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Hi
This handbook is full of information we hope you will find useful. Please keep it in a safe place. We
are always on hand to help you and you can find all our contact details below.
We wish you all the best in your new home!
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Welcome to SHAL

Meet the team
Hopefully you have already met your new Housing Officer but please meet the rest of the team:

Allie Mayor
Housing Officer

Darryl Smith
Housing Officer

Lee Martin-Scull
Housing Manager

Simon White
Maintenance Manager
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Welcome to SHAL

Contact details



www.shal.org
www.mytenancy.co.uk



information@shal.org



07984 355553 (see below)



Telephone

01278 444344
(08:30 – 17:00)



Repairs

01278 444344 (option 1 when we are open)
07889 537164 (when we are closed)

Online

Email

Text



Write or visit

2 King Square, Bridgwater, Somerset, TA6 3DG
(09:30 – 16:00)

Text messages
You can also access information from your account and contact us by sending a text to
07984 355553. This is available 24/7. Unless requested we won’t send you messages between 7
pm and 8 am. Text:
BAL to get your latest balance;
CARD to order a new PayPoint card;
DD to set up or amend a direct debit;
REF to get your allpay reference number;
RENTS (plus a message) to talk to your Housing Officer
about your rent account;
REPAIR (plus a message) to report a repair
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Welcome to SHAL

Online account
You can find everything you need to know about your tenancy
online. This is available 24/7.
Everything from your weekly rent and outstanding balance to
your personal contact information and repair history is available
to you online and on the go. You can also contact us through
your online account.
We provide you with a username and password when you move
in. When you log on for the first time you will be asked if you would
like to change this information.
All the information is stored securely and only you can see it. Your online account is set up when you
join SHAL and deleted automatically when you leave. All the information is from our live system and
is up-dated overnight. However, any changes to your personal information, including payments and
repairs, may take up to 3 working days to show online.
www.mytenancy.co.uk

Your personal information
When we meet you to talk through your application we’ll collect lots of personal information on you
and your household, including contact details. Please be assured we will hold only what is necessary
for as long as we’re required to keep it. It will be held securely and destroyed confidentially.
We will not disclose information to a third party without your signed
consent. If you would like to consent to us disclosing your personal
information to a particular person or organisation please let us know.
We may contact you from time to time to make sure our information is
up-to-date and accurate. If you would like to see the information we
hold for you and your household please contact us.
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SHAL online
You can find lots of information on our website. We up-date it regularly with a range of articles on
subjects including health, wellbeing and money advice.
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Moving in

Moving home checklist
Moving home can be a stressful time. We have put together a list of those people you may need to
tell:
Money
Bank or Building Society
Government departments
Department for Work and Pensions (Universal Credit)
Pension Service
HMRC (Child benefit and tax credits)
DVLA (Driving licence)
Health
Dentist
Doctor
Council
Electoral Services
Housing Benefit
Utilities
Electric supplier (remember to read your meter before you leave)
Gas supplier (remember to read your meter before you leave)
Internet, mobile and telephone provider
Water supplier (remember to read your meter before you leave)
Employment
Employer
Jobcentre Plus
Other
Insurance (car, home contents etc)
Royal Mail & other postal services
Schools
TV Licensing
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Moving in

Keys
When we give you the keys to your new home we do not keep any copies. We
always recommend you give a spare set to either a friend, relative or neighbour in
case you ever get locked out. If we have to help you gain access to your home we
will have to charge you in advance. Alternatively, you would need to call a locksmith
to help you.

Rent
When you move into your new home we will ask for at least one week’s rent. However, if you plan to
pay your rent monthly we will ask for one month’s rent. How you pay your rent is down to you but
payments always need to be made in advance. This means making a payment before the rent is
charged.
If you cannot afford to get in advance on your rent straight away you can pay an additional amount
each week or month to get in advance in an affordable way over a period of time.

What do I pay?
You may be entitled to an amount of Housing Benefit (HB) or
Universal Credit (UC) towards your rent. However, it is your
responsibility to make sure all your rent is paid regularly,
including making sure your HB and UC claims are up-to-date and
being paid.

