


A Warm Welcome
Hello there! The staff and Board of 2010 Rotherham Ltd would like to wish you a warm 
welcome to the third edition of our customer handbook. This guide is full of useful 
advice and information and should answer many questions you may have regarding your 
tenancy. It also tells you what standards of service you should expect from us, and what 
we expect from you.

Rotherham is an up and coming place 
which has transformed itself over 
the last decade and is playing a major 
role at the forefront of Yorkshire’s 
resurgence. It has a proud heritage  
and is driving forward towards a  
new future with exciting new jobs  
and investments.

Almost three quarters of the  
Borough is rural and the town centre 
is surrounded by attractive villages  
and rolling countryside. It has a 
population of around 250,000 with 
a vibrant mix of people, cultures 
and communities.

2010 Rotherham Ltd is an Arms 
Length Management Organisation 
(ALMO) that is entirely owned by  
the Council to manage and improve 
the housing stock. It is a non profit 
making organisation which takes 
on the day to day responsibility of 
managing, repairing and improving  
the neighbourhoods of Rotherham.

2010 Rotherham Ltd is run by a  
board of management made up of  
five tenants and/or leaseholders, five 
Councillors and five independents.

This Handbook can be made available in Large Print, Braille, Audio-tape or electronically within 4 weeks.   
To request a copy in either of these formats, please telephone 0300 100 2010 or email 
contactus@2010rotherham.org
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Your Local Neighbourhood Team – addresses and telephone numbers
Office opening times 
Local Neighbourhood Offices are normally open from 8.45am to 4.30pm each weekday, and Wednesdays 9am to 6pm.  
Please check with your Local Neighbourhood Office or Customer Service Centre as times may vary.
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New Street, Dinnington, 
Sheffield, S25 2EX 
Tel: 0300 100 2010

Rother Valley South and 
Rother Valley West	
Dinnington Customer 
Services Centre

Town Hall, Church Street, Wath, 
Rotherham, S63 7RE  
Tel: 0300 100 2010

Wentworth North	
Wath Neighbourhood Office

St Johns Green, Kimberworth Park, 
Rotherham, S61 3JL 
Tel: 0300 100 2010

Rotherham South	
Kimberworth Park Neighbourhood Office

Munsborough Rise, Greasbrough, 
Rotherham  S61 4PU 
Tel: 0300 100 2010

Rotherham North	
Greasbrough Neighbourhood Office

Rawmarsh Hill, Parkgate, 
Rotherham, S62 6DP 
Tel: 0300 100 2010

Wentworth South	
Rawmarsh Neighbourhood Office

Braithwell Road, Maltby,  
Rotherham, S66 8LE

Wentworth Valley	
Maltby Customer Service Centre 
(walk-in only)

Off Station Road, Swinton, Mexborough, S64 8LY 

Wentworth North	
Swinton Customer Services Centre (walk-in only)

Wentworth

Rotherham

Rother Valley

Civic Building, Walker Place,  
Rotherham, S65 1UF

Rotherham South	
Rotherham Customer Service Centre 
(walk-in only)
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Your Tenancy Agreement exists 
to help you and to help us to 
provide the best possible home and 
Neighbourhood for you to live in. 

Rotherham Metropolitan Borough 
Council is your landlord and as a  
result your tenancy is an agreement 
between you and the Council. 

2010 Rotherham Ltd is the 
organisation which manages your 
tenancy on behalf of the Council.  
They deal with most issues relating  
to the management of your tenancy 
on the Council’s behalf and ensure 
your property is well maintained.

Types of Tenancies:
There are three types of tenancies:

n 	��Introductory 

n 	�Secure

n 	Demoted.

All new tenants start as ‘Introductory’ 
tenants. This means that for the first 
12 months you don’t have the same 
rights as a secure tenant. If your 
behaviour as an introductory tenant 
is not satisfactory we may extend 
the introductory period for up to six 
months. If at the end of that period 
your behaviour remains unsatisfactory 
we may evict you. 

We do not have to get a Court  
Order to end an Introductory  
Tenancy in this way.

As an Introductory Tenant you do  
not have the right to:

n 	�Take in lodgers/sublet

n 	�Make improvements

n 	�Exchange with another tenant

n 	�Buy your Council home.

Should you have a Secure Tenancy 
and breach a term in your agreement 
we may ask the Court to demote  
your tenancy. 

A Demoted Tenancy is created by a 
Court Order. This can only happen if a 
Court agrees you have broken a term 
or condition of your tenancy. 

Your Tenancy Agreement is a legally 
binding document to which both 
Landlord and Tenant agree; it is 
designed to clarify responsibilities.

