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THE TENANTS’ HANDBOOK  
 
Test Valley Rural Housing Association welcomes you as a tenant and hopes that 
you will enjoy living in and looking after your home.  It is intended that this 
handbook should help you do this, with information about TVRHA, about your 
rights, and practical procedures.  You will probably not read it all at once, but it is 
recommended that you keep it for future reference. 
 
We hope that this handbook will provide the basis for a good relationship between 
you and TVRHA.  The Board of Management and those working for the Association 
aim to provide you with the best possible housing service and will therefore 
welcome any suggestions for improving it further.  You may also wish to comment 
to us on the design, layout and quality of the development, to guide us in planning 
future schemes. 
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PART 1  
 
TEST VALLEY RURAL HOUSING ASSOCIATION (TVRHA) AND T ENANTS 
 
1.1 About the Association  
  

 TVRHA was established in 1988 to provide rented and shared ownership 
housing for local people in the rural areas of Test Valley, working in 
partnership with Parish Councils and the Borough Council. 
 
 We are a non-profit making organisation run by a voluntary Management 
Board of local people.  Members of the Board have an interest in improving 
housing conditions and receive no payment except for out-of-pocket 
expenses. 
 
We are an exempt charity registered with the Registrar of Friendly Societies 
under the Industrial & Provident Societies Act (1965), and with the Housing 
Corporation (No. SL3894).  We are also a member of the National Housing 
Federation. 
 

1.2 Day to Day Management 
 

English Rural Housing Association Limited provides a management service 
for TVRHA and you should normally contact English Rural direct if you have 
a housing problem.  The address and telephone number for English Rural is 
on page 25 of this booklet. 
 

1.3 Equal Opportunities Statement 
 

TVRHA has an Equal Opportunities Policy covering all areas of operation, 
including who is housed, whom it may employ and which contractors are 
used. 
 
This means that: 
 
(1) In the provision of housing services and employment of staff to provide 

these services, TVRHA will seek to ensure equality of opportunity and 
treatment for all persons. 

 
(2) No person, or group of persons, applying for housing, or for a job, or for 

contracts with TVRHA, will be treated less favourably than any other 
person or group of persons because of their race, colour, ethnic or 
national origin or because of their religion, sex, physical disability, 
appearance, marital status or sexual orientation 
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(3) In carrying out its Equal Opportunities Policy, TVRHA will actively assist 
disadvantaged minority groups to benefit from its housing services. 

 
(4) It will seek to identify the needs of disadvantaged minority groups in its 

area of operation by establishing close relationships with those groups. 
 
(5) In hiring contractors and other agencies to work for it, TVRHA will be 

mindful of its commitment to equality of opportunity. 
 
(6) In the composition and operation of its Management Board, TVRHA will 

be mindful of its commitment to equal opportunity. 
 
(7) TVRHA’s policies, procedures and practices will comply with the 

Commission for Racial Equality Race Relations Code of Practice, for the 
elimination of racial discrimination and the promotion of equal opportunity 
in the field of social housing. 

 
1.4 Tenant Participation 
 

We will always consult tenants on matters that might affect them, and we 
take their views into account before decisions are made.  If improvement 
works are planned, or there are proposals to make major changes in 
maintenance or management procedures, we will seek residents’ views by 
letter, by home visits or through local discussion where necessary.  
Information provided by the Tenant Participation Service will be given to 
recognised Tenants’ Associations, free of charge. 
 
Newsletters are circulated three times a year, and surveys seeking tenants’ 
views are conducted from time to time. 
 

1.5 Complaints 
 

If you ever need to question our decisions or actions, first write to the 
Secretary, Peter Bird at Lower Farm, Foxcotte, Andover, Hants SP10 4AA. 
The Secretary is independent of English Rural and will undertake an impartial 
investigation of your complaint.  An explanation and discussion will usually 
resolve problems before they get out of hand.  However, occasionally you 
may feel your concern has not been dealt with satisfactorily, in which case 
you should write to the Chairman via the Secretary.  He or she will investigate 
the complaint and report to the Board. 
 
If it is appropriate the Board may invite you to present your case to them, or 
to a smaller group of Board members who may be appointed to investigate 
your complaint further. 
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If you are not satisfied with this reply you might want to seek advice from the 
Citizens Advice Bureau, Law Centre or any other person that may be 
appropriate.  There is an Ombudsman service available for tenants of 
Registered Social Landlords, and if all other means to resolve your grievance 
have been exhausted, you may consider writing to the Ombudsman.  The 
address and a leaflet explaining the service may be obtained from English 
Rural, the Secretary or Citizens Advice Bureau. 
 
Obviously, we do everything we can to avoid giving you cause for concern or 
complaint.  Too often difficulties arise out of misunderstandings. 
 
Please help us to help you by reading this Handbook carefully.  If you 
understand your responsibilities and our undertakings, you may save time 
and anxiety when things appear not to go to plan! 
 

