Electricity
It is not necessary for Trent & Dove to carry out annual safety checks on
your electrics as this will have been done before you moved in to your home.
It is your responsibility to ensure that no-one tampers with your electrics or
gas installations. If you want to carry out alterations you must first get our
permission in writing. We will only allow a Gas Safe registered engineer or
qualified electrician to make alterations to our properties.
For more information please ask for a copy of our “Annual Safety Checks &
Service Programme” leaflet.
Flats and Communal Areas
You and Trent & Dove are responsible for the communal areas of your home
if you live in a flat or a property that has communal facilities. We provide
cleaning services for flats with communal staircases and landings. We also
carry out grounds maintenance to these areas which will include grass
cutting and tidying up of shrub beds. You will, as part of your tenancy
agreement, pay for these services. We ask you as a responsible tenant not
to block or store rubbish or your belongings in these communal areas.
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Rubbish
You should only dispose of your rubbish (household waste) in the wheelie
bins and the recycling receptacles provided by the Local Authority. Any
large items need to be disposed of appropriately, for example old furniture.
You must dispose of these yourself at the nearest public rubbish tip. Some
Councils operate a bulky household waste collection service, the number for
your local council is 01283 508000.
Wherever possible we ask that you make use of your local council’s recycling
collections.
Pets
We understand how important your pets can be to you. We ask that as a pet
owner you ensure your pets are appropriate for the type of accommodation
you live in and that they are housed in suitable containers or cages having
regard to their size and number. If you need to build a structure to house
your pet you must first get written consent.
Your pets must not cause a nuisance or risk the health of your neighbours or
nearby occupiers. If they do you may be asked to remove your pet from
your home or face legal action. You must clean up after your pets.
We do not want to restrict you to the type of pet you can keep but ask that
you seek clarification from your Housing Officer if you want to keep fowl and
exotic pets such as reptiles for example.
Some of our properties have “No Pets” policies. You will be told of this
before being offered a tenancy. Pets are not allowed in any of our sheltered
schemes unless it can be shown to be beneficial to your health, for example
an assistance dog.
For more information please speak to your Housing Officer or ask for a copy
of our “Keeping Pets in your Home” leaflet.
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7. Moving Home

If you wish to move from your current home you can apply to transfer with
Trent & Dove after you have lived in your current home for 12 months. Your
application will be assessed on a needs basis and your application placed in
one of four priority bands. Once your application has been accepted you will
be given a registration number so you can begin to place your expressions
of interest in the properties you would like to be considered for. You can
express your interest in person, by telephoning our Customer Services team
or emailing us via the internet.
You will only be considered for a transfer if you have a clear rent account,
have lived in your current property for a period of at least 12 months and are
not in breach of the terms of tenancy.
There are other alternatives to finding a move:
Mutual Exchange
A mutual exchange is a scheme outside of the normal allocations system
where tenants can swap their homes and tenancies with written consent of
their landlord, widening both their areas of choice and type of home.
Who can exchange?
Any assured tenant with a housing association or a secure tenant of a local
authority has the right to exchange with another housing association or local
authority tenant anywhere in the country, providing they have written
consent from their landlord.
How do I apply for an Exchange?
Trent & Dove Housing is a member of a scheme called Homeswapper.
Homeswapper is the largest community of social housing tenants looking to
exchange homes. It is free for Trent & Dove tenants to join; all you need to
do is register online at www.homeswapper.co.uk
or ask for the
Homeswapper Leaflet for more information. If you have any difficulties
please contact our Customer Services Team who will be happy to assist you.
For more information please ask for a copy of “A Guide to Mutual
Exchanges”.
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Choice Based Letting in
Warwickshire