Your Tenancy Agreement
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Here are some of the rights of each tenancy:

 Summary of legal rights of tenants Secure 	
Tenants

Introductory	
Tenants

Demoted	
Tenants

Right of succession of family member/partner Yes Yes Yes

Right to repair Yes Yes Yes

Right to be consulted on housing management matters Yes Yes Yes

Right to assign (the right to transfer your home in special circumstances) Yes Yes Yes

Right to buy 
(Please note some properties may be exempt)

Yes No  
(But the 
introductory 
period counts 
towards the 
discount.)

No 
(But the 
demoted period 
counts towards 
the discount.)

Right to take in lodgers Yes No No

Right to sub-let (you may only sub-let part of the property) Yes No No

Right to improve Yes No No

Right to exchange Yes No No

Right to vote prior to a decision to transfer to a new landlord Yes Yes Yes

Right to consult on decision to delegate housing management Yes Yes Yes
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Sole and Joint Tenancies
A Council tenancy can be in a sole 
name or joint names. 

Each person named as a tenant on the 
agreement is equally responsible for 
the payment of rent and any breaches 
of the agreement. 

This means should one person leave 
a joint tenancy the remaining tenant 
is responsible for all rent arrears. The 
arrears can not be split between the 
tenants equally. 

Should one tenant decide to leave 
the property and writes a letter 
to terminate their tenancy this will 
terminate the tenancy for all tenants. 
In this situation 2010 Rotherham Ltd 
will ensure all parties are aware of 
the situation and do not lose their 
property unless all tenants are in 
agreement.

Living in your Home 
You must use your property as your 
only or main home. If you have a joint 
tenancy at least one of you must live 
there as your only or main residence. 

If you leave your home for any reason 
you or a member of your family or 
friends must inform us. 

Reasons for leaving your home  
may include:
n 	�Holiday lasting 4 weeks or more 
n 	�Visit to a relative or friend to 

provide support for 4 weeks  
or more

n 	�Prison sentence lasting 4 weeks  
or more  

n 	�Hospital stay lasting 4 weeks  
or more 

n 	�Residential home stay lasting  
4 weeks or more. 

You should inform Housing and 
Council Tax Benefit Teams if you 
are in receipt of the benefit and will 
be away from your home as your 
entitlement may change. 

General Rights and 
Responsibilities 
We will:
n 	�Help you enjoy your home  

without interfering
n 	�Keep your home in good condition 

and carry out repairs as quickly  
as possible

n 	�Help you wherever possible,  
and always be friendly and polite

n 	�Treat your concerns and complaints 
seriously

n 	�Where it is reasonable to do so, 
we will take action to enforce the 
Tenancy Agreement.

You will:
n 	�Advise us as soon as you can if you 

think that you may have problems 
paying rent on time

n 	�Look after your home, your garden, 
and report any repairs to us as soon 
as possible

n 	�Be considerate towards your 
neighbours

�n	� Keep the inside and outside of 
your property in a clean and tidy 
condition.

� �
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It is your responsibility to keep the 
inside of your home in a clean and 
tidy condition, including any balcony 
areas. This means you should not 
allow rubbish to accumulate, store old 
furnishings or televisions on balconies 
or block access doors with belongings. 

Officers of 2010 Rotherham Ltd  
may request to inspect your 
property giving at least 24 hours 
notice. In this situation officers will 
arrange a convenient time for you  
and your family. 

If during an inspection an officer 
identifies you have altered the 
property without permission, damaged 
the structure or fixtures and fittings or 
have not maintained the cleanliness 
of the property, action will be taken 
against you. This action will remedy 
the problem and any cost in doing so 
will be charged to you as the tenant.

Rent 
You and any other tenants named 
on your tenancy agreement are 
responsible for paying your  
weekly rent. 

If you are unsure how much rent you 
should pay the amount is recorded on 
page 5 of your Tenancy Agreement. 
You may be entitled to Housing or 
Council Tax Benefit to help you pay 
your rent. 

Should you be unable to pay your rent 
for whatever reason you must inform 
us immediately as we may be able to 
help you.

If you fall behind with your rent 
payments you may lose your home. 

Furnishings
You may have taken the opportunity 
to have your new home furnished by 
2010 Rotherham Ltd or it may already 
be furnished; if so, we ask that you:
n	� Keep the furniture and furnishings 

clean and tidy
n	� Report any damage to the items, 

accidental or not
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n	� Allow the Home Services Team 
(HST) to come and visit you and 
check the items during the fixed 
term furnished agreement period    

n	� Report any items stolen to the 
police and obtain a crime reference 
number, notify the HST about the 
theft providing the incident number. 
Sometimes items are recovered 
and we can identify furniture that 
has been stolen by the security 
markings we place on them  

n	� When you terminate your tenancy 
you must make sure that all the 
furniture that belongs to the HST 
remains in the property when you 
leave. We will conduct a visit to 
make sure that all the items that we 
provided throughout the fixed term 
period remain within the property.  

If we have to replace items due to 
wear and tear, accidental damage 
or theft we will use reconditioned 
furniture that is clean and free from 
defects. If damage or loss has been 
caused due to negligence or misuse 
we have the right to recharge you for 
the replacement items.