1.6 Access to Personal Information 
 

We maintain records of all tenants.  This information is not disclosed to 
anyone other than authorised bodies, the Association’s appointed agents or 
the tenants concerned. 
 
If you would like to know what information we hold about you or your tenancy, 
you should contact English Rural who will arrange for you to inspect the 
information held.  There may be a small charge for this to cover some of our 
cost in locating and copying the information. 
 

1.7 General Lettings Policy 
 
 a) We exist to help meet the housing needs of people who live in rural areas 

unable to find suitable accommodation locally because of age, income or 
other disadvantage.  Priority will be given to people having strong local 
connections, through residence, relatives or employment in the village.  
Such connections are often described more fully in the Planning 
Agreement for each individual scheme. 

 
 b) A tenancy will be offered after consideration of the applicant’s housing 

need, length of time already spent in unsuitable housing, income and 
access to alternative accommodation. 

 
 c) Nominations for new lettings will be received from the TVhomes Register 

managed by the Local Authority, but these nominations must also comply 
with this policy, and we reserve the right to refuse specific nominations. 
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1.8 Transfers 
 
 We try to assist tenants who wish to transfer from one of our properties to 

another.  Factors that will be considered when a tenant asks to transfer will 
be similar to those set out above for new applicants, and will include:  
overcrowding, a need to be closer to relatives, or to work, school, etc. 

 
 If you want to move, you should contact Test Valley Borough Council for an 

application form and the request for a transfer will be registered on the 
TVhomes Register.  Priority will be given to the applicant with a relevant local 
connection, who is considered to be most in need of that accommodation at 
that time. 

 
1.9 Mutual Exchanges 
 
 a) Between TVRHA tenants 

  Exchanges of accommodation between existing tenants are normally 
approved, so long as this does not result in properties being over-
crowded or under-occupied.  Remember, exchanges cannot take place 
between tenants if they would result in people living in villages with which 
they have no local connection.    

 
 b) Between a TVRHA tenant and a tenant of another landlord 
  We will have to be satisfied that in any proposed exchange between one 

of our tenants and a tenant of another landlord (whether a Local 
Authority, another Housing Association or a private landlord), the 
incoming tenant satisfies the terms of our general lettings policy. 

 
  In addition, we will wish to be satisfied that any other landlord concerned 

has given consent to the exchange.  Any tenant moving into a TVRHA 
property under an exchange must have a connection to that village. 

 
Before seeking to arrange any exchange, you should consult the English 
Rural’s Housing Manager.  
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PART 2 
 

YOUR TENANCY 
 

2.1 The Tenants’ Charter 
 

As an assured tenant of a Registered Social Landlord, you have certain rights 
which are explained in “The Assured Tenant’s Charter”, produced by the 
Housing Corporation.  A copy of the Charter will be issued to you at the start 
of your tenancy.  However, the following paragraphs explain some of these 
rights and responsibilities to you. 
 

2.2 Tenancy Agreement 
 

You have been given a copy of the Tenancy Agreement, which is a 
comprehensive document and should be self-explanatory.  However, if you 
need clarification of any matter, contact your Housing Manager at English 
Rural.  If we are unable to provide a satisfactory explanation, do not hesitate 
to discuss the matter with the Citizens Advice Bureau, a solicitor, or any other 
appropriate person. 
 
This is an important document.  It should be kept i n a safe place and 
should be readily available if required.  
 

2.3 Variation of Tenancy Conditions 
 

If we ever wish to vary the conditions of the Tenancy Agreement, the 
procedures that we will follow are set out in the Agreement itself.  Most 
changes, including changes to the type of services provided by TVRHA, 
would become effective only after consultation with you and all other tenants 
affected.  This does not apply to changes in rent (including any service 
charge).  We will give you at least four weeks’ notice of any increases in your 
rent or service charges.  (See Part 3 for more details). 
 

2.4 Security of Tenure 
 

All our tenants enjoy security as assured tenants, providing they occupy the 
dwelling as their principal home, and abide by the terms of the Tenancy 
Agreement.  You should therefore study carefully your obligations under the 
Tenancy Agreement.  We can only end the Tenancy by obtaining a Court 
Order for Possession of the premises on one of the grounds listed under 
Schedule 2 of the 1988 Housing Act, as amended by the 1996 Housing Act.   
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2.5 Eviction 
 

You cannot be evicted from your home without a Court Order.  Our policy is 
to seek to evict only as a last resort after full discussions have failed to 
resolve any serious breach of the Conditions of Tenancy.  Before we can 
apply for a Court Order, we must serve you with a “Notice of Seeking 
Possession”, telling you the reason(s) for the action and the earliest day on 
which proceedings against you may start. 
 

