WELCOME

Welcome to Fairoak
Housing Association
On behalf of everyone at Fairoak
Housing Association, I would like to
welcome you to your new home and
hope that you will be very happy here.
This Tenant Handbook will give
you information about Fairoak
Housing Association and explain
your rights and responsibilities
as a tenant or shared owner.
If after reading this document you
have any other questions please don’t
hesitate to contact any member of
the Fairoak team on 01539 720082
and we will be happy to help.
Best wishes
Lisa Chant
Housing Director
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Welcome to the
Fairoak Housing Association
Tenant Handbook

This Handbook has been designed to give you information that you are
likely to need when you move into your new home which includes:
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Introduction

Fairoak Housing Association was
formed in 1990 and is a Charitable
Society registered with the Cooperative
and Community Benefit Societies Act
2014 (28173R) and is a Registered
Social Landlord with the Homes
and Community Agency (L4535).
The purpose of the Association is
to provide high quality supported
accommodation for adults with
a learning difficulty or autism.

Our mission, vision
and values
Our Mission

Our mission is to provide safe,
accessible and supportive
accommodation that meets the needs
and desires of each of our customers
allowing them to lead as independent
and fulfilling lives as possible.
Our Vision
Our vision is that all of our customers
will regard Fairoak Housing
Association as their first choice
provider of supported housing.
Our Values
We have asked our customers
what values are most important
to them and these are the values
that underpin everything we do:
•

Helpful

•

Trustworthy

•

Caring

•

Understanding

•

Fair

Tenant Handbook
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How do I contact Fairoak staff?
If you have any questions or concerns at all please contact
a member of the team at Fairoak Housing Association
who will be happy to discuss these questions with you.
Your Housing and Support Officer is:

Please contact them or any other member of the Fairoak Team on:
TEL: 01539 720082
Our office opening times are Monday-Friday 9.00am to 5.00pm.
OUT OF HOURS NUMBER: 07734 162 976
Only to be used for emergency repair requests or issues when
the office is closed.
EMAIL: enquiries@fairoakhousing.co.uk
WEBSITE: www.fairoakhousing.co.uk
FACEBOOK: www.facebook.com/FairoakHousing
TWITTER: www.twitter.com/FairoakHousing
WRITE OR CALL IN: Fairoak Housing Association
155 Highgate, Kendal, Cumbria LA9 4EN
6
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Meet the team

Fairoak is governed by a Board
of eight voluntary Trustees,
chaired by Jackie Forster.
Lisa Chant is the Housing Director,
Matthew Davidson is our full-time
Housing and Support Officer and
Kate Forshaw is our part-time
Housing and Support Officer. Kate
has also taken over some of the
work carried out by our Events
and Fundraising Officer, Audrey
Wilkinson, who retired in June after
working for Fairoak for eleven years.
Matthew and Kate work together
to manage our properties including
repairs and maintenance and
provide support to tenants to enable
them to maintain their tenancy.

Sharon Handley is our Finance Officer
and helps to look after Fairoak’s
money and accounts. Sharon will help
tenants with any questions they may
have regarding rent and utility bills.

2
1
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1. Sharon Handley, Finance Officer
2. Matthew Davidson, Housing Officer
3. Lisa Chant, Housing Director
4. Kate Forshaw, Housing and
Support Officer
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Understanding my Tenancy
Agreement or Lease
It is important that your tenancy
agreement or lease is kept in a safe
place. In this section we have tried
to answer some questions that
you may have about your tenancy
agreement or lease. Please contact
a member of the Fairoak Team if
you have any other questions.