� �



Anti Social Behaviour 
It is not acceptable for you, members 
of your family or visitors to your home 
to behave in an anti social manner. 

Your Tenancy Agreement lists 
forms of anti social behaviour and 
harassment as:

n	� Racist behaviour or language that 
offends other people

n	� Using or threatening to use 
violence or domestic violence

n	� Using or displaying abusive or 
insulting words and behaviour

n	� Using or threatening to damage 
another person’s home or 
possessions

n	� Writing threatening or abusive or 
insulting graffiti

n	� Doing anything that interferes with 
the peace, comfort or convenience 
of other people

n	� Hate Crime including verbal or 
physical behaviour or threats.

Rotherham Council and 2010 
Rotherham Ltd take any evidence 
of anti social behaviour extremely 
seriously. Action will be taken against 
tenants displaying this behaviour and 
they may lose their home as a result. 

If you are a victim of anti social 
behaviour we can help. Please contact 
your Local Neighbourhood Team 
and advise them of the situation. 
Your Neighbourhood Team works 
closely with the Police and Safer 
Neighbourhood Teams to reduce 
instances of anti social behaviour and 
to improve the Neighbourhood you 
live in. 

The Family Intervention Programme  
has been implemented in Rotherham  
to support families with unruly 
children. This program supports the 
individual to improve their behaviour 
and the quality of life for their family 
and neighbours. (Should an individual 
not participate in this program or 
decide to leave before they are 
assessed to be ready this action will 
be used as evidence of anti social 
behaviour.)

Contact Us
2010 Rotherham Ltd officers are 
available during office hours to give 
advice and support about your 
home and tenancy agreement. 
They can be contacted at any Local 
Neighbourhood Office or Customer 
Service Centre. 

Permission to keep pets and make 
property alterations can be obtained 
from your Local Neighbourhood 
Office or Customer Service Centre. 
Here Officers will be happy to discuss 
the request and discuss any issues. 

You should always obtain written 
permission before altering any aspect 
of your home. This written permission 
should be kept for the life of your 
tenancy. 

Your Home Guide
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Lodgers
We are happy for you to take in 
lodgers as long as your home does 
not become overcrowded. You must 
discuss your plans with us before you 
decide to go ahead. 

You should be aware that taking 
in lodgers may affect your Housing 
Benefit or Council Tax entitlement. 
You can discuss this with Rotherham 
Connect or your Local Customer 
Service Centre.

Subletting
You may be able to sub-let part of 
your home. You must contact us 
beforehand, so that we can agree this 
with you. 

You will not be allowed to sub-let 
your entire home.

Overcrowding
A dwelling is overcrowded if the 
number of people sleeping in it 
exceeds the room standard or the 
space standard laid down in Sections 
325 and 326 of the Housing Act 1985. 

We may require you to tell us how 
many people are living and sleeping in 
your home to calculate if your home  
is overcrowded.

You must co-operate to reduce the 
overcrowding if we require you to  
do so.

Further details of the room 
standard and space standard can 
be obtained from Housing and 
Neighbourhood Services, 
Neighbourhood and Adult 
Services, RMBC.

Right to Buy
You may have the right to buy your 
Council house for a reduced market 
value. This value depends on the 
length of time you have held a  
Secure Tenancy. 

Not all properties can be purchased 
through the Right to Buy scheme.  
You should contact your 
Neighbourhood Team to discuss  
this further. 

We would also advise you to  
seek financial advice before making  
a decision. 
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Adaptations
We may agree to adapt the home 
of any person who is a tenant or a 
member of the tenant’s family if they 
are sick or disabled. 

These lists are not complete and there 
may be many other adaptations which 
we might agree to install in your home.

When sick or disabled customers 
no longer require the adaptation we 
may wish to remove it and restore 
your home to its original condition. 
Resources for the sick and disabled are 
limited and the adaptation will provide 
much needed help and support.

We will consult with you before we 
remove any major adaptation. We aim 
to agree arrangements with you for 
the removal of the adaptation causing 
minimal inconvenience and disruption 
to others.

We usually remove an internal  
adaptation within three months of  
the date it is no longer required.  
We have the right to enter into your 
home to remove the adaptation and 
will make good any damage caused  
to the interior of your home.

We usually remove an external 
adaptation between three and six 
months of the date it is no longer 
required by the person for whom it 
was originally installed. We are aware 
that this may cause you disruption 
if you have become used to the 
equipment in your home. 

Our “Decorating Allowance 
Procedure” will apply should there  
be any redecoration required.

We reserve the right not to remove 
adaptations. This may be particularly 
relevant for minor adaptations because 
the cost of changing your home  
may be greater than the value of  
the adaptation.