Southern

Staffordshire

and Northern

Trent & Dove Housing is also a member of the Uchoose housing register for
people looking to move to alternative accommodation in either Southern
Staffordshire or Northern Warwickshire. You can join the register by simply
completing the relevant section of the East Staffordshire Housing Application
form, or alternatively you can register your application for Uchoose online at
www.uchoosehomes.co.uk.
For more information please contact a member of our Customer Services
Team on 01283 528528.
Terminating your Tenancy
If you are intending to vacate your property, in accordance with the terms of
your tenancy, you must give us four weeks notice, this is normally in writing.
We will inform you of any outstanding debts to us and ask that you pay them
in full before you return the keys to your home.
An inspection of your home will be carried out by one of our Surveyors prior
to you leaving and we will advise you of any repairs that you need to attend
to before you go. The property must be cleared completely of all your
belongings and rubbish before you hand in the keys. If you leave your
property in good condition you may be entitled to a one off payment from us
as a thank you for your co-operation.
Keys must be handed into your local office by 12.00 noon on the last day of
your tenancy. Please make sure you hand your keys in on time, failure to do
so could result in you being charged an extra week’s rent.
If you do not leave the property in a clean and well maintained condition you
may be recharged the full costs of us putting it right.
For more information please ask for a copy of our “Terminating your
Tenancy” leaflet or speak to your Housing Officer.
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8. Home Ownership

“Its cheaper to Buy than Rent” - it is

likely that you will have said
this at some point, but there are lots of other costs involved in home
ownership.
Buying your own home is a major step, think carefully and take proper
independent advice before taking this major step.
Right to Buy
Only tenants that have transferred from East Staffordshire Borough Council
have a Preserved Right to Buy (PRTB) their home. These rights would
remain with you or any member of your family who took over your tenancy
even if you moved to another home, which was owned by Trent & Dove
Housing (as long as the property was not exempt from Right to Buy).
If you have the “PRTB”, and later moved to a Council home within another
district you would still have the right to buy and any discounts would include
time spent as a tenant of Trent & Dove Housing.
Other tenants of Trent & Dove (including existing tenants transferring from
the Council and new tenants) would also be able to buy their home under the
Right to Acquire scheme as long as certain conditions are met. However, the
Right to Acquire is not usually available in certain designated rural areas
broadly where there are fewer than 3000 homes.
The Government is concerned that tenants do not always receive good advice
when they ask private companies and individuals for help in buying their
homes. Sometimes, tenants are asked to pay a lot more money for things
that landlords will do for nothing – for example applications forms are
available from us free of charge.
For more information please contact our Leasehold/Sales Administrator on
01283 528667.
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Shared Ownership
Shared Ownership was introduced to help people who cannot afford to buy a
home outright. Through shared ownership you buy a share of the property
and pay a rent on the remaining share you do not own. Gradually you may
buy further shares and eventually own your home outright.
Trent & Dove Housing has properties in Burton, Uttoxeter, Hilton and
Woodville that offer shared ownership opportunities.
You could enjoy all the benefits of a brand new home, knowing your money
is invested in bricks and mortar and that you have made the important step
on the property ladder.

Rent to Purchase
Trent & Dove Housing also offers a rent to purchase option on some of our
properties. Rent to Purchase means that you get to live in your new home
and rent the property until such time you are in a position to buy a share of
it, eventually buying enough shares that you own the house in its entirety.
You will agree a savings plan with us which will be for a deposit on the
property, this demonstrates your commitment to purchasing your new home.
For more information please contact our Development Team on 01283
528587.
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9. Paying your Rent

When you signed your Tenancy Agreement you agreed to pay your rent
promptly to us. There are a number of ways in which you can pay your rent
to us;
•
•
•
•
•
•
•

In person at any Trent & Dove office

Direct Debit

At any Post Office

Paypoint outlet
Over the phone using a debit or credit card
On line at www.allpayments.net

SMS Text (on line registration required)