What is a tenancy
agreement or lease?
A tenancy agreement or lease is
a legal document which forms a
contract between you and Fairoak
Housing Association. It sets out
your rights and responsibilities as
a tenant or shared owner and the
rights and responsibilities of Fairoak
as your landlord. When you signed
your tenancy agreement or lease,
your Housing and Support Officer
will have explained all of your
responsibilities and what you can
expect from us as your landlord.
Does everyone have the
same type of tenancy?
No. Some tenants have assured
tenancies and some tenants have
assured shorthold tenancies
depending on which property they
live in. The front page of your tenancy
agreement will tell you which you have.
What things do I have to pay for?
There are lots of things you will have
to pay for including rent, gas and
electricity bills, water bills, insurance
for your own belongings, telephone
and mobile phone bills if you have
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them. You may also need to pay
council tax and for a TV license.
There are other things you will need
money for including food, clothes and
toiletries, activities and holidays.
Can I get help to pay the rent?
Paying the rent is very important. If
you do not pay the rent you could
lose your home. Some people can
get help from the government to
pay their rent. This is called Universal
Credit or Housing Benefit. You have
to complete a claim form to get
both of these benefits so you must
do this as soon as you sign your
tenancy agreement or lease. Your
Housing and Support Officer will be
happy to help you make a claim for
Universal Credit or Housing Benefit.
Can I pass my tenancy on
to someone else?
No. Your tenancy is only for the
people named on it. You cannot pass
it on to someone else. You cannot
let anyone else live at your address
without the permission of Fairoak
Housing Association. You must never
charge rent to anyone for staying
at your house or take in a lodger.
Tenant Handbook
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Moving in

We hope everything goes smoothly
for you when you move into your new
home. The team at Fairoak can help
you with any arrangements that need
to be made; for example by helping you
to write letters or make phone calls.
Here is a list of some of the things
which you will need to do when
you move into your new home.
Fill in the boxes below to help
you let the suppliers of services
know that you are the new tenant
or shared owner. You may need
to give them a meter reading.
Type of
Supply

Supplier
Name

Gas
Electricity
Water
Telephone
My Notes

10

www.fairoakhousing.co.uk

Telephone
Number

My Meter
Reading

Completed

Other organisations to contact
There are other organisations that you must tell what
your new address is. We have given you a list of some
of these organisations. You and your Housing and
Support Officer can fill in the boxes below to help
you keep track of the people you need to speak to:
Person I need to tell

How to contact them

Completed

Council Tax
Housing Benefit
Other benefit departments
Doctors
Dentist
TV License
Bank/Building Society
Social Worker
Employer
Library
Family & Friends
Mail Redirection
Tenant Handbook
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My home
Electricity

If all the power in your home goes off
you can check the main fuse box or
circuit breakers to make sure that they
are all on. Sometimes a faulty light bulb
or electrical item can trip a fuse. If you
need help please contact the Fairoak
office and we will be happy to help.
Your fuse box is located

Gas
If your home has a gas fire or gas boiler,
then Fairoak Housing will arrange to
have it serviced every twelve months
by a trained and qualified gas safe
engineer. We will contact you when the
service is due and arrange a convenient
appointment to carry out the service.
It is important that you let the
engineer into your home to carry
out the service. As your Landlord we
have a duty to make sure that the gas
appliances we have supplied are safe.
If you smell gas in your property,
please contact the office or out
of hours number immediately:
Your gas stop cock is located
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Water
Your water stop tap is located

In the event of a burst pipe or leak:
1.

Turn off the water
supply at the stop cock.

2.

Turn on all the taps
to drain the system.

3.

Find out where the leak
is coming from if you can.

4.

Contact Fairoak and
report the leak.

Heating and Hot Water
Make sure that you know how your
heating and hot water systems work.
You will be given instructions but
if you are not sure ask a member
of the Fairoak team. You should
try and leave the heating on a
timer if this is available to you as
this will cost less in heating bills.

Ventilation

Condensation

Your home needs adequate
ventilation and can be well ventilated
without causing a draught:

Moisture is produced in all homes
by breathing, cooking and washing.
An average household produces 21
pints of water vapour every day.

•

Keep a small window slightly
open when someone is in the room.

•

Ventilate kitchens and bathrooms
using extractor fans at all times
where they are fitted for you.