Minor 
adaptations

Include:
n �Handrails to internal 

and external steps
n �Lever taps and other  

plumbing fittings

Major 	
internal 
adaptations

Include:
n Stair lifts
n Internal lifts
n Ceiling track hoists
n �Alterations to permit 

the installation of 
medical appliances 
and equipment

Major 
external 
adaptations

Include:
n ��Modular units  

(i.e. moveable ground 
floor extensions)

n �Hard standings and 
dropped kerbs

n �Temporary ramps

Your Tenancy Agreement continued
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Exchanging your home
If you are a Secure Tenant you can ask 
to exchange your home with someone 
you know as long as they have either 
a Secured or Assured Tenancy. 

The Council will consider the request 
and decide whether it is reasonable 
for the exchange to go ahead. An 
officer from the Council will inspect 
each property whilst considering  
the exchange.

Permission will not be unreasonably 
withheld. 

It is unlikely the Council will allow an 
exchange where:

n	� Adapted or extra care homes are 
involved

n	� Tenants are not up to date with 
their rent

n	� Tenants have persistently behaved 
in an anti social manner.

Ending your Tenancy
If you are a Secure Tenant the Council 
cannot end your tenancy without a 
Possession Order from the County 
Court. A Possession Order will only 

be given on certain grounds known as 
“grounds for possession.” These are 
shown below. The full grounds are set 
out in an Act of Parliament known as 
the Housing Act 1985.

Before the Council can ask the Court 
to end your tenancy it must serve you 
with a Notice of Intention to Seek 
Possession. This Notice will tell you 
the reasons why the Council wants to 
end your tenancy. The Council may 
apply to Court for a possession order, 
after the Notice of Intention to Seek 
Possession is served.

The Court will only order to end your 
tenancy if it finds that it is reasonable 
to do so, for the following reasons:

Ground 1: You fail to pay the rent 
or break some other condition of this 
tenancy agreement.

Ground 2: You or someone living 
with you, or visiting you is:

Guilty of conduct causing or likely to 
cause a nuisance.

Guilty of causing annoyance to a 
person living, visiting or otherwise 
engaged in lawful activity in the locality.

Or

You, or someone living with you, or 
visiting you have/has been convicted of:

Using the property or allowing it to be 
used for immoral or illegal purposes.

An arrestable offence committed in or 
in the locality of your home.

Ground 2a: You are violent towards 
another member of your household 
that results in them leaving the home.

Ground 3: You cause damage to 
your home or to shared parts of the 
building which other tenants use.

Ground 4: You damage furniture 
provided by the Council.

Ground 5: You obtained this tenancy 
by making a false statement to the 
Council, or by someone else making 
a false statement to the Council on 
your instigation. (This means you get 
someone to lie for you.)

Ground 6: You give or receive any 
money in connection with an exchange 
of tenancies.

10 11



Ground 7: You are a Council 
employee and you have been granted 
this Tenancy because of your job and 
your home is within the boundary of 
a building held mainly for purposes 
other than housing (such as a school) 
and you have been guilty of behaviour 
that is not acceptable considering the 
main use of the building. 

Ground 8: You refuse to leave a 
property which has been given to  
you while work is carried out to your 
usual home.

Grounds 2, 3, 4, 6 and 7 also 
apply to the actions of other 
people living in your home. 
The Court will only order possession 
for the following reasons if suitable 
alternative accommodation is available.

Ground 9: Your home is 
overcrowded to an extent forbidden 
by law.

Ground 10: The Council wants to 
demolish, repair or improve your 
home and cannot do so while you are 
living there.

Ground 10a: Your home is included 
in an area which is part of an 
approved redevelopment scheme.

Ground 12: You are a former 
Council employee, your home is 
within the boundary of a building 
held mainly for purposes other than 
housing (such as a school) and the 
Council needs to let the property to a 
new employee.

The Court will only order possession 
for the following reasons if suitable 
alternative accommodation is available 
and it considers it reasonable.

Ground 13: Your home has been 
specially adapted for someone with 
a physical disability, and there is no 
longer such a person living there and 
the Council needs the property for 
another physically disabled person.

Ground 15: Your home is one of a 
group of properties let to people with 
special needs and is close to a special 
facility, and there is no longer a person 
with those special needs living in your 
home and the Council needs the  
property for another person with  
those special needs.

Ground 16: You have succeeded to 
the tenancy but you are not a widow 
or widower and your accommodation 
is larger than you reasonably need.

Where the Council believes that you 
have abandoned your home it will 
make reasonable enquiries to find out 
if you have abandoned your home. 
The Council may take possession 
of your home without making an 
application to the Court if the 
enquiries positively indicate that you 
have abandoned the property.

Vehicles 
If you wish to park your car or  
caravan on your garden, we are 
happy for you to do so as long there 
is a suitable hard standing and a 
dropped kerb. If you do not have a 
suitable hard standing and dropped 
kerb you should contact your Local 
Neighbourhood Office for advice  
and to apply for permission.