2.6 Moving Out 
  
 If you wish to end your tenancy, please note the following: 
 
 a) You must give at least four weeks’ notice in writing to the Association 

(addressed  to TVRHA c/o English Rural Housing Association, Hall 
House, 9 Graphite Square, Vauxhall Walk, London SE11 5EE).  During 
your period of notice, we may ask you to allow prospective new tenants to 
look at the property, at a time to be agreed with you; an officer of the 
Association would accompany any visitor. 

 
b) Your tenancy must end on a Sunday and you are liable for the rent up to 

that point. 
 
c) You are expected to leave the property clean, empty, and in a good state 

of repair, and ready for occupation. 
 

 d) Any broken fixtures or fittings must be repaired or replaced before you 
leave.  You should also inform the Electricity, Water and Telephone 
companies (and the Gas company if you have a gas supply) that you are 
leaving so that meters can be read on your day of departure. 

 
e) A tenancy always ends on a Sunday and the keys of your property must 

be delivered to us not later than 9 a.m. on Monday or you will be charged 
a further week’s rent. 

 
f) Your Housing Manager will visit your home before you leave in order to: 

  
 i) Identify any repairs to the property which may be needed. 
 ii) Discuss any outstanding enquiries regarding the termination of the 

tenancy. 
 iii) Confirm any outstanding rent payments due to the end of the tenancy. 
 iv) Check that the builder’s property manual is available for the next 

tenant (if applicable). 
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2.7 The Right of Succession 
 

Our policy is to grant joint tenancies (usually to two people, but sometimes to 
more than two) wherever appropriate.  This means that joint tenants have 
equal claim to the tenancy as well as equal responsibilities.  Should one party 
die, the tenancy passes to the remaining joint tenant(s).  Any arrears of rent 
are also the responsibility of the remaining tenant(s). 
 
If the tenancy is in one name only, then, on the death of that person, the 
tenancy can pass to any other member of the immediate family who has 
been living there continuously for the previous 12 months.  Where the 
property is inappropriate for the successor tenant then we will discuss with 
you a move to a more appropriate property. 
 
If there is more than one person who qualifies, they can decide between 
themselves who will apply for the tenancy.  However, if they are unable to 
agree, we will decide.  In any case, we must be informed immediately of any 
change in circumstances. 
 
People wishing to take up the right to succession have to apply to the 
Association in writing.  The right of succession applies only once, so that 
once a member of the family has succeeded to the tenancy, there is no 
further right of succession for another member of the family.  Nevertheless, it 
is our policy to treat such cases sympathetically.  If you are worried about 
who will succeed to the tenancy, do discuss the situation with us in the first 
instance. 
 
Special circumstances apply in some divorce cases, and we will be ready to 
discuss any difficulty you may have in this connection. 
 
If there is a breakdown in the relationship between joint tenants, there are no 
rules about which one may remain in the property.  It is in your interests to 
contact us immediately if there is the possibility of a dispute, especially if 
there are children concerned.  No joint tenant can be forced to leave a 
property simply because the other tenant wishes them to do so. 
 

2.8 The Right to take in a Lodger 
 

You can take in a lodger without asking for our permission, but you must 
inform us of the name, age and gender of the lodger, so that we can carry out 
our legal duty to make sure your home is not overcrowded.  A lodger is 
usually someone who “lives with the family” and may be provided with some 
services such as laundry or meals.  A lodger does not have exclusive use of 
any part of the property, and they have no rights to succeed to or take over 
the tenancy. 
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If you take in a lodger, this may affect your Housing Benefit and other 
benefits and you should discuss this with the Council or other benefits 
agencies as appropriate.  
 

2.9 The Right to Buy 
 
 You do not have the right to buy the accommodation which you rent. 
 

If your financial circumstances change and you wish to consider purchasing a 
different home on a shared ownership arrangement, please ask us for advice. 
 

2.10 Harassment 
 

Part of our responsibility is to ensure that our tenants are able to lead their 
lives in a safe and secure environment.  Any incident of harassment 
committed or suffered by tenants, members of their household or visitors will 
be treated seriously.  If necessary, the offenders may be prosecuted and/or 
evicted.   
 
The type of harassment against which we will take action includes: 
Racist abuse 
Rubbish dumped on doorsteps 
Stone throwing 
Abusive literature sent through the post 
Excessive noise causing disturbance to neighbours 
Behaviour which causes nuisance and/or distress to other residents  
Willful damage to property 
Physical attack 
Harassment by dogs 
Hostility towards lifestyle or sexual orientation 
Threatening or intimidating behaviour. 
 
We are also concerned for the safety of our staff and our contractors.  
Threatening behaviour towards them can result in prosecution or eviction. 
 
If you feel you are being harassed, you should cont act the Managing 
Agents, English Rural.  You should also contact you r local Police 
Station. 
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PART 3 
 
RENT 
 
3.1 What is rent used for? 
 
 a) To repay loans taken out to build the houses. 
 b) To repair and maintain the properties. 
 c) To pay for management of the properties. 
 
3.2 Keeping costs down 
  

We attempt to keep costs as low as possible while providing an efficient and 
prompt service.  Tenants can help to keep costs down by: 
 
a) Paying rent in full and on time. 
b) Looking after the property.  
 