•

Ventilate cupboards and
wardrobes and avoid overloading
them, as this stops the air
circulating.

•

Where possible, position
wardrobes and furniture
against internal walls.

•

If your windows have been
recently renewed, open
the trickle vents provided.

•

If you find a problem please report
it to a member of the Fairoak team.

Condensation frequently happens in
warm, wet rooms like kitchens and
bathrooms. It can be seen on windows
as steaming up or patches of dampness.
Small amounts of condensation can
be found in most homes however
it should still be dealt with as it can
lead to mould growth in the home.
If you have condensation you can:
•

Increase the temperature
slightly in that room.

•

If condensation forms
on windows wipe it off

•

Use draft excluders
where possible

•

Open windows where
possible to improve ventilation.

•

Do not block air vents

•

Try not to put furniture
in front of radiators

•

Try to dry your clothes
outside on a washing line

•

If you dry clothes indoors make
sure a window is open for
ventilation
Tenant Handbook

13

•

Never use portable gas heaters

•

Open the window in the
bathroom after taking
a bath or shower

•

If you have an extractor
fan in your kitchen or
bathroom you must use it.

•

Always use pan lids when cooking

•

Make sure tumble driers
are vented to the outside

If you find any evidence of mould
growth you must inform a member of
the Fairoak team as soon as possible.

Energy Saving and
Cost Cutting Tips
There are lots of ways you can
save money on your household
bills and help the environment.
Here are just a few ways:
14
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Heating Turn the central heating
thermostat down by just 1 degree.
You will not notice much difference.
Lighting Turn off the lights when
you leave a room. Open curtains or
blinds to make the most of natural
light during the daytime and switch
to using energy saving bulbs.
Electrical Appliances Avoid leaving
electrical items like TV’s, microwaves
or stereos on “stand by” when it is
not necessary. Don’t leave the fridge
or freezer door open for longer than
it takes to get something out or put
something in. Defrost your freezer
regularly to keep it working efficiently.
Laundry Wait until you have a full load
before using your washing machine but
if that is not possible use the half load
or economy setting. Try to use a low
temperature because most washing
powders work just as well at low
temperatures. Try to hang your washing
outside to dry rather than using the
tumble drier. If this is not possible
make sure you have used the spin cycle
on the washing machine first so you
don’t put wet clothes into the drier.
Cooking Choose the right size pan for
the food you are cooking and use the
lid so that the heat remains in the pan.
Only boil as much water in the kettle
as you need to make that cup of tea!

Keys

Security

Always keep your keys safe. If you
loose your keys and the door to your
house has to be forced you will be
charged for the damage. Make sure
any spare keys are kept in a safe place.
Do not write your address on your keys.

Try to follow our simple steps
to keep your home secure:
•

Close all your windows
when you go out

•

Lock your entrance door

•

Never leave keys hidden
outside your house

•

Always check the identity
of people visiting your
home before you let them in.

If you are going away make sure you
cancel any newspapers or milk that
are delivered and try to put a light on
a timer switch. If you will be away for
a while let a member of the Fairoak
team or your support staff know.

Insurance

If you would like more help
about keeping your home
secure please contact a member
of staff who will help.

You should have the contents of
your home adequately insured. We
recommend that you insure your own
belongs against fire, theft, flooding
and accidental damage. Insurance is
less expensive than having to replace
all of your belongings. If you would
like help in finding insurance please
contact a member of the Fairoak team.
Tenant Handbook
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Smoke Alarms

Fire

Your home has been fitted with
a smoke alarm to give you a
warning if fire breaks out. The
smoke alarms are sometimes
connected to the main fire alarm.

Fires can start and spread very
quickly. Internal doors, door
closers and fire extinguishers help
to stop fires from spreading.