In the interest of your neighbours  
and your surroundings, please keep 
the cars parked at your home 
roadworthy and avoid undertaking 
major car repairs.

Your Home Guide
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Animals 
We recognise that pets are part of 
your family, so please tell us about any 
animals that you may wish to bring 
into your home. We can then assess 
the suitability of your property and  
the safety of the animal.

For example 
It would not be fair to keep a cat or a 
dog in a flat if you share an entrance 
door with your neighbours. 

Please note that cats and dogs are 
only permitted in flats that do not 
share an entrance door except if  
you have a registered guide dog or  
a registered hearing dog.

You should not encourage pigeons or 
other birds to nest or frequent any 
balcony or communal area by leaving 
food outside your property. 

It is your responsibility to report 
any instances of infestations to us 
immediately and take any action you 
see fit to overcome the problem. This 
may include purchasing pest repellent, 
ensuring food is not left unattended 
and ensuring rubbish is not left to 
accumulate. 

Communal Areas 
When living in a flat, you must 
consider the needs of your neighbours 
due to the proximity and number of 
your neighbours.

You must take care of the shared 
areas such as lifts, hallways, bin areas 
and gardens, and keep communal 
areas completely clear of rubbish.  
The more you help us to do this the 
more pleasant your home will be.

Please consider the following useful 
information to ensure that your home 
remains a clean and safe environment:

n	� Please take care when using a lift. 
Report breakdowns immediately  
to your:

	 • Local Neighbourhood Office.

	 •� �‘Rotherham Connect’ on: 
(01709) 336009	
8.00am-8.00pm

	 • ��Out-of-hours Emergency Repairs 
Service on: (01709) 336009 	
8.00pm-8.00am

n	� If your flat has a door entry system 
please make sure the door is 
locked behind you

n	� Please look after your keys and be 
careful who you give your keys to

n	� If you have a large item to get 
rid of, please contact Rotherham 
Streetpride on (01709) 336003 
who will be happy to help

n	� Please avoid making noise that will 
disturb your neighbours.

Your Local Neighbourhood Office 
will be happy to help if you want 
more information about your Tenancy 
Agreement.12 13



Health and Safety
Your safety, and the safety of your 
family, is important. 

Please do not store flammable  
materials in your home and ensure 
you dispose of your rubbish, including 
bulky items properly. 

You should not block any doorways 
in your home with rubbish or your 
belongings in case you have to exit 
your property quickly in the event of  
a fire or emergency. 

Care should be taken not to overload 
electrical sockets.

Hygiene
To help us to maintain the quality and 
cleanliness of your home, and your 
neighbourhood, please:

n	� ‘Do your bit’ to keep shared  
areas tidy

n	� Prevent pests such as rats and  
mice by disposing of food and 
rubbish carefully

n	� Clear up any mess that your  
pets make

n	� Do not block your drains by putting 
nappies, sanitory towels/tampons, 
cigarettes or newspapers down 
the toilet.

If your home is not maintained to a 
satisfactory cleanliness we may take 
action to clean your home on your 
behalf. This must be done to prevent 
vermin and ensure the health and 
safety of you and your family. You will 
be charged for this service.  

Passive Smoking – important 
information for tenants
Second-hand smoke, or passive 
smoking, is a major threat to public 
health. Being exposed to second-hand 
smoke even for a short time can cause:

n	 eye irritation
n	 headaches
n	 coughing
n	 sore throat
n	 dizziness
n	 nausea
n	 heart disease
n	 strokes 
n	 lung cancer.

Employers have a duty in common law 
to take reasonable care to protect the 
health of employees and are required 
by the Health and Safety at Work Act 
1974 to ensure that employees and 
others are not put at risk.

We are seeking your co-operation  
to help us protect the health of  
our employees by ensuring that any 
room in which they are working is 
smoke free. 

n	� If you or your family are smokers 
please do not smoke when our 
employees are present.

n	� If you have been smoking please 
allow us to open a window to 
ventilate the room. 

Our employees assess whether any 
environment they enter is reasonably 
safe for them to carry out their work. 
We will support employees who  
leave an environment they consider  
to be unsafe.

Please help us to help you; provide 
our employees with a smoke free 
environment.

Your Home Guide
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Energy Performance 
Certificate 

From 1st October 2008 all new 
Council tenants will receive an Energy 
Performance Certificate when they 
accept their property. 

The certificate will show you your 
property’s Energy Efficiency Rating 
(relating to your heating bills) and the 
Environmental Impact Rating (relating 
to the carbon dioxide emissions). 
Properties are rated from A to G, 
similar to those used for fridges and 
other electrical appliances, A being 
the most efficient and G the most 
inefficient. 

As well as the rating you will receive a 
recommendation report. This suggests 
how to improve the dwelling’s energy 
efficiency and reduce your heating bills. 