3.3 How is the rent set? 
 

We set the rent for each property based on principles laid down by the 
Tenant Services Authority (previously these were set by the Housing 
Corporation).  Rent levels are reviewed annually and any increases will be 
implemented each April.  If an increase is required, you will be given written 
notice at least 28 days in advance of the new rent. 
 

3.4 Can I disagree with rent increases? 
 

If you disagree with any rent increase you have the right to approach your 
local Rent Assessment Committee which will fix a rent for the 
accommodation above which we should not increase the rent for 12 months.  
However, do bear in mind that there is a possibility that the rent could be 
fixed at a higher level than that proposed by TVRHA. 
 

3.5 Service Charges 
 

Some of our developments may include a service charge to cover the cost of 
providing and maintaining items which are of benefit to all residents on the 
development. 
 
Such services may include pumping or sewage treatment plants, lighting and 
maintenance of communal areas including communal landscaped areas.  
The amount of service charges will be shown separately in your Tenancy 
Agreement.  If service charges need to be increased or decreased you will be 
notified in writing at least 28 days in advance.  This will allow you time to 
write to us with your comments/queries about the proposals.  You may query 
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at any time how these charges are arrived at by writing initially to the 
Association’s office.   
 

3.6 Keeping Track of Rent Payments  
 

You will receive a rent statement monthly that will detail payments and debits 
from your account.  In the event of any dispute, you should discuss the 
matter immediately with your Housing Manager at English Rural. 
 

3.7 Help with Rent 
 

If you are on Income Support, you will receive help from the Local Authority 
towards your rent; this is called Housing Benefit.  Many tenants find it easier 
to have their Housing Benefit paid direct to us. 
 
If you are working, but on a low wage, you may also be able to get some 
Housing Benefit to help with the rent, or Working Family Tax Credit to top up 
your wages.  The Local Authority Benefits Department, or the Citizens Advice 
Bureau will be able to help you claim Housing Benefit or any other benefits. 
 

3.8 How to Pay your Rent 
 

Your rent is payable weekly advance each Monday or monthly in advance. 
Your rent can be paid in a number of ways, by Housing Benefit, standing 
order, at the Post Office, by Girobank Billpay, Bank Giro, Internet/telephone 
banking, cheque and by debit or credit card.  For more information about any 
of these methods, please contact your Housing Manager at English Rural. 

 
 It is essential that you pay your rent. 
  
 Your home is at risk if you do not pay your rent.   

 
3.9 Difficulty in Paying your Rent? 
 

If, at any time, you are having difficulty paying your rent, perhaps through 
sickness or unemployment, contact us immediately and we will seek to 
advise you about the possibility of obtaining benefits.  However, please be 
aware that we do not have the resources to overlook persistent arrears, and 
any necessary action will be taken for the recovery of outstanding debts. 
 

3.10 Council Tax 
 

Council Tax is set by, and payable to, your Local Authority and is your own 
responsibility.  You can usually arrange to pay in 10 monthly instalments.  
The Council operates a Council Tax Benefit Scheme for those on low 
incomes. 
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3.11 Water Charges 
 

The water charge is set by, and is payable to, the relevant Water Company 
and is your own responsibility.  Most of our properties have a metered water 
supply. 
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PART 4 
 
REPAIRS AND MAINTENANCE 
 
4.1 Day to Day Repairs 
 

Your rent includes a contribution towards the cost of repairs and 
maintenance, and your Tenancy Agreement sets out exactly which items we 
undertake to maintain. 
 
4.1.1 We look after: 
 The structure and exterior of the house 
 Drains, gutters and external pipes 
 Gas and plumbing systems  
 Baths, basin, toilets 
 The heating and hot water supply equipment 
 Internal walls, floors, ceilings, doors and frames, skirtings 
 Electric wiring, sockets, switches 
 Communal areas. 
 
We have a legal obligation to keep all these in good repair.  Where, however, 
repairs are necessary as a result of misuse or neglect by tenants, their 
families or their visitors (eg, a toilet blockage, cracked basin or bath, broken 
kitchen cabinets), we will look to the tenant for reimbursement of the cost. 
 
4.1.2 You look after (see also section 4.11): 

Drain gullies (keeping clear of leaves, etc) 
 Broken panes of glass 
 Internal decorations 
 Your own fixtures and fittings. 
 

4.2 What to do in an Emergency 
 

If you have an emergency  out of office hours, please take the following 
action as appropriate: 
 
If Electrical: Switch off supply at the mains. 
If Plumbing: Turn off the supply at the main stopcock. 
 
Telephone the out of hours repair service number – 01772 757 874 
 
Fire :  Evacuate the house.  DO NOT DELAY. 
  Ring the emergency services if you can. 
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Please bear in mind that repairs undertaken outside normal working hours 
are more expensive and it is your rent that pays for the service.  If the repair 
turns out not to be an emergency you may be asked to pay the call out fee. 
 