When do I pay?
How much you pay will depend on how frequently you pay and your weekly rent level but as an
example:
Weekly

£100.00

Fortnightly

4 weekly

Monthly

Weekly x 2

Weekly x 4

Weekly x 52 ÷ 12

£200.00

£400.00

£433.33

The monthly figure is always more than your weekly rent x 4 because there more than 4 weeks in
each month.
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How can I pay?
There are lots of ways you can pay your rent. The easiest way is by Direct Debit and we can set this
up when you move in, or anytime during your tenancy.
Direct debit

Online
The allpay app

Debit card

Standing order

PayPoint

Cash and cheque

This is the quickest and easiest way to pay your rent. They can be set up to be
taken on a date of your choice and as frequently as you want. We cannot take
the first payment for 10 working days but once set up the amount can be
increased or decreased in line with changes to your rent. You can ask us for a
form to complete so we can take payments directly from your bank account.
Paying your rent online is quick and easy. You just need to have the reference
number from your allpay card. Just visit our website and click on ‘Pay my rent’
It’s the smart way to pay your rent. The allpay app is available to download for
free from Apple App Store, Windows Phone Store and Google Play. This
enables you to pay your rent from your Apple, Windows or Android smartphone
anytime, anywhere. It securely stores Payment Reference Numbers, bank
details and payment amounts.
You can pay over the phone by calling 01278 444344. You can either press 2
to speak to allpay (you won’t be charged 7 pence per minute as you called our
number first) or you can hold and speak to a member of SHAL staff who can
take the details for you (between 8:30 am and 5:00 pm).
You can also call allpay 24 hours a day on 0844 557 8321. Calls cost 7 pence
per minute plus your phone company’s access charge. You can also pay at
our office between 9:30 am and 4:00 pm Monday – Friday. We can either print
your receipt or send you one by email. You can also make debit card
payments online.
This is where you ask your bank to send payments to us. They can be set up
to be taken on a date of your choice and as frequently as you want. Unlike a
Direct Debit we cannot change the amount. You need to ask your bank to
change what is paid and when.
When you sign your tenancy agreement we will order you a PayPoint card.
You can make payments wherever you see the PayPoint sign. Payments can
take up to 3 days to reach your account from the PayPoint. If you’ve lost your
card we can order you a new one. You can also make payments at your local
Post Office.
If you prefer to make payments with either cash or cheque our office is open
between 9:30 am and 4:00 pm Monday – Friday.
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Utilities
When you first move in you will have the same supplier as the previous tenant and you will need to
tell the supplier you have moved in. If you want to stay with your current supplier you will need to tell
them your new address and they can arrange to supply your new home.

Who is my supplier?
Supplier

Meter reading

Electric
Gas
Water

Prepayment meters
If there are prepayment meters in your new home we will supply you with the keys and cards and
make sure there is a supply when you move in. The meters themselves are the property of the utility
company who supplies the energy.
If you are not familiar with prepayment meters we can give you some information to help you use
them. If you prefer to have a prepayment meter installed you will need to speak to your energy
supplier.

New tenancy visit
We want to make sure you settle into your new home. We will visit you regularly throughout your first
year there to make sure everything is OK.
Date

Time

First visit
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Being a good neighbour…
Anti-social behaviour
Anti-social behaviour is actions that lack consideration for others or harm their well-being, by causing
harassment, alarm or distress.
The police, local authorities and other agencies such as social housing landlords, all have a
responsibility to deal with anti-social behaviour and to help people who are suffering from it.

Who deals with what?
Police

Local council or landlord

Damage to property and graffiti;
Rowdy drunken behaviour;
Setting fires;
Inconsiderate use of vehicles

Noise such as loud music, noisy pubs, rowdy
parties or barking dogs;
Littering, including drug related litter;
Vehicles abandoned on the road

All of SHAL’s tenants have neighbours. You might have them on one or both sides, have them
nearby or if you live in a flat, you might have neighbours next to you, below you or above you.
Wherever you live, the way you live your life can affect your neighbours and the way they live their life
can affect you.
Being on bad terms with neighbours can make life frustrating, day after day. But taking the time to
establish good relationships has loads of benefits: the community will be friendlier, the neighbourhood
safer and the area a nicer place to live. So here’s a few thoughts on how we can all be good
neighbours:
1.
2.
3.
4.
5.
6.

Welcome new people and consider each other’s lifestyles
Park considerately and keep gardens tidy
Bag and bin your rubbish properly and put it out on the right day
Control barbeques and bonfires and
Be considerate, and let your neighbours know in advance, if you are having a party
Clean up after your pets and make sure they are well behaved and keep the noise down too

Keep your eye on anyone acting suspiciously in or around your neighbour's property. Ring the police
(999) if you think someone is breaking in. If you think your neighbour is vulnerable and is being taken
advantage of by other people, don’t just worry about it. They might be being bullied, harassed or
forced into doing things they don’t want to do. Again, report it to the Police (101).
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Above all, talk to your neighbours regularly. Tell them that, if you or your family are doing anything
which disturbs them, they should talk to you about it. If they do mention something stay friendly, stay
calm and put yourself in their shoes.
Sometimes, particularly if you are a naturally noisy family, you stop hearing it yourself after a while
but your neighbours hear it all the time. Think about how it affects them.
You can contact Sedgemoor District Council’s Anti-social behavior hotline on 0800 298 2009.