You or the Council do not have to 
implement any of the suggestions 
stated in the Energy Performance 
Certificate. 

You must ask 2010 Rotherham Ltd’s 
permission if you would like to:

n	� Construct a boundary wall, fence, 
gate, feature or ornament

n	 Remove trees or hedges

n	� Park on your garden or a  
communal area.

Permission will not be unreasonably 
withheld. To gain permission, contact 
your Local Neighbourhood Office or 
Customer Service Centre. 

It is your responsibility to inform 
us when trees or plants in your 
garden are affecting the structure 
of your property. Should you 
notice this has occurred you should 
immediately report this to your Local 
Neighbourhood Office to stop any 
further damage. 

Gardens 

As a Council tenant it is your 
responsibility to maintain the condition 
of your garden and any other area 
within the boundary of your property. 

This will include:

n	 Cutting the grass

n	 Trimming hedges and trees

n	 Removing any rubbish.

This is not an exhaustive list.
If you are disabled or elderly and will 
struggle with this the Council may be 
able to offer you help. Contact your 
Local Neighbourhood Office  
or Customer Service Centre for 
further details. 

If you do not maintain your garden 
and allow it to become overgrown the 
Council may clear it on your behalf. 
You will be charged for any work 
the Council completes to clear your 
garden. The Council will give you 4 
weeks notice before taking this action.
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Improvements and 
Alterations 
You must ask for written permission 
to alter your home or Tenancy 
Agreement terms. 

This may include:

n	� Decorating the interior or exterior 
of your property

n	� Altering the structure of your 
property

n	� Altering the garden or boundary  
of your property

n	� Allowing someone to live in your 
property with you

n	� Introducing an animal into your 
property.

This is not an exhaustive list. If you are 
unsure whether permission is needed 
you should always ask for advice from 
your Neighbourhood Team. 

Tenants Insurance 
The Home Contents Insurance 
Scheme was launched in July 2002, 
and since then has provided over 
1600 tenants with extra peace of  
mind now they have their home 
contents insured.

The scheme is extremely easy to 
join and cover is provided across 
the whole of Rotherham with no 
postcodes excluded from the scheme. 
There are no extra security devices 
required on your home.

To join the scheme all you have to be 
is a Council tenant. The claims service 
is very quick and there is no excess to 
pay should a claim be made. 

All you have to do to apply is contact 
your Local Neighbourhood Office or 
telephone: 01709 336570 for an 
application form.

Notices

Notices are a formal way of you and 
us to communicate in writing. They 
are legal documents (although you 
can use plain English to write your 
Notices) that are intended to be 
shown to the Court to prove that the 
law and/or the terms of your Tenancy 
Agreement have been followed. 

You should keep copies of all Notices 
you send and have received. 

Your Home Guide
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Guarantors 
If you are under the age of 18 years 
you will need someone to guarantee 
your tenancy, known as a Guarantor. 
In these circumstances you must 
sign your Tenancy Agreement as the 
tenant and your Guarantor must sign  
a separate Guarantor’s Agreement. 

The Guarantor’s Agreement will 
state how long the tenancy is to be 
guaranteed. This will be until your  
18th birthday.

As a Guarantor a person has a  
responsibility to:

n	� Advise and support the tenant  
to understand the conditions of 
their tenancy

n	� Pay any rent arrears the tenant  
is unable or refuses to pay

n	� Pay any costs, damages or expenses 
the tenant is unable or refuses 
to pay relating to a breach of a 
tenancy condition. 

Should a tenant who has a Guarantor 
withhold rent for any reason or owe 
the council money for the cost of 
repair work due to a breach in their 
tenancy agreement the amount will be 
recoverable from the Guarantor. 

Should the Guarantor refuse to pay 
court action will be taken to recover 
the cost.

What should you expect 
from our staff
We will:

n	 Wear an ID badge at all times 

n	� Use different types of 
communication to meet  
your needs 

n	� Let you know when we are coming, 
when we have been delayed and 
when there is a change in the 
schedule of work 

n	� Be courteous and show you 
respect at all times 

n	 Not smoke in your home

n	� Not use bad language, blaspheme 
or make offensive remarks or jokes 

n	� Respect people’s homes and 
privacy, remember always to  
knock if we have to go into a  
room unexpectedly

n	� Wear the appropriate Personal 
Protective Equipment and clothing 
and use safe foot coverings or 
sheeting to protect your home 

n	� Be clean and tidy in our work 

n	� Leave both the house and garden 
clean, tidy and safe at the end of  
each day.
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We would ask of you:
n	� Please be in when we have agreed 

a time to visit you or let us know 
if for some reason you have to  
be out

n	� Please treat our staff with respect 
and don’t make offensive remarks 
or jokes

n	� Please do not smoke over our staff 
and ensure working areas are free 
from other potential health hazards. 
If someone in the property has got 
a contagious or serious illness such 
as measles please let us know

n	� Please do not embarrass our staff 
by wearing too little!

n	� Please don’t be offended if we need 
to ask you to turn down your music 
or TV for a moment

n	� Please ensure that pets and children 
are supervised at all times and never 
leave them in the care of our staff

n	� Please show staff if there is either 
medicine or something particularly 
fragile or breakable in any room 
where they are working 

n	� Please tell us if we have done 
something you are not happy  
with or left something undone. 