4.3 Reporting Repairs 
 

Repairs should be reported during normal office hou rs to English Rural 
on 0800 121 44 22 explaining that you live in a TVRHA property, the nature 
and location of the problem, together with a telephone number where you can 
be contacted in order to arrange access. 
 

4.4 Response Times 
 

Our aim is to provide an efficient and cost effective service.  All repairs are 
expected to be of a good quality and completed within the following response 
times: 
 
Emergency repairs:  Carried out within 24 hours 
Urgent repairs:  Carried out within 7 calendar days 
Non-essential repairs: Carried out within 28 calendar days. 
 

4.5 What is an Emergency? 
 

·  Serious fire damage 
·  Total loss of electrical power 
·  Partial loss of electrical power (if appropriate) 
·  Unsafe power, lighting socket or electrical fitting 
·  Total loss of water supply 
·  Burst pipes 
·  Gas leak 
·  Total loss of space or water heating between 30 October and 1 May 
·  Total loss of space or water heating for vulnerable residents at any time of 

year 
·  Blocked or leaking foul drain, soil stack or toilet pan (where there is no 

other working toilet in the dwelling) 
·  Leaking roof 
·  Dangerous wall or chimney 
·  Insecure external window, door or lock 
·  Loose or detached banister or handrail 
·  Rotten timber flooring or stair tread. 
 

4.6 What are Urgent Repairs? 
 

·  Partial loss of water supply 
·  Overflows 
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·  Blocked flue to open fire or boiler 
·  Partial loss of space or water heating between 1 November and 30 April 
·  Loss of space or water heating between 1 May and 31 October 
·  Toilet not flushing (where there is no other working toilet in the dwelling) 
·  Blocked sink, bath or basin (unless tenant’s responsibility) 
·  Tap which cannot be turned 
·  Leaking water or heating pipe, tank or cistern (if temporarily contained) 
·  Extractor fan in internal bathroom not working. 

 
4.7 Routine Repairs 
 

General day to day work requiring attention but which do not cause major 
inconvenience. 
 

4.8 Repairs Satisfaction 
 

We believe that a satisfactory repair service is an important element in 
maintaining a good relationship between any landlord and tenant, and we will 
deal promptly with repair requests. 
 
Should you feel that we have not responded within a reasonable time to a 
request for repair, you may use the grievance procedure described at 
paragraph 1.5 above.   

 
4.9 Gardens and Boundary Fences 
  

If you have a private garden (front or back), it is your responsibility to keep it 
properly maintained.  We will maintain the boundary.  You may erect new 
fencing if you obtain our consent (and planning permission, if necessary).  
Any fencing you erect will be your responsibility to maintain. 
 
If you have the use of communal grounds along with the other tenants, it is 
our responsibility to maintain them.  However, if you would like to look after 
any part of such an area, please write to your Housing Manager at English 
Rural.  If it can be arranged without annoying other tenants or creating any 
other difficulties, we will be happy for you to do this. 
 

4.10 Telephones 
 

Tenants will be responsible for meeting the connection and rental costs if 
they wish to have telephones connected to their homes.  This should be 
arranged direct with the telephone company. 
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4.11 Decoration  
 

We will redecorate the outside of your home at regular intervals, (currently 
every four years if required).  If you wish to carry out any decorations on the 
outside of your house, you must obtain our permission first.  You are 
responsible for keeping the inside of your home in good decorative order.  
The Association may charge for any redecoration necessary when you 
vacate the property. 
 

4.12 Your Responsibility for Repairs  
 

Some repairs are not our responsibility and you will have to pay for these 
yourself: 
 

·  Adjusting doors for carpets 
·  Replacement of sink plugs 
·  Blocked sinks or WCs when caused by negligence 
·  Blocked drains when caused by negligence 
·  Burst pipes if caused by negligence 
·  Cookers, refrigerators 
·  Light bulbs, etc 
·  Fuses 
·  Replacement batteries (smoke alarms) 
·  All internal decorations 
·  Broken panes of glass. 

 
4.13 The Right to Compensation for Failure to Repai r 
 

Tenants are entitled to compensation by the Association if a relevant repair is 
not carried out within the specified time and, if after further notification from 
the tenant, it is not then carried out within a second specified period.  A 
relevant repair is one that is likely to jeopardise the health, safety, or security 
of the tenant if not carried out within the stated period, and within a specified 
cost limit. 
 
The amount of compensation will be calculated on a daily basis for each day 
the necessary repair remains uncompleted. 
 

4.14 Frost Precautions 
 

Serious damage can be done to pipes, cisterns, sinks and basins by the 
expansion of water when it freezes in wintry weather.  Sometimes you can 
only see the consequences when the thaw comes and water floods through 
the breaks in pipes or appliances. 
 
At the onset of a cold spell take these precautions: 
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(1) Keep your home warm. 
 
(2) Know where to find the main water control tap or stopcock, and know how 

to turn it off.  If it does not work properly, ask for it to be repaired. 
 