Your rent payments are used to cover the cost of the services we provide
such as repairing or improving your home, as well as the costs associated
with managing the housing stock such as staffing and administration
Rent Increases
Your rent will normally increase once a year in April. In some circumstances
your rent may decrease. You will be notified of any changes to your rent at
least four weeks before the changes take place.
Rent Arrears
If you do fall into arrears and are struggling to pay off your rent debt please
talk to your Income Management Officer, who will be happy to assist you
and will consider making an arrangement with you to pay off the debt in
instalments. We will deal with your enquiry in a sensitive and confidential
manner and, if you wish, we will visit you in the privacy of your own home.
We understand that rent arrears may sometimes arise due to you making a
claim for Housing Benefit and other entitlements. Please let us know if this
is the case so that we don’t take any unnecessary action.
Monitoring your rent account and contacting you
We monitor customer’s rent accounts on a regular basis and will take
appropriate action against anyone who does not pay their rent. If you fall
into arrears you will receive a telephone call, letter or visit from a Trent &
Dove Housing Officer.
Help paying your rent
If you are on a low income you may be entitled to help with your rent by
applying for Housing Benefit from your local council. The amount of benefit
you may get will depend upon your income and your circumstances. We will
provide you with welfare benefit advice to help you maximise your income
and can refer you for specialist budgeting advice if you have difficulty
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managing your money. If you intend to apply for Housing Benefit we can
assist you with your claim and offer you an estimate of the amount of
benefit you will be entitled to. It is your responsibility to tell the Benefits
Department of any changes to your circumstances and to respond to any
request you receive from Housing Benefits.
We will only seek possession on the basis of rent arrears as a last resort
once all reasonable steps have been taken and to comply with the pre-court
action protocol.
For more information please ask for a copy of our “How to Pay your Rent
Leaflet”.
A copy of our Rent Collection & Arrears Recovery Service Standards will have
been given to you as part of the “Sign Up” process when you were given the
keys to your home, please ask your Housing Officer if you require a copy.
Service Charges
Some residents will have to pay service charges. If you have to pay service
charges this will be explained to you when you are given the keys to your
new home and you sign your tenancy agreement. Service charges are shown
as a separate item on your tenancy agreement. This is because the rent
charge covers the provision of your home only. Service charges are set to
recover the costs associated with the extra services we provide for you, for
example communal lighting and laundry charges.
In some instances service charges are not covered by Housing Benefit
payments. If you are in receipt of Housing Benefit please speak to your
Housing Officer or the local Housing Benefit office for clarification.
Additional/Optional Services
Trent & Dove Housing may offer you additional services, for example, we
offer elderly and vulnerable tenants a gardening and hedge cutting service.
A fee for this type of service will be charged separately to your normally
weekly rent and service charge.
Leaseholders and Freeholders
Leaseholders and Freeholders may also be liable for service charges, details
can be found in the Leaseholder Handbook.
Alternatively please contact our Leasehold/Sales Administrator on 01283
528667 for more information.
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10. Repairs & Alterations to your home

We know that one of the most important services that we provide is the
Repairs & Maintenance service. We will report all repairs placed with us
during normal office hours immediately to our contractor.
Most repairs will be placed into one of the following categories:
Timescale

Category

Within 24 hours

Emergency

Within 7 days

Urgent

Within 31 days

Routine

Description
Jobs that present a risk to life or may
cause structural damage if not rectified
for example serious gas or electrical
faults and major burst pipes.
Jobs that may affect safety, health or
security but do not need to be put right
immediately for example a dripping
overflow.
Jobs that are an inconvenience to you
but do not affect your health or safety,
for example an interior door handle.

We aim to:
We will provide you with a reference number for each repair.
Some repairs may fall outside of these categories because they can be
dealt with more effectively by one of our planned maintenance
programmes. If this is the case, we will tell you and try and give you some
indication of when this work will be undertaken.
If you report a repair or maintenance problem which affects your health,
safety or security, and we fail to make the repair within the set timescale
we will provide compensation.
There is a flat award of £10 plus £2 per day up to a total of £50 the repair
remains outstanding. This applies to all repairs, which cost up to a
maximum of £250.
Compensation will be set against any sums you owe to us for example if
you have rent arrears. We may also withhold compensation where your
tenancy is terminated following a breach of your obligations under your
tenancy agreement.
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Repairs which are your responsibility
It is important to be clear about what repairs and maintenance you are
responsible for as the tenant. In some cases, we are obliged to carry out
works that are your responsibility whether or not you have asked us to, in
order to protect our property or restore essential services. Where this is the
case you will be recharged with the cost of the works.
You are responsible for minor maintenance and replacement including (but
not limited to):
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Glass and glazing.
Blocked gully and sinks.
Changing of locks for lost keys.
Internal painting and decorating.
Household sheds.
Replacing bath plugs and chains to baths and sinks.
Cupboard handles.
Hat and coat racks.
Routine sweeping of chimney.
Lean-to structures e.g. conservatories/porches.
Replacing light bulbs, fluorescent tubes/starters and fuses within the
home.
Maintenance or replacement of any item installed by yourself or the
previous occupier (if you move in on a transfer/mutual exchange
basis).
Plumbing or fitting of appliances – washing machine, cooker, tap
washers or inserts.
Replacing bathroom fittings such as toilet roll holders and WC seat.
Environmental treatment for wasps, ants nest, vermin, beetle or flea
infestation.
Pipe insulation.
Routine ignition of boiler pilot lights.
Bleeding of radiators.
Fire grates and baskets.
Any item installed by yourself.