Bonfires
There are no laws against having a bonfire, but there are laws for the nuisance they can cause.
Please consider your neighbours when you’re thinking about having a bonfire or even a barbeque.
Check to see if anyone has any washing out or have any windows open (particularly bedroom
windows). It costs nothing to pop next door and let your neighbours know.
You cannot get rid of household waste if it will cause pollution or harm people’s health. This includes
burning it. You can get rid of household or garden waste by composting or recycling it. You can
contact your local council to find out how to dispose of garden waste and about recycling in your area.
You could be fined if you light a fire and you allow the smoke to drift across the road and become a
danger to traffic. Your council can issue an ‘abatement notice’ if a neighbour’s bonfire is causing a
nuisance. A bonfire must happen frequently to be considered a nuisance.
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Pets
If you have a pet when you apply to move into a SHAL property we will discuss this with you as part
of your application. If you are thinking about getting a pet (or getting more pets) you will need to ask
us for permission.
We will not withhold permission unreasonably. However, we may revoke our permission if the pets
cause nuisance or injury to other residents and visitors to your property.
There are many health benefits to owning a pet including: being less likely to suffer from depression
and anxiety, providing sensory stress relief; having lower blood pressure, keeping you calm and
relaxed; having lower cholesterol levels (indicators of heart disease); increasing levels exercise,
boosting vitality; providing companionship, helping you meet new people and stay connected; adding
structure and routine to your day and find meaning and joy in life.
Remember: it’s against the law to let any dog be dangerously out of control anywhere (both in private
and in public). Your dog is considered dangerously out of control if it: injures someone; makes
someone worried that it might injure them. A court could also decide that your dog is dangerously out
of control if it injures someone’s animal or the owner of the animal thinks they could be injured if they
tried to stop your dog attacking their animal.
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How we look after your home…
Property investment and planned maintenance
We recently completed a stock condition survey and we have a planned property investment
programme in place. This covers things like bathrooms, boilers, doors and kitchens.
If your property is due for planned works in the next few years this will have been discussed with you
when you were offered the property. However, if you would like more information please contact us.
We want all our homes to be a decent standard but we need to balance this with providing value for
money. We will not replace things like bathrooms, boilers, doors and kitchens just because they are
over a certain age. We will keep an eye on things and replace them ‘just in time’ and when they are
no longer in a reasonable state of repair.

Regular maintenance
There are certain checks we are legally required to complete regularly. These include:




Electric safety test every 5 years
Gas safety test every 1 year
Other safety tests including oil and solid fuel etc every 1 year

These are very important. If we are not able to gain access to complete them we may have to get a
court order to do so and you will be liable for the court costs. A standard injunction allowing us to
gain access can cost on excess of £500.00!
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Repairs
We are working on delivering a great repairs service. That involves being more proactive rather than
reactive and working smarter rather than harder and faster. When you report a repair we will
schedule it in as soon as we can but in a way that makes sense for everyone involved.
We will always get out to you within 24 hours if it is an emergency and make sure it is safe until we
can return to carry out the full repair. An emergency is anything that risks your health and safety or
causes damage to the structure of the building.
After you have moved in we will continue to be responsible for making certain repairs to your home.
However, you will become responsible for carrying out certain repairs yourself.
You can see a list of repairs and how the responsibility is shared between you as the tenant and
SHAL as the landlord.

Appointments
We will always contact you to make a convenient appointment. If things change and that
appointment is no longer convenient you need to contact us. You may end being charged for missed
appointments.
Sometimes if we are in the area and we know we need to visit you to carry out a repair or regular
maintenance check we may knock on the door to see if it is convenient. If it is not convenient we will
make an appointment for a later date.
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SHAL

Tenant

Main structure and external fabric of the dwelling Any repairs or replacement resulting from the
and adjoining outbuildings
tenant’s negligence, damage or misuse (if SHAL
has to complete these repairs we will recharge
Repairs to the installations provided for water
you)
supply including ball valve washers, tap
washers, gas and electricity supply and space
Security of the property following loss of keys
and water heating, drainage
and work resulting from the loss (e.g. forced
entry through doors or windows)
Communal installations and services
Sanitary installation (i.e. the WC seat and cover,
Access paths leading to the dwelling, boundary
the handles and chains, plugs and chains to
and division fences, walls and gates, garages
baths, basins and sinks, blockages to internal
and parking
waste pipes and traps, including WC pans)
Floor tiles and other floor finishes SHAL has
provided

All electrical and gas fittings and appliances and
wiring supplied by the tenant, door bells,
batteries and fluorescent tubes and starter
motors and bulbs
Paths and boundary fences not provided by
SHAL
Internal decorations (i.e. all internal decorations,
including plaster cracks which would normally be
made good during preparation)
Miscellaneous fittings (i.e. hat and coat hooks
and rails, internal door pulls and hinges, catches
and fittings to cupboards and kitchen units)
Glass to windows and doors, curtain rails and
battens, any structure or appliance not installed
by SHAL (where safety glass is used it must be
replaced by glass of the same standard and
quality)
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Re-charges
If you are responsible for repairing something and either cannot or will not do it we may re-charge the
cost to you if we have to do the work on your behalf. We may also re-charge you if the repair is our
responsibility but the damage has been caused by you or someone in your household.