(3) If you are leaving your home empty for more than a week, when the 

weather might turn cold, take these further precautions: 
 
 i) Turn off the immersion heater, draw off all the water from the system 

by turning off the stopcock and then turning on all the taps until the 
water stops running (but do not leave while they are still running just 
in case the waste pipes are frozen and the water will not run away).  
When the taps stop running make sure you turn them off. 

 
 ii) Flush the WC cistern(s) to empty, and put salt in the lavatory pan to 

stop the water freezing. 
 
 iii) When you come back turn the stopcock on again and make sure 

there is an adequate flow of water from all of your taps before turning 
them off.  This is to check that there is no air lock in any of the pipes.  
Remember to turn on the immersion heater. 

 
4.15 Burst Pipes 
 
 If you have a burst pipe: 
 

(1) Turn off the water immediately at the stopcock. 
 
(2) Turn off your immersion heater. 
 
(3) Then turn on all your taps to drain the water as quickly as possible.  Find 

out where the water is coming from. 
 
Notify us immediately.  If out of hours, ring the emergency number (Section 
4.3).  If you can see a split in a pipe try to find a piece of plasticine or Blu-
Tack and bind this to the pipe with a rag, bandage or tape.  Place a container 
underneath to catch any leaks. 
 
If the water has been leaking through beside any electric light, etc, DO NOT 
SWITCH IT ON.  Inform English Rural at once (contact details are at 
paragraphs 4.2 and 4.3 above). 
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4.16 Condensation 
 

Most of the complaints received about dampness turn out to be caused by 
condensation, which occurs when moist air reaches a cold surface and 
deposits some of its moisture on that surface.  Air can become heavy with 
water vapour with steam from cooking, washing, hot baths and from drying 
clothes.  One of the most notorious causes of excessive moisture in the air is 
a heater using bottled gas. 
   
To limit condensation: 
 
(1) Try to reduce the amount of water in the air by drying clothes outside if 

possible.  If it has to be done indoors, try to keep a window open.  If you 
use a tumble drier, make sure it is properly vented. 

 
(2) As far as possible, keep lids on saucepans and turn the heat down when 

they start to boil. 
 
(3) After having a bath, open the bathroom window and keep the bathroom 

door closed until all the steam has gone. 
 
(4) Try to keep each room warm so that there are no cold surfaces on which 

water vapour could condense. 
 
(5) Do not use paraffin or bottled gas heaters. 
 
(6) Do not block ventilation bricks or grilles (see below). 
 
Above all, the best way of preventing condensation is to make sure that there 
is adequate ventilation and heating throughout your home. 
 

4.17 Damp Course 
  

A damp-proof course is inserted in the brickwork to ensure that dampness 
does not rise from the ground.  It is also usual to have air bricks inserted in 
the wall below the level of the timber floor to allow for adequate ventilation, 
and to prevent condensation under the floor. 
 
Please make sure that the soil level is kept below the damp-proof course and 
the air bricks are not obstructed, otherwise there may be a serious risk of 
dampness in the house. 
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PART 5 
 
LIVING IN YOUR HOME 
 
5.1 Insurance 
 

TVRHA’s insurance covers only the structure and the permanent fixtures of 
your home.  It does not cover carpets, curtains, furniture or any of your 
personal belongings.  Tenants have the right to decide whether or not to 
insure their contents.  However, fire, theft, flood, or other accidental damage 
may occur at any time and you could lose all or some of your belongings 
without any compensation.  A member of your household or a visitor may 
also cause accidental damage and the cost of repairs would be your 
responsibility. 
 
You are therefore strongly advised to insure your h ome contents 
against all contingencies. 
 

5.2 The Right to Improve Your Home 
 

You have the right to make improvements to your home, but you must ask 
our permission first.  We will consider each application on its merits, but 
alterations that would make your home less safe, reduce its value or 
adversely affect any other tenants will not be given consent. 
 
We cannot unreasonably refuse you permission to make improvements, but 
may make certain conditions; for example, that work is carried out to a proper 
standard, and by an approved contractor.  “Improvement” in this case means 
any alteration or additions to your home, and include: 
 
i) Any addition or alteration to TVRHA’s fixtures and fittings, or to do with 

the services provided; for example, putting in a new kitchen sink. 
ii) Installing an external radio mast, a TV aerial or satellite dish. 
iii) Carrying out external decorations. 
iv) Improving insulation standards. 
 

5.3 Adaptations 
 

If you or a member of your family become disabled and think that some 
adaptations to the property would be of assistance, you should first contact 
the local Social Services Department.  If alterations or adaptations are 
recommended in writing by an Occupational Therapist, we will usually agree 
that such works may be undertaken. 
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The work may be funded by Social Services or by your Local Authority.  
Sometimes a local charity or a benevolent fund associated with your previous 
employment may be able to help.  It is also possible in some circumstances 
for us to assist you in obtaining funding. 
 