Reporting a Repair
Please report all repairs to your local office immediately either in person,
over the telephone or online via the Housecall service on our website
www.trentanddove.org (please do not use the online facility for reporting
emergencies)
You will be asked to provide as much information as possible about the
repair in order for us to diagnose the problem correctly to get the repair
right for you first time, and to prevent a visit having to be made by a
Maintenance Surveyor which may delay the repair being carried out. We will
need to arrange access to carry out the work so it is vital we have either your
home, mobile or other contact number, we will also need to be told the dates
and times when you are unavailable.
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You will be told when reporting your repair what category of repair it is and
when you should expect it to be completed by.
Emergency Repairs out of normal office hours
If you have an emergency and the offices are closed please telephone our
main switchboard on 01283 528528, the number is operational 24 hours a
day 7 days a week including bank holidays.
Mould Growth
Mould forming on walls, ceilings, furnishings or clothes is usually the result
of condensation. You can get rid on mould by washing down the affected
surface with a fungicide. However, the only permanent cure is by reducing
the condensation. You can do this by:
•
•
•
•

Opening windows to let out steam after bathing or showering.
Dry wet clothes outside on washing lines not on radiators.
Opening windows when cooking.

Ensuring that if you use a tumble dryer it is properly vented to the
outside.

Frozen Pipes
There will be occasions when the weather becomes so severe that exposed
or external water pipes, for example outside taps may freeze. It is your
responsibility to ensure that pipes are lagged appropriately to protect them
from frost and ice. If during severe weather you turn your water taps on and
find that you have no water running from them, leave the taps open and the
plug out of the sink or bath so that when the pipes do thaw the water can
freely flow away. Do not leave the taps open if you have to go out.
Aids and Adaptations to your home
We aim to assist people with disabilities so that they can maintain their
independence and quality of life. We work closely with a number of agencies
who carry out the work providing aids and adaptations. In some instances
where the work required is classed as minor we may be able to carry out the
works for you. We may ask you for supporting evidence to ensure we fully
meet your requirements.
If you find you are having difficulty with day to day living because of a
disability, contact our Support Team for assistance, alternatively please
request a copy of “A guide to Aid and Adaptations in Your Home”.
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Planned Maintenance Work
Sometimes Trent & Dove Housing will want to carry out improvements to
your home that are not normal day to day repairs, for example a new kitchen
and bathroom installation or central heating. We will consult you prior to
any works being carried out and will give you the choice whether or not you
want the work doing. We understand that improvement work can be very
disruptive and inconvenient.
On occasion you may not be eligible for improvements if you have
outstanding debts with us or are in serious breach of your tenancy.
Carrying out your own Alterations and Improvements
You may want to carry out some of your own improvements to your home,
for example changing internal doors or constructing a hard standing. There
is a procedure you must follow and you must gain our consent prior to
carrying out any works. Consent will not be unreasonably withheld.
You can in some cases claim compensation for improvements you have
carried out at your expense if, at a later date, you terminate your tenancy
and move out of the property.
The amount of compensation is worked out on an approved formula. The
formula takes into account how long the improvement has been in place and
what its life expectancy is. The original cost of the improvement is
depreciated on that basis. So if you had installed central heating five years
ago and the system’s life expectancy is 15 years, one third of its life
expectancy has already passed so the cost would be depreciated by one third
when working out the compensation you would be entitled to.
Compensation will be set against any sums you owe us, for example rent
arrears.
We may also withhold compensation where your tenancy is
terminated following a breach of your tenancy obligations under your
tenancy agreement.
Please ask for a copy of “A Guide to Making Alterations & Improvements”, the
guide also contains the application form you will need to complete
requesting permission.
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11. Safety & Security in your home
Insurance