Acts of Parliament
Your Tenancy Agreement takes 
into account the following legislation 
(amongst other Acts of Parliament  
and Statutory Regulations):

n	 Law of Property Act 1925 

n	� Chronically Sick and Disabled 
Persons Act 1970

n	� Torts (Interference with Goods) 
Act 1977

n	 Housing Act 1985

n	 Landlord & Tenant Act 1987

n	� Leasehold Reform, Housing and  
Urban Development Act 1993

n	 Housing Act 1996

n	 Data Protection Act 1998

n	� Contracts (Rights of Third Parties)  
Act 1999

n	 Freedom of Information Act 2000

n	 Anti-Social Behaviour Act 2003

n	 Civil Partnership Act 2005

n	� Unfair Terms in Consumer Contract 
Regulations 1999

n	� Secure Tenants of Local Authorities  
(Right to Repair) Regulations 1994

You may find the legislation useful 
should you require further clarification 
of your statutory rights. 

Please note that this is not 
intended to be an exhaustive 
list of the legislation which may 
affect your tenancy and we and 
you are bound by all laws which 
relate to your home and your 
occupancy of it.

Your Home Guide
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We want you to help us improve your 
neighbourhood. We also want you to 
feel a real sense of community with 
the people and families that live around 
you. We have provided some useful 
contacts who can assist and advise 
you. We would also suggest that you 
contact your local neighbourhood team 
for further information and support.

Rotherham Councillors
The Councillors responsible for 	
each Ward within Rotherham 	
have been elected to provide a voice 
for individuals and communities.	
Your Councillor would be pleased 	
to discuss your suggestions and 
concerns relating to your community. 
They can always be contacted 	
by telephone, or you can visit 	
their surgery. 

Your Local Neighbourhood Team is 
able to provide you with details 	
of Councillor surgeries.

A list of Councillors is 	
provided on the web site at 	
www.rotherham.gov.uk

Community involvement
Community involvement is about 
giving you a real say in how your 
Neighbourhoods are run. This 
means you can be involved in making 
decisions that affect you, your home 
and your community. We are keen 	
to know what you think about the 
services we provide. 

We believe that the more involved 
you become in shaping our services 
the more satisfied you are likely to 
be with the services you receive 	
from us.

We offer opportunities for you 	
to tell us how you would like us to 
deliver our services. This can be 
done in a number of ways, 	
for example:

n 	�You can make suggestions about 
how you would like to see us 
improve our services using 
a Customer Feedback form, 
available on page 71  

Support within your community

Your Home Guide

n 	�You can contact your local 
neighbourhood staff on the 
telephone number on page 3.

You may want to work with us 
to identify initiatives to improve 
all services.  You can help do 
this by returning any surveys or 
questionnaires that we send out, 
coming along to meetings held by 
your local Tenants’ and Residents’ 
Association, and having your say at 
public meetings such as our Borough 
Wide Forum.

n 	��You might want to get involved 	
in helping to make decisions by 
joining your local Tenants’ and 
Residents’ Association (TARA) 	
or starting a new Association or 
Group if there isn’t one in your 
area. TARAs do lots of different 
things to make things better on 
their particular estate or in the 
local area. A few examples of 
what they can do are: getting play 
areas for children; organising social 
events; and campaigning on issues 
they are concerned about. 19



n 	�You may want to become a 
tenant representative on your local 
Area Housing Panel. The panels 
each have a budget to carry out 
environmental projects and work 
with local residents to improve  
their neighbourhoods

n 	�You could join a variety of service 
improvement groups, focus groups 
or workshops. They have a key 
role to play in ensuring tenants are 
involved in making decisions on  
key aspects of our services

n 	�You could join the 2010 
Rotherham Ltd Continuous 
Improvement and Customer 
Inspection Team which carries 
out activities to check the quality 
of our services such as mystery 
shopping, our Neighbourhood 
Offices, inspecting the standard of 
our empty properties and customer 
satisfaction surveys, both face to 
face and over the telephone

n	� You can join our ‘Key Player’ 
initiative which provides you  
with the opportunity to  
personalise your involvement  
in developing our services

n 	�2010 Rotherham Ltd, RMBC and 
RotherFed (on behalf of customers) 
have agreed a Customer 
Participation Compact called 
‘Here’s the Deal!’ 

n 	�This agreement sets out how 
people can be involved in 
decisions affecting their homes and 
communities. This document is 
available in Neighbourhood Offices.