5.4 Home Renovation Grant 
 

You may be able to obtain a grant from the Local Authority towards the cost 
of making improvements.  Ask your Local Authority for any information they 
may have on these grants. 
 

5.5 Rents after Improvement 
 

The rent you (or your legal successor) pay cannot be increased merely on 
account of any improvements you make, but if you make an improvement 
which will cost TVRHA money to maintain – for example, installing an 
additional or alternative heating system – then the rent might be increased to 
cover this extra cost of maintenance. 
 

5.6 Planning and Building Regulations 
 

You will be responsible for obtaining any necessary Building Regulations and 
Local Authority Planning Consent for work you propose, and for paying any 
charges that are made.  The Local Authority will advise you whether the 
proposed work requires permission and can provide you with application 
forms. 
 
We may oppose proposals at the planning stage, which would adversely 
affect the character of the development, or significantly increase the value of 
the property. 
 

5.7 Right to Compensation for Improvements 
 

Certain improvements to the property may be eligible for a compensation 
claim providing the Association has granted written consent before the work 
is carried out.  Three estimates for the relevant work must be submitted by 
the tenant from approved contractors for any such claim to be considered, 
and we must approve the selected estimate.  You will be liable for the full 
payment due to the contractor upon completion.  Any compensation will then 
only be considered at the end of the tenancy, and will be subject to a 
deduction for depreciation and any sums that you may owe us. 
 
See Appendix 1 (page 29) for a list of improvements that may be considered 
for such compensation. 
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If you intend to ask for compensation in respect of improvements, then you 
must make this known when you give notice to terminate the tenancy.  An 
inspection will be arranged and you will be required to produce receipts for 
the work. 
 

5.8 Keys 
 

Make sure that you have a spare key and that it is kept in a safe place.  You 
will be responsible for the cost of any forced entry or change of locks as a 
result of the loss of a key. 
 
We do not keep spare keys.  
 
If you wish to fit, at your own expense, a stronger lock to the external doors of 
your home you may do so, on the understanding that, should you later vacate 
the dwelling, you will hand all keys to us upon your departure. 
 

5.9 Home Security 
 

 Be aware that you are responsible for the security of the property, and of your 
belongings.  You should ensure that all necessary precautions are taken. 

 
If you install a burglar alarm, make sure the Police have details of the key 
holder who can be contacted in your absence.  Do not let alarms cause a 
nuisance. 
 

5.10 Pets 
 

We are normally happy for tenants to keep pets, providing they are not a 
problem to other residents or visitors.  If complaints are received concerning 
your pet, particularly in respect of excessive noise, fouling, or general 
nuisance, or if any damage is caused to the property, we will contact you to 
ask how you will resolve this. 
 

5.11 Household Rubbish 
 

Please prevent your dustbin from becoming offensive by cleaning it regularly 
after it is emptied or by using plastic dustbin sacks to contain your refuse.  Do 
not allow overflowing rubbish to accumulate as this encourages rats and 
other vermin. 
 
If you have large items of rubbish such as old mattresses, etc, you should 
contact the appropriate department of the Council.  If any tenant fails to 
arrange removal of large items of rubbish, we will have this collected and will 
re-charge the cost to the offending tenant.  Please be aware that the Local 
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Authority will only clear normal domestic rubbish.  They will also give you 
details of recycling facilities in the area. 
 
Do not leave the dustbin in front of the property, other than on collection 
days. 
 

5.12 Parking  
 

Careless or thoughtless parking of vehicles can be the cause of friction 
between neighbours.  Always ensure that you or your visitors park in 
appropriate places, with due regard to your neighbours.  Vehicles should only 
be parked in designated places and never on landscaped or unsurfaced 
areas.  They should not obstruct any other permitted pedestrian or vehicle 
access. 
 
Parking spaces will inevitably be limited, and it is unlikely that all visitors will 
always be able to park on the development.  Please warn your visitors 
beforehand. 
 
Broken down, unroadworthy or unusable vehicles must not be stored 
permanently within the development.  Occasional maintenance to vehicles is 
permitted but we will not tolerate regular and ongoing car repairs on our 
property. 
 

5.13 Nuisance 
 

You must act in a considerate way so as not to cause nuisance, danger or 
harassment to your neighbours or to anyone else.  You should also 
remember that you are responsible for the actions of your family, lodgers and 
visitors. 
 

5.14 Problems with Neighbours 
  

Many of the problems with neighbours arise because of misunderstandings 
and thoughtlessness.  For example, your neighbours might not realise that 
they are playing music too loud and disturbing you.  In cases like these, a 
friendly approach is the best course of action, and we would encourage 
everyone concerned to try to resolve difficulties like these between 
themselves in the first instance. 
 
However, TVRHA, or possibly a mediation service, can become involved if 
problems persist, and in extreme cases we may take action to end the 
tenancy of the offender, or of the tenant whose family or friends are causing 
the problem.  You should be aware that unfortunately this procedure can take 
a long time and evidence of nuisance must be given in the County Court 
which may require the complainant to attend and testify. 
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The Local Authority Environment and Health Department can also be of 
some assistance in monitoring noise levels and in taking legal action where 
appropriate. 
 