You should NEVER:
•

Try to disconnect the
alarm or remove its battery

•

Paint over it

•

Move it

•

Delay replacing an old battery

If your alarm is separate from a fire
alarm and it has a red test button you
should test it regularly. If you would
like help with this please contact
a member of the Fairoak team.

You must NOT:
•

Remove doors or door closers

•

Prop open fire doors

•

Remove fire extinguishers
or fire blankets

If a fire does start you must:
•

Leave the building
as quickly as possible

•

Close all doors and windows
behind if possible to stop
flames and smoke spreading

•

Call 999 and ask
for the Fire Brigade

•

Tell them the full
address of your home

•

Warn any neighbours if
possible and let Fairoak know

•

NEVER go back inside the
building until the Fire
Brigade have told you it is safe

You should make sure you
are aware of the fire safety
instructions for your building.
16
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Regular checks and servicing
Fairoak Housing Association carry
out regular safety, equipment and
appliance checks within the properties.
We will let you know when one of these
is due so that you can provide access
to contractor, if you are going to be
out we can let them in on your behalf.
Fire Extinguishers – checked yearly
Fire Alarms and Emergency
lights – checked twice a year
Water temperature checks
– carried out monthly

Use of Tumble Dryers, Washing
Machines and Dishwashers in Fairoak
owned and managed properties.
These appliances should never be left
running unattended or overnight. The
appliances need to be cleaned and
maintained appropriately as there is
a real risk that they could catch fire.
•

Never leave appliances running
unattended or overnight unless
there are waking staff on duty.

•

Clean the lint and fluff from filters
after EVERY load. Failure to
clean the filters regularly will
causes fluff and lint to build
up which gets forced through the
air distribution system and
reaches the heater where it
can cause a fire. If the airflow
in a tumble dryer is impaired
then it is working less efficiently,
it will be costing more in
electricity to run, the
performance is degraded and
it is dangerous. It can also
cause the premature
failure of heating elements
and thermostats and blockages
with water systems on condenser
dryers, fan blockages
and other issues

•

With condenser dryers,
ensure that the drawer is

Shower disinfection – carried
out every three months
Portable Appliance Testing (PAT)
– carried out every two years.
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emptied and cleaned
after every load
•

Do not overload appliances

•

Never allow large loads to remain
in dryers after the
drying cycle ends

•

Allow items from the dryer to
cool before folding and storing

You should also be aware of the
following warning signs that there
may be a problem with an appliance:
•

A smell of burning.
Always unplug any appliance
before investigating further

•

Clothes taking a very long time to
dry, particularly heavy
items like towels

•

Materials feeling hotter than
usual at the end of the cycle

•

Undissolved dishwasher tablets
could indicate a blocked chamber

If you require any further information
on the above, please don’t hesitate
to contact us and we appreciate
your cooperation on this matter.
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Mobile phones
Please also remember to unplug
mobile phone chargers once the
phone is charged up and do not leave
on to charge overnight or for long
periods as the phone can heat up.
Phones should not be left on the bed
or under the pillow whilst charging.

Repairs

Fairoak Housing Association has
an obligation to keep your home
in good repair but we also expect
you to take care of your home and
let us know if there is a problem.
How do I report a repair?
If you need to report a repair
you can contact us as follows:
•

Telephone us in the office on
01539 720082 or in an emergency
contact our out of hours number
on 07734 162 976

•

Email us at
enquiries@fairoakhousing.co.uk

•

Call in to the office at
155 Highgate, Kendal,
Cumbria LA9 4EN

•

Ask your support worker
to report the repair

When you report a repair
please remember to tell us:

•

Information on when you
could give us access to your
home for our staff and
contractor to inspect the problem

How quickly will we aim
to fix your repair?
We always aim to complete repairs
as soon as possible and to a high
standard. We have set out below
how we usually intend to respond
to your repairs requests:

EMERGENCY
Emergency repairs are those which
cause an immediate risk to safety,
security, health or the building.
We aim to respond to these types
of repairs within 24 hours.
These types of repairs include:
•