How you look after your home…
Asbestos
Asbestos is a natural material that was used in a wide range of building materials in the twentieth
century. If your home was built before 2000 there may be Asbestos Containing Materials present. If
your home contains asbestos we will give you a report explaining what type of asbestos it is and
where it is located. We will make sure any asbestos present in your home is safe before you move
in.
Asbestos does not pose a threat to your health providing if it is not disturbed. Please make sure you
know where it is located and contact us immediately if you think it has been disturbed or damaged
and your health is at risk.

Bleeding your radiators
Sometimes you may find that your radiators are not heating up properly. Air can sometimes get into
the system and prevent the hot water reaching the top of the radiator. If they are cold at the top you
will need to bleed your radiators. You can buy a radiator key for less than £1.
1. Turn off your central heating and wait until all the radiators are cold.
2. Use your radiator key to slowly open the valve at the top of the radiator. You may hear a
hissing sound. This is air escaping from the radiator and not a gas leak. You will need to have
an old cloth handy as dirty water may come out too.
3. When a steady stream of water squirts out of the valve (i.e. not spluttering air and water) close
it again using the key and wipe up any water that has come out.
To ensure all excess air has been drained from your heating system, it is best to bleed all of your
radiators, even if you have only been having problems with one. For a well-maintained heating
system, you should try bleeding your radiators regularly.
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Blocked drains, sinks & toilets
Every day a number of homes are affected by blocked sewer pipes – yet many of these could have
been avoided. It’s easy to protect your pipes from blocking and causing sewage flooding by simply
putting items such as wet wipes, and so-called “flushable” wipes, in the bin. Baby wipes, facial wipes,
hygiene wipes and surface wipes, don’t break down in the same way as toilet paper. And sanitary
products and nappies can cause problems too if they are flushed.

Be smart and love your loo – flush only paper, pee and poo!
It’s worth showing your kitchen some love too, as pouring fats, oils and greases down the sink can
also cause blockages. To avoid a pain in your drain, let your cooking fat cool, scoop it into a nonrecyclable container and put it in the bin. Better still, you could wrap it in newspaper to recycle, or
scrape it straight into your food waste bin.
If everyone takes these simple steps with their flushing and cooking habits, it could make a real
difference to the amount of blockages and avoid any nasty problems in your area. Remember to
spread the word to your neighbours too, as flushing the wrong items may not cause you a problem,
but a blockage could occur further downstream.
Many “flushable” wipes don’t break down in the same way as toilet paper.
If we have to come out to clear a blockage caused by you or someone in your household you may get
charged for calling us out.
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Condensation & mould
No one wants to live in a damp home. Damp can cause mould on walls and furniture and cause
wooden window frames to rot. It’s also unhealthy. Some damp is caused by condensation. This can
lead to a growth in mould that appears as a cloud of little black dots.
Condensation occurs when moist air comes into contact with a colder surface like a wall, window,
mirror etc. The air can’t hold the moisture and tiny drops of water appear. It also occurs in places
where the air is still, like the corners of rooms, behind furniture or inside wardrobes.
The condensation you see on your windows every morning can build up on your walls too and this
causes the mould. You can get things like ‘drip strips’ to put on your window sill (£2.50/6m, Wilko) to
soak up condensation and prevent mould growth. You always need to make sure you remove mould
regularly using specialist products and continue to clean the area to prevent it coming back. These
products include things like Fungicidal Spray (£3.95/500ml, Wilko) or Mould & Mildew Remover
750ml (£0.75/750ml, Wilko)

How to reduce condensation
1. Produce less moisture. Simple things make a huge difference, like keeping lids on pans when
cooking, drying clothes outdoors (not on radiators), venting your tumble dryer to the outside,
avoiding paraffin heaters or flue-less bottled gas heaters and not keeping tropical fish
2. Let the damp air out and the fresh air in. Extractor fans are a good way to get rid of moist air
and steam so that less condensation forms. Some very modern homes have extractor fans
which run continuously, fitted in the ceilings of bathrooms, shower rooms and toilets. They use
little electricity and don’t add much to your bill. Fans that run on a timer, humidistat or pull-cord
(e.g. when you turn on the bathroom light) typically have a rating of 8-30W, so would cost
about 10p if they were on all day.
3. Leaving some windows in your home open slightly helps ventilate the rooms and removes the
warm wet air.
4. Stop moist air getting into the rest of your home. When cooking or bathing, keep the kitchen or
bathroom door shut and open the window so that the steam goes outside instead. Meanwhile,
let fresh air circulate to avoid mould forming where the air is still. Make sure there is a gap
between your furniture and the walls, and give wardrobes and cupboards a good airing
sometimes.
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Energy advice
There is lots of information out there to help you. The Centre for Sustainable Energy (CSE) have a
wide range of information leaflets available including:














Buying domestic heating oil
Central Heating controls
Cold homes and your health
Condensation, damp and mould
Economy 7
Electricity usage
Keeping the cold air out
Lowering your energy bills
Night storage heaters
Prepayment meters and how to read them
Smart meters
Switching supplier
Understanding your bills
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Fire safety
The best way to protect yourself from fire is to prevent one starting.

Cook safely
















Avoid cooking when under the influence of alcohol
Avoid leaving children in the kitchen alone when cooking on the hob
Keep matches and sauce pan handles out of their reach to keep them safe
Make sure saucepan handles don’t stick out – so they don’t get knocked off the stove
Take care if you’re wearing loose clothing – they can easily catch fire
Keep tea towels and cloths away from the cooker and hob
Spark devices are safer than matches or lighters to light gas cookers, because they don’t have
a naked flame
Double check the cooker is off when you’ve finished cooking
Keep electrics (leads and appliances) away from water
Check toasters are clean and placed away from curtains and kitchen rolls
Keep the oven, hob and grill clean and in good working order (a build up of fat and grease can
ignite a fire)
Take care when cooking with hot oil – it sets alight easily
Make sure food is dry before putting it in hot oil so it doesn’t splash
If the oil starts to smoke – it’s too hot. Turn off the heat and leave it to cool
Use a thermostat controlled electric deep fat fryer. They can’t overheat

What to do if a pan catches fire





Don’t take any risks
Turn off the heat if it’s safe to do so
Never throw water over it
Don’t tackle the fire yourself

Electrics








Always check that you use the right fuse to prevent overheating
Make sure an electrical appliance has a British or European safety mark when you buy it
Certain appliances, such as washing machines, should have a single plug to themselves, as
they are high powered
Try and keep to one plug per socket
When charging electrical goods, follow the manufacturer’s instructions and look for the CE
mark that indicates chargers comply with European safety standards
Keep your eyes peeled for signs of dangerous or loose wiring such as scorch marks, hot plugs
and sockets, fuses that blow or circuit-breakers that trip for no obvious reasons, or flickering
lights
Check and replace any old cables and leads, especially if they are hidden from view – behind
furniture or under carpets and mats
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Unplugging appliances helps reduce the risk of fire. • Unplug appliances when you’re not using
them or when you go to bed.

Furniture


Always ensure that your furniture has the fire-resistant permanent label

Portable heaters




Try to secure heaters up against a wall to stop them falling over
Keep them clear from curtains and furniture and never use them for drying clothes
You are not allowed to use any paraffin or oil heater or stove or store any gas, petroleum or
any explosive materials in your home (see section 3(10) of your tenancy agreement)

Using an electric blanket





Store electric blankets flat, rolled up or loosely folded to prevent damaging the internal wiring
Unplug blankets before you get into bed, unless it has a thermostat control for safe all-night
use
Try not to buy second hand blankets and check regularly for wear and tear
Always follow the manufacturer’s instructions

Cigarettes & candles











Never smoke in bed
Use a proper ashtray – never a wastepaper basket
Make sure your ashtray can’t tip over and is made of a material that won’t burn
Don’t leave a lit cigarette, cigar or pipe lying around. They can easily fall over and start a fire
Take extra care if you smoke when you’re tired, taking prescription drugs, or if you’ve been
drinking. You might fall asleep and set your bed or sofa on fire
Keep matches and lighters out of children’s reach
Consider buying child resistant lighters and match boxes
Put candles out when you leave the room, and make sure they’re put out completely at night
Children shouldn’t be left alone with lit candles
Keep pets away from lit candles
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Escaping







Plan an escape route and make sure everyone knows how to escape
Make sure exits are kept clear. The best route is the normal way in and out of your home
Think of a second route in case the first one is blocked
Take a few minutes to practise your escape plan
Review your plan if the layout of your home changes
Keep door and window keys where everyone can find them

If the worst happens






Keep calm and act quickly, get everyone out as soon as possible
Don’t waste time investigating what’s happened or rescuing valuables
If there’s smoke, keep low where the air is clearer
Before you open a door check if it’s warm. If it is, don’t open it – fire is on the other side
Call 999 as soon as you’re clear of the building. 999 calls are free