Sometimes nuisance goes beyond tolerable limits and the threat of violence 
may be made.  If this occurs, you should immediately contact the Police and 
perhaps seek the advice of a solicitor or the Citizens Advice Bureau. 
 
Please do your best not to annoy or disturb your neighbours.  Keep 
televisions, music systems, radios, pianos, etc away from party walls and 
keep the volume down, especially late at night or early in the morning. 
 
If you keep a dog, please ensure that it does not foul public areas and that it 
does not bark when left alone.  If a neighbour tells you that your dog barks 
excessively when the house is empty, you should treat the information 
seriously and find out what can be done.   
 
If you have a party, let your neighbours know in advance and agree with 
them a time when you will stop the music and other noise.  Be particularly 
careful if you know that your neighbours have young children and try not to 
disturb their sleep. 
 
Noise problems from non-TVRHA dwellings (such as private houses or 
commercial properties) are usually dealt with by the Environment and Health 
Department. 
 

5.15 Fire Precautions 
 

To avoid the risk of fire, there are a number of things that you should 
remember:   
 
(1) Make sure all fires are guarded. 
(2) Never wire more than one electrical appliance into one plug. 
(3) Do not run any appliance from light fittings. 
(4) Never run flex under carpet or other floor covering. 
(5) Do not use electric appliances in the bathroom other than a fixed wall 

heater or an electric shaver. 
(6) Make sure that all electrical appliances have the correct fuse in the plug – 

see instruction leaflet for each appliance. 
(7) Never go to bed or leave the house leaving a barbecue alight. 
(8) Do not light a barbecue near any flammable materials, and position the 

barbecue well away from children or dogs who might knock it over. 
(9) Never answer the phone or allow yourself to be distracted once you have 

put a chip pan on the hot plate to heat up. 
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5.16 In Case of Fire 
 

·  Call the Fire Services at once (dial 999). 
 

·  Close doors and windows if you can to prevent the spread of heat and 
smoke. 

 
·  Warn others in the building and GET OUT. 

 
·  NEVER USE WATER ON A FIRE INVOLVING ELECTRIC APPARATUS, 

FAT, OIL OR SPIRIT.  Instead, switch off the gas or electricity supply if a 
heater or an oven is involved, and smother the fire with a mat, woollen 
blanket or overcoat. 

 
5.17 Waste Water Plant 
 A number of the Association’s properties are connected to small private 

sewage treatment plant.  These operate through a bio-mechanical process 
that will be harmed by high levels of bleach and other strong chemicals that 
will kill off the beneficial bacteria that break down the waste.  If you are 
connected to such a plant please try to avoid excessive use of bleach.  These 
plant, along with mains waste sewers may also be damaged through the 
disposal of bulky items down drains and WCs. 

 
5.18 Plumbing Leaks 
 If you should discover a plumbing leak you should turn off the water 

immediately and arrange to have the leak repaired as a matter of urgency 
(see reporting repairs at paragraphs 4.2 and 4.3).  Many of the Association’s 
properties have wooden ground floors, with insulation underneath the floor.  
Unattended leaks, even slow dripping leaks, if left unattended can cause 
considerable damage before the problem becomes apparent.  Please be alert 
to possible leaks on supply pipes and waste fittings under the sink and 
elsewhere in the kitchen and in the bathroom and ground floor toilet if you 
have one. 
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PART 6 
 
6.1 MANAGING AGENTS 
 
 English Rural Housing Association 

Hall House 
9 Graphite Square 
Vauxhall Walk 
London SE11 5EE 

  
General enquiries  

Telephone number: 020 7820 7930 
Fax number: 020 7820 7931 
 
Email: info@englishrural.org.uk 
 

Repairs service  
Working hours telephone number: 0800 121 44 22 
Emergency out of hours  repair service telephone number: 01772 757874 

 
 It may be helpful to mention that you live in a TV RHA property 
 
 
6.2 THE TVRHA COMPANY SECRETARY 
 
 Mr Peter Bird 
 Lower Farm 
 Foxcotte 
 Andover 
 Hants SP10 4AA 
 
 Tel 01264 324403 
 
6.3 THE TVRHA WEBSITE 
 
 www.tvrha.co.uk 
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Appendix 1 
 
Improvements that may be considered for compensatio n if applicable 
 
Bath or shower 
Wash-hand basin 
Toilet 
Kitchen sink 
Storage cupboards in bathroom or kitchen 
Work surfaces for food preparation 
Space or water heating 
Thermostatic radiator 
Insulation of pipes, water tank or cylinder 
Loft insulation 
Cavity wall insulation 
Draught proofing of external doors or windows 
Double or secondary glazing 
Rewiring or the provision of power and lighting or other electrical fittings 
Any object which improves the security of the dwelling, but excluding burglar 
alarms. 



 

 