A burst water pipe or serious leak

•

Total failure of the
electricity supply

•

Your name and full address

•

Your contact telephone number

•

Major structural damage

•

Information about what is wrong
and what part of
your home is affected

•

A blocked drain or toilet if
you only have one in your home

•

No heating or hot water

•

Information on how
and when it happened
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URGENT
Urgent repairs are those which are
likely to cause damage or difficulties
if they are left unattended. We
aim to complete these types
of repairs within five days and
they can include things like:
• A leaking roof
• Washing machine not working
• Leaking radiators

ROUTINE
Routine repairs are less serious and
can wait without causing major
damage or inconvenience. We aim
to complete routine repairs within
14 days. These include things like:
•

Dripping gutters

•

Repairs to internal doors

•

Repairs to a cupboard
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Planned Work or Adaptations
As well as carrying out repairs we
may plan larger projects such as
external or internal decoration or
renewing kitchens, bathrooms or
heating systems. We will always
work with you to plan this type of
work and involve you in choosing
things wherever possible.
We may also be able to assist you
in adapting your home if needed.
This could range from fitting a
handrail to installing a wet room.
We will help you apply for any
grants that you may be entitled to
manage the work on your behalf.
Management Visits
At Fairoak, we will visit you at
least three times a year for formal
management visits. The purpose
of the visit is to see if there are any
maintenance and repair issues that
need to be undertaken to ensure that
the property is well maintained. It is
also to make sure you are happy in
your accommodation and that you
are meeting all the requirements of
your tenancy. We will always notify
you of when we plan to visit.

Rent

We review our rents and service
charges in April of each year and we
will give you at least one month’s
written notice of any change to
your rent. We will also send you
a rent statement at least every
six months. However, you may
request an up to date statement
from us at any time if you wish.
As well as your rent you will pay
a service charge which covers
the costs of the services we
provide including things like:
•

Gardening

•

Cleaning areas that you
share with your neighbours

•
•

Providing an alarm or
door access system
Providing a fire alarm
and firefighting equipment

It is your responsibility to make
sure that your rent is paid.
However, we can help you by:
•

Helping you claim for Universal
Credit or Housing Benefit

•

Arranging for your
Housing Benefit or Housing
component of Universal
Credit to be paid directly to us

•

Helping you set up a direct
debit or standing order to
pay your personal contribution

If you think you might have a
problem paying your rent please
contact us IMMEDIATELY.
We can help by:
•

Chasing up outstanding Housing
Benefit or Universal Credit claims

•

Asking for claims to be
backdated if appropriate

•

Help you to make an appeal
against a Housing Benefit
or Universal Credit decision

•

Help you get advice from Citizens
Advice Bureau or Welfare Rights

•

Negotiating an arrangement
to pay any outstanding
rent arrears by instalments.

If your circumstances change at all
you must tell us IMMEDIATELY. You
must also inform the Housing Benefit
department or DWP; however we
can help you to do this if you wish.

Tenant Handbook

21

Moving on

We would like customers to have
a home that best meets their
needs, however, if you want
to move on from your current
home we will try to help you.
Fairoak staff might be
able to help you by:
•

Arranging a transfer to
another Fairoak property
which better suits your needs

•

Contacting other Housing
Providers on your behalf

•

Assisting you to buy
your own home through
our shared ownership scheme

Contact a member of the Fairoak team
to discuss what you would like to do.

Moving out

If you wish to end your tenancy you
must give us four weeks’ notice in
writing as stated in your tenancy
agreement. If you are a shared owner
and wish to sell your share, please
contact us for further advice.
During your notice period you will
be contacted by your Housing and
Support Officer who will arrange an
inspection of your home to make
sure that it has been looked after
in a satisfactory way and that it is
going to be left in a condition that
is suitable for the next tenant. This
includes the property being cleaned.
You must return all keys for your home
to Fairoak on the day you leave.
You will need to contact various
organisations to advise them that
you are moving. You will need to
give the utilities companies a final
meter reading; however your Housing
and Support Officer will be able
to help you with this if you wish.
You should leave a forwarding
address with Fairoak so that we
can send on any post that arrives
after you have moved out.
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How can I get involved in Fairoak
Fairoak Housing Association aims
to involve all of our customers in
the management of their homes
because we believe this helps people
gain more independence and it
helps the community thrive. We
always welcome your comments,
compliments and complaints because
it helps us to improve the service
we provide to all our customers.