The structure of your property is insured by Trent & Dove Housing. You are
strongly advised to take out insurance on all your personal belongings,
furniture, and other house contents. The cost of insuring your goods need
not be expensive. Any good insurance company will be pleased to advise
you. You should also ask them to include cover for internal decorations and
fixtures and fittings for which you are responsible, also third party cover
because someone might make a claim against you, for example if you leave
a tap running and you flood your neighbour’s property. We can provide you
with details of an insurance company that specialises in home contents
insurance for tenants. If you would like further information please speak to
your Housing Officer.
Going Away
If you are planning on being away from home for a few days it is advisable
to;
•
•

•
•
•
•
•
•
•

Turn off the stopcock (usually found under the sink unit, by the front
door; or in a downstairs bathroom or WC).
Drain all water off the system by turning on all the taps and flushing
the toilet. Make sure that all water has stopped running before you
leave your home.
Lock all doors and windows when you go out.
Never leave your key under the mat or hanging on a string behind the
door.
If you live in a flat with a door entry system, never prop open the main
door or leave it on the latch.
Check the identity of all callers before you let them in. Most officials
carry identity cards, always ask to see them.
Cancel any deliveries before you go away.
Never leave notes outside for callers while you are out.
Make a note of serial numbers of electrical goods, for example
televisions.
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Many accidents that happen in the home can be avoided.
Fire Prevention
•
•
•
•
•
•
•
•
•
•

Regularly check your smoke detector is working.
Keep matches and lighters away from children.
Make sure that all fires are guarded where there are children or old
people.
Close all doors at night.
Do not move oil heaters when they are alight.
Ensure that you allow us to sweep your chimneys.
Do not draw a fire with newspapers or use paraffin or petrol to start it.
Do not air clothes over or around heaters or cookers.
Never leave candles unattended.
Do not hang decorations around light fittings.

If you are unfortunate and your home catches fire.
•
•
•
•

Close all doors and windows if you can to prevent the spread of heat
and smoke.
Get everyone out.
Call the fire brigade on 999
Do not go back to the property.

If you live a sheltered housing scheme you will have an emergency procedure
which will be explained to you by your Housing Officer or Scheme Manager.

Don’t become a statistic!!!
FIRES AND CARBON MONOXIDE KILL!!

Please ensure that you get your gas fire and smoke alarm serviced when it’s due.
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12. Sheltered Housing & Extra Care
Housing

Trent & Dove Housing offers a number of unfurnished apartments where
older tenants can live independently. Sheltered Housing is not residential
care. If you find that your current home is too large or you can no longer
cope with living in it, you may want to consider Sheltered Housing.
Trent & Dove offers 2 schemes in the Burton upon Trent area with a new
Extra Care Scheme due to open in 2011. The schemes all benefit from a
communal lounge, laundry and a lift, they also benefit from the security of
door entry systems and 24 hour alarm (firstCall 24/7). Schemes also offer a
guest bedroom that is available for short-term stays of relatives and friends.
We also have schemes in Barton under Needwood and Tutbury which consist
of self contained flats and bungalows.
In Uttoxeter we have an extra care scheme consisting of 38 flats.
Every sheltered housing tenant has an alarm system in their home which is
connected to the scheme manager’s office or home. Each room benefits
from pull cords and when activated a member of our firstCall team will speak
to you.
Sheltered Housing offers many activities and social events which the scheme
manager will assist the residents to organise.
Sheltered Housing for many removes the fear of isolation and loneliness that
some people may experience as they become older.
Very often the
knowledge that other people are living in the same building alleviates these
fears.
For more information please ask for a copy of our “A Guide to Sheltered &
Extra-Care Housing.
firstCall
firstCall is Trent & Dove Housing's 24 hour call centre and emergency mobile
response service.
Telephone: 01283 528529
If you cherish your independence but are concerned about being alone, If
you don’t know what you would do if you had a fall or were suddenly taken
ill and have no one to call, we can help. Simply contact us, and for a small
weekly charge, the firstCall service will provide you with peace of mind and
someone always at the end of the phone in case of emergency regardless of
the time or day of the week.
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13. Your Rights
Special succession rights