What to do if your escape is blocked






Put bedding around the bottom of the door to block out the smoke
Call 999 then open the window and shout “HELP FIRE”
If you’re on the ground or first floor, you may be able to escape through a window
Use bedding to cushion your fall and lower yourself down carefully. Don’t jump
If you can’t open the window break the glass in the bottom corner. Make jagged edges safe
with a towel or blanket

What to do if your clothes catch fire




Don’t run around, you’ll make the flames worse
Lie down and roll around. It makes it harder for the fire to spread
Smother the flames with a heavy material, like a coat or blanket

How to escape from a high level building








As with all buildings, you should plan and practise an escape route
Avoid using lifts and balconies if there is a fire
It is easy to get confused in smoke, so count how many doors you need to go through to reach
the stairs
Check there is nothing in the corridors or stairways that could catch fire – like boxes or rubbish
Make sure doors to stairways are not locked
Make sure everyone in the building knows where the fire alarms are
You should still get a smoke alarm for your own home, even if there is a warning system in the
block
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Checklist
You are more at risk from a fire when asleep so it’s a good idea to check your home before you go to
bed
Close inside doors at night to stop a fire from spreading
Turn off and unplug electrical appliances unless they are designed to be left on – like your freezer
Check your cooker is turned off
Don’t leave the washing machine on
Turn heaters off and put up fireguards
Put candles and cigarettes out properly
Make sure exits are kept clear
Keep door and window keys where everyone can find them

Further information
Further information, advice and guidance can be found online at www.dsfire.gov.uk or you can:
Telephone: 01392 872200
Email:
comments@dsfire.gov.uk

Contents insurance
If the worst was to happen and your home is damaged by fire you will need to claim for all your
personal belongings on your contents insurance. We urge all our tenants to obtain adequate
household contents insurance and the National Housing Federation is just one of the many affordable
options available.
You should make sure the following items are covered when you take out a contents insurance
policy:





Furniture and fittings and internal decorations, i.e. damage following burst pipes, flood,
bursting of heating appliances, water storage tanks and cylinders
Damage arising from fire and other occurrences
Sanitary fittings i.e. accidental damage or misuse of WC pans and cisterns, washbasins and
pedestals, baths and bath panels, sinks and draining boards
Glass and glazing to windows, doors and internal partitions
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Gardens & communal areas
If your new home has its own garden you are responsible for
maintaining it and keeping it clean and tidy. This includes cutting
back trees, bushes and shrubs. We may be responsible for
repairing some of the boundary fences. Others may be the
responsibility of your neighbour.
You need to dispose of all refuse and recycling correctly and
responsibly. You will normally have recycling boxes and refuse
bins provided by the Somerset Waste Partnership. You will need to
call them if you do not have any.
They can arrange to collect bulky items from your home but they normally charge for this service.
They can normally be taken to your nearest Recycling Centre. However, old furniture can sometimes
be donated to local charities.
If you live in a block of flats you will have larger bins provided for different types of rubbish, usually
located within a bin store. Please use these bin stores responsibly. If we have to remove large items
that have been ‘dumped’ we may re-charge you – or all the tenants if we cannot identify who the
owner is.

Gas leaks
If you smell gas in your property call 0800 111 999 immediately and:
 Turn off the gas at the meter and open all windows and doors
 Don’t turn electrical switches on or off and put out any naked lights
 Don’t smoke or strike matches or do anything that could cause ignition
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Living in

Insurance
We insure the building but you need to insure the contents in your home. We recommend you insure
the contents of your home as soon as you move in. If you already have a policy remember to let the
insurance company know your new address. The National Housing Federation is just one of the
many affordable options available. You should make sure the following items are covered:





Furniture and fittings and internal decorations, i.e. damage following burst pipes, flood,
bursting of heating appliances, water storage tanks and cylinders
Damage arising from fire and other occurrences
Sanitary fittings i.e. accidental damage or misuse of WC pans and cisterns, washbasins and
pedestals, baths and bath panels, sinks and draining boards
Glass and glazing to windows, doors and internal partitions

Pest control
We are not able to provide assistance if you have
problems with pests. They must be dealt with quickly,
professionally and effectively. Your Local Authority may
be able to provide this service but there may be a cost
involved.
Most household pests can be treated effectively and
cheaply by the householder. For difficult infestations or
particular pests it may be advisable to contact your Local
Authority, a specialist provider or by looking online.
Always agree a price and number of visits when contacting a specialist. DIY pest control treatments
are often available from good DIY shops; ironmongers; garden centres, pet shops and even
supermarkets.
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Living in

Power cuts
If you suddenly lose the electric supply in your home there are a number of things you need to check
before calling us:
1. Have you got enough credit on your meter? If you have a prepayment meter please take a
moment to check to see if you have enough credit. You may have run out.
2. What were you doing when you lost power? It could be one of your appliances is faulty and
tripped the electrics. If you have a quick look at the fuse board you may see that one of the
switches has ‘tripped’ and this may tell where the fault is. It could be anything from your iron or
your kettle to your washing machine. It could even be as simple as a bulb in a light fitting.
3. Is there a power cut in the area? You can contact Western Power Distribution on 0800 6783
105.