You can keep up to date with what’s
happening through our newsletters,
website and our social events. The
website has details of new Fairoak
events as well as events and the
Newsletter has details of events in
your area. The newsletter is produced
twice a year and we are always looking
for information, ideas and personal
stories/news that we can include, so
let us know if you have any ideas.
The Fairoak Owls are our Tenant
Board representatives.
The Owls meet every 6 weeks and
are involved in organising events
and helping develop policies and
information that affect all of our
tenants. The Owls give us their ideas
on how to make the information we
send out more customer friendly.

They also help organise the
events and social activities that
we hold for our tenants.
Friends of Fairoak
In recent times many of our tenants
have had their support packages
reduced and this can lead to feelings
of loneliness and social isolation.
To help combat this, Fairoak have
launched Friends of Fairoak.

FRIENDS

Our hope is that by recruiting
volunteers and by raising money our
tenants will be able to learn new skills,
new hobbies and access leisure and
social activities in the local community.
With the funds we have raised so
far we have set up weekly Art and
Dance groups in conjunction with
the Brewery Arts Centre in Kendal,
we have a Gardening club, we
have been to the theatre, bowling,
on weekend activity breaks and
regularly hold seasonal parties.
Tenant Handbook
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How will Fairoak look
after my personal
information?
In order to provide you with a property
and offer you the necessary support
to look after your property, it will be
necessary for Fairoak to hold certain
personal information about you and
we will let you know what this is when
you sign your tenancy or lease.
Fairoak will only keep information
which you know that we have, that
is necessary for us to provide you
with support, which is up to date
and which we will safely dispose
of once it is no longer required.
We will ensure that we protect your
personal information and will not
pass it on to any other organisation
without your permission, except
where your safety or the safety of
someone else may be at risk.
On occasion we may take photographs
which we will use on our website or in
publications that we produce. We will
only publish your photograph if we
have your written permission to do so.
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How do I make
a complaint?

At Fairoak Housing Association we are
committed to continually developing
and improving the service we offer
to our tenants and shared owners.
All complaints will be treated in
confidence ensuring that privacy is
respected and that the Association is
fair and consistent in its approach.
Making a Complaint
If you are unhappy about any aspect
of the service you receive please speak
to your Housing and Support Officer
who will be happy to help. If you
are still not satisfied, please contact
the Housing Director as follows:
The Housing Director
Fairoak Housing Association
155 Highgate, Kendal
Cumbria LA9 4EN
Tel: 01539 720082
Email: enquiries@fairoakhousing.co.uk
A complaint may be made either in
writing, in person, by phone or email.

reply will be sent. The final response
will detail the decisions made and
the reasons for these decisions.
If you are still not happy with
the outcome of your complaint
you may appeal in writing to the
Chair of our Board of Trustees
care of the above address.

The Independent
Housing
Ombudsman

Fairoak Housing Association is a
member of the Independent Housing
Ombudsman Scheme and therefore
you are entitled to take your complaint
to them. The Ombudsman will consider
complaints about any actions or
omissions that we may have made.
You can contact them by telephone
(020 7421 3800), Lo-call (0845 7125
973), Minicom (020 7404 7092), email:
ihol@housing-ombudsman.org.uk or
for further information on their website
www.housing-ombudsman.org.uk

All complaints will be acknowledged
in writing within 2 working days. We
will tell you how long the investigation
is likely to take and when a further
Tenant Handbook
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