If you are not a successor (see Condition 6 of your tenancy agreement* for a
definition) and, if on your death, no-one can succeed under Conditions 6.4.3
to 6.5 of your tenancy agreement*, we agree that if a person:
•

Is a member of your family (as defined in Section 113 Housing Act
1985) or a same sex partner or otherwise qualifies under our
Succession Policy; and

•

Lawfully occupied your home as their only or main home at the time of
your death and lawfully resided with you throughout the period of 12
months ending with your death (the 12 month condition does not
apply to a partner); and

•

Claims the tenancy from us in writing within 3 months of your death
(at our discretion we may allow a longer period);

Then we will use Ground 7 (that the tenancy has been passed under your will
or your intestacy – death without a valid will) to end this tenancy. We will
then enter into a new tenancy of your home with such person. If the person
entitled to a new tenancy is not your partner and your home would be larger
than they reasonably require, we may offer them a tenancy of a more
suitable home owned by us. The new tenancy will be on such terms and
conditions (having regard to the Assured Tenant’s Charter) as we consider
appropriate.
The Assured Tenant’s Charter is guidance published by the Tenant Services
Authority (a copy of which is available from your local housing office).
Details of our Succession Policy are available from your local housing office.
The Policy allows certain other people, such as unpaid live in carers, to claim
a tenancy in certain circumstances.
If more than one person claims the tenancy under Condition 6* then they
must decide among themselves who should get the tenancy. If they cannot
agree, we will decide.
This means that if you do not have a joint tenant, husband, wife or family
member entitled to inherit from you, you may still benefit a family member
or same sex partner or (in certain circumstances) an unpaid live in carer who
has lived with you for at least a year at the time that you die. In this case,
they will need to apply within three months of your death and we may give
that person the tenancy of your home. If your home would be too big for the
person who wishes to take over the tenancy then (unless they are your
partner), we may offer them a more suitable property.
*applies to New Assured Tenancy Agreement from April 2010.
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Your right to information
Data Protection

The purpose of the Data Protection Act is to protect personal data held on
paper and computer files. Personal data must:
•
•
•
•
•
•
•

Be obtained and processed fairly and lawfully.
Be held for a specific purpose.
Not be used for any reason out of keeping with its original purpose.
Be relevant and adequate.
Be accurate and up to date.
Not be kept any longer than necessary.
Be made available to the individual concerned and arrangements made
for corrections to be carried out.

If you want to see information held on your file, contact the Company
Solicitor.
You may be charged a small administration fee for the
appointment.
Information given to your landlord in confidence or by a third party, for
example a doctor’s letter, may be taken out; if this happens you will be told.
Our policy is not to give out confidential information to third parties without
your consent. However, in some cases we have a duty to give relevant
information to public bodies such as the Police.
If you do not agree with something on your file, you can put a note on the
file to say so. If you want to change information held on your file, you
should request the change in writing and we will confirm what action has
been taken.

Contact us at:
Trinity Square

or

11 Bradley Street

Horninglow Street

Uttoxeter

Burton upon Trent

Staffordshire

DE14 1BL

ST14 7QA

Tel: 01283 528528

01889 561870

Or email us: enquiries@trentanddove.org
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Information Leaflets

We provide a range of leaflets for your information about the services we
offer, please contact a member of staff if you would like us to send you a
copy.
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Aids and Adaptations

Annual Safety Checks and Service Programme

Apply for a Garage

Asbestos in the Home
Becoming involved

Deal with Anti-Social behaviour, Nuisance and Hate Crimes
Energy Efficiency
FirstCall 24/7

How to pay your rent

Keeping Pets in your Home

Making Alterations and Improvements

Making Compliments, Comments and Complaints
Paying your Rent

Reporting a Repair

Service Standards and Customer Care
Sheltered and Extra Care Housing
Terminate your tenancy

Victim and Witness Support Leaflet
Welcome to Trent & Dove Housing
Your Guide to Finding a Home

Your Guide to Starter Tenancies
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