Re-setting the fuse board
1.
2.
3.
4.

Turn all your appliances off
Turn all the switches on the fuse board off, ending with the main switch
Then turn them all back on, ending with the main switch
Turn all your appliances back on one by one. This may identify the problem. For example, if
your iron no longer works or one of your lights does not come on that may be the cause.

You need to check these things before calling us. If we attend on an emergency call out because of a
loss of power and we find out it has been caused by one of your appliances you may get charged for
calling us out.

Food in your freezer
If you lose power the most important thing to remember is: keep the refrigerator and freezer doors
closed! A refrigerator will keep food cold for about 4 hours if the door is kept closed. A full freezer
will keep temperature for about 48 hours (24 hours if half-full).
If your freezer is not full, group packages so they form an “igloo” to protect each other. Place them to
one side or on a tray so that if they begin thawing, their juices will not get on other foods.
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Moving out

How to move on
We hope you will be happy in your new home but things can change and people move on.
If you would like to end your tenancy you will need to tell us in writing. When you contact us we can
send you a form to complete, sign and return to us. You will always have to give at least 4 weeks’
notice. This means you will need to pay all the rent due on the property you are moving out of up
until the end of those 4 weeks.
You can move to another property by:
1. Up-dating your Homefinder Somerset application online and ‘bidding’ for homes with other
social housing providers
2. Moving into the private sector and either renting or buying your own home
However you decide to move on you always need to give at least 4 weeks’ notice.
You can also:
3. Apply to either Homefinder Somerset or Homeswapper and find someone to exchange (i.e.
swap) tenancies with
www.homefinder.co.uk
www.homeswapper.co.uk
If you have any questions about moving on please contact us and we can provide you with further
information.
Before you return the keys you need to remove all your belongings from the property including any
rubbish. If we have to remove any of your belongings, you will be charged for any costs we incur in
doing so. Equally, you need to make sure any repairs for which you are responsible are carried out
before you leave and that the property is thoroughly cleaned. We will inspect the property and
explain what you need to do before you leave.
If we have to carry out repairs that are your responsibility or need to carry out significant cleaning, you
will be charged those costs.

Post
You are responsible for making sure all your post is re-directed properly when you move out. Any
post delivered after you have moved out will be returned to sender.
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Who are we & why are we here?
We are a community based provider of social housing with over 700 homes across Somerset. Our
mission is to provide homes for those who are homeless and in housing need. Just over half of our
homes are in Bridgwater but we have homes further afield in Somerset including Cheddar, Minehead
and Taunton.
With this handbook we have also given you copies of our latest newsletter and Annual Review that
explain what we are doing and how we are doing it. Please feel free to contact us if you would like to
find out more.
You can visit our website to see all our latest news and information.

Tenants Together
We want to include all our tenants in what we do and how we do it. We have a group called ‘Tenants
Together’ who meet regularly and we would like you to join us.
We like to think we are doing a great job and concentrating on the important things… but are we?
Are we really dealing with issues that are important to you and improving the services that matter the
most?
The meetings are always informal although we talk about things that are important to us. No
contribution is too small and no subject is irrelevant. There is always a chance for a chat and a cup of
tea before the meetings get underway. It is a great way of meeting other people and making new
friends. You will always feel welcome!
We know people have busy lives and your time is precious but we want to involve all our tenants from
different areas and backgrounds. The more involved you are the better we can become.
You can find out more and read the notes from all our meetings on our website.
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Making a complaint
We aim to provide high quality services and make sure every customer is treated fairly, promptly and
as an individual. However, although we consider ourselves to be an effective, efficient organisation,
we are also people and people make mistakes. We will not always get everything right and, when we
make mistakes, we want to ensure that our customers feel comfortable in letting us know.
There are 3 stages to making a complaint:
Stage

Who

Response

1

Any member of staff

3 weeks

2

An appropriate Director

3 weeks

3

The Chief Executive and 2 board members

4 weeks

All complaints will be acknowledged, verbally (with an appropriate file note made) or in writing, within
3 working days. Sometimes investigating a complaint can be complex. If for any reason we
anticipate there will be a delay in our response we will keep you informed and explain why.
If you remain unhappy after receiving the response to stage 3 you can take your complaint to the
independent Housing Ombudsman Service. We will send you more details of how to do this at the
time. They will not consider a complaint until it has already gone through your housing association’s
formal complaints process.
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Our team
Allie Mayor

Housing Officer

Angela Gascoigne

Chief Executive

Becki Breakwell

Housing Officer

Chris Williams

Maintenance Operative

Darryl Smith

Housing Officer

Dawid Szymeczko

Maintenance Operative

Denise Cracknell

Maintenance Operative

Gavin Luddington

Maintenance Operative

Janice Hill

Accounts Assistant

Jennie Kemp

Maintenance Operative

Joanne Martin

Deputy Chief Executive and Finance & Resources Director

Joyce Arthurs

Cleaner (Somerton House)

Lee Barrett

Systems & Communications Officer

Lee Martin-Scull

Housing Manager

Lorraine Drew

Cleaner (Acorn House, Castle Moat & Squibbs House)

Nicola Butt

Customer Services Advisor

Samantha Nobbs

Customer Services Advisor

Sheralee Dubens

Customer Services Advisor

Shirley Knight

Cleaner (Somerton House)

Simon White

Maintenance Manager
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Our Executive & Management team

Angela Gascoigne
CEO

Joanne Martin
Deputy CEO and Finance & Resources Director

Lee Martin-Scull
Housing Manager

Simon White
Maintenance Manager
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Our Board

Angela Gascoigne

Executive Member
Chief Executive

Kathy James

Non-Executive Member

Miriam Maddison

Non-Executive Member
Chair

Joanna Davoile

Non-Executive Member

Joanne Martin

Executive Member
Deputy Chief Executive
Finance & Resources Director

Peter Pfeiffer

Non-Executive Member

Mark Stuart

Non-Executive Member

Becky Turner

Non-Executive Member

What do they do?
Our Board meet regular throughout the year. In addition, there is an Audit and Risk Committee that
also meets regularly. Both the Board and the Audit and Risk Committee hold the executive team to
account and scrutinise SHAL’s performance to ensure we are staying true to our purpose, delivering
value for money and staying healthy as a business.
They also consider risks (both internal and external) that have the potential to impact SHAL’s ability to
stay true to its purpose. They proactively manage those risks and put controls in place so we can
continue doing what we do.
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Local Authorities

Refuse & Recycling

Mendip

0300 303 8588

Somerset Waste Partnership

01823 625700

Sedgemoor

0300 303 7800

Mendip

0300 303 8588

Somerset County Council

0300 123 2224

Sedgemoor

0300 303 7803

South Somerset

01935 462462

South Somerset

01935 462462

Taunton Deane

01823 356356

Taunton Deane

01823 356346

West Somerset

01643 703704

West Somerset

01643 703704

Anti-Social Behaviour hotline

0800 298 2009

Planning

0300 303 7805

Benefits

0300 303 7802

Private Sector Housing Partnership

0300 303 7794

Building Control Partnership

0300 303 7790

Stray or Lost Dog (out of hours)

0800 917 6520

Council Tax

0300 303 7801

Voter and Councillor information

0300 303 7804

Emergency telephone
number

0800 917 6520

Waste and Clean Surroundings

0300 303 7803

Environmental Services

0300 303 7806

Sedgemoor District Council

Utilities
Bristol Water (supply & bills)

0345 702 3797

Wessex Water (supply & bills)

0345 600 3 600

Gas leak

0800 111 999

Electric – who is my supplier?

0845 601 2989

Wessex Water (blockages,
quality etc)

0345 600 4 600

Gas – who is my supplier?

0870 608 1524

Adult Social Care

0300 123 2224

Disabled Facilities Grant

0300 123 2224

Aster Living

0333 400 8299

FRANK

0300 123 6600

CAB (General)

03444 111 444

getset

0845 345 9122

CAB (Sedgemoor)

03444 889623

SDAS

0300 303 8788

CAB (Taunton)

01823 282235

Wessex Home Improvement Loans

01278 435747
01823 461099

Mendip

0300 303 8588

Taunton Deane

01823 356356

Sedgemoor

0300 303 7800

West Somerset

01643 703704

South Somerset

01935 462938

Tenancy Fraud Forum

01935 462462

Help & Support

Homefinder Somerset

Help us to end benefit & tenancy fraud
Benefit Fraud Hotline

0800 854 440
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SHAL Housing Limited
2 King Square
Bridgwater
Somerset
TA6 3DG
Telephone:

01278 444344

Email:

information@shal.org

Online:

www.shal.org
www.mytenancy.co.uk

Registered in England with the Financial Conduct Authority as a Community Benefit Society and as an exempt
Charity 27772R.
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Registered with the Homes and Communities Agency LH4035.
VAT Registered Number 709689974. A member of
the National Housing Federation.