Support within your community continued
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Community Engagement 
At 2010 Rotherham Ltd we recognise 
that people are entitled to ‘have a 
say’ in the services we provide. As 
a learning organisation serving over 
20,000 customers with diverse needs, 
it is essential that we provide a wide 
range of opportunities for people 
- tenants, residents and leaseholders 
- to influence and improve what we 
do. We also recognise that there is a 
range of involvement for customers, 
with the sharing of information at  
one end, and effective participation 
and community empowerment at  
the other.  

All our customers need access to 
information about what we do and 
we must ensure that we communicate 
effectively and in a manner that 
encourages wider involvement.  

There will be times when we need 
to consult with our customers on 
strategies and policies, and on day-to-
day operational issues, to bring  
about improvements.  

To promote participation we will 
make sure we provide a wide range of 
opportunities so people can participate 
as much or as little as they wish.  

Some opportunities for involvement 
empower people to make decisions.  
Our Area Housing Panels and 
the tenant Directors on the 2010 
Rotherham Ltd Board are examples 
of customers with decision-making 
powers.  

In view of the opportunities 2010 
Rotherham Ltd provides, we will make 
sure that we actively encourage: 

n	� The supply of good quality 
information to our customers - 
informing people what we do, and 
what we would like to do next, 
based on customer views

n	� Effective consultation processes  
that result in positive changes  
for customers

n	� A wide range of opportunities 
for involvement, supported by a 
clear commitment to remove any 
obstacles to involvement

n	� The extension of empowerment 
to our customers, enabling them 
to participate in decisions affecting 
their lives.

The following section gives examples 
of how our customers and tenants can 
get involved in our services.
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 Opportunity What it does Number Tenants 
involved

Where they 	
come from

Key Player Initiative A data base of customers interested in getting involved in 
activities and decision making processes that suit them.   

Approx. 370 Individual tenants, 
residents and 
Leaseholders

Area Housing 
Panels

There are 7 Area Housing Panels supported by 2010 staff. 
Their main role is to oversee a budget for environmental 
and community safety improvements in each area.

Approx. 75 Local TARAs & 
individual tenants 
where no TARAs 
exist

Tenants’ & 
Residents’ 
Associations 
(TARAs) – 

As of April 2008, there are 29 active TARAs in Rotherham 
with Council housing in their areas of benefit. TARAs deal 
with a variety of issues and social events.

Approx. 174 on 
committees

Individual tenants 
on local estates 
& Key Player 
database

Leaseholder Forum Discusses issues relating to services received from both 
2010 and RMBC.

20 – 30 
leaseholders

Registered  
leaseholders 

Continuous 
Improvement 
& Customer 
Inspection Team

This group meets to do service and reality checks, mystery 
shopping, checking performance on service standards and 
carry out benchmarking with other Housing ALMOs.

12 tenants Key Player 
database & 
Leaseholder  
Forum

Your Home Guide



 Opportunity What it does Number Tenants 
involved

Where they 	
come from

Compact Monitoring 
Group

This group monitors the progress of actions in the 
‘Here’s the Deal!’ action plan. They will play a key role in 
coordinating the review of the Compact in 2009. The  
group comprises 3 representatives each from 2010,  
RMBC and customers through RotherFed.

3 tenants RotherFed

BME Workshops Working with tenants from black and minority ethnic 
backgrounds to improve our services through  
in-house workshops and consulting with other  
community organisations. 

Key Player 
database & 
communities of 
interest

2010 Borough  
Wide Forum  

This quarterly meeting consults and involves residents in 
how 2010 provides services. 

20 to 30 Key Player 
database & 
Leaseholder Forum

Focus/Service 
Improvement 
Groups 

There are various focus, service planning and service 
improvement groups across 2010 that look to improve  
our services through working with our service users.  
Some groups meet monthly, 6 weekly or quarterly, and 
look specifically at: Decent Homes, Gas Servicing, Repairs 
and Maintenance, Voids and Your New Home, Anti Social 
Behaviour, and Housing Income.

Each group varies 
from 4 or 5 
tenants to over  
20 tenants

Key Player 
database & 
Leaseholder  
Forum

Your Home Guide
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 Opportunity What it does Number Tenants 
involved

Where they 	
come from

Round Your Place 
Editorial Committee

This group makes the final decisions on what will be 
included in each edition of the Round Your Place magazine. 

1 tenant RotherFed

2010 Rotherham 
Ltd Board

The Directors of 2010 make decisions on behalf of the 
whole company. The Board is made up of 15 members,  
5 are customers.

4 tenants & one 
leaseholder

All tenants through 
Round Your Place, 
posters in offices 
and letters to 
TARAs

2010 Quality 
Awards Group 

This panel considers nominations for outstanding service  
by 2010 staff.   

Two tenants 
nominated by 
RotherFed

RotherFed

2010 Community 
Partnership Panel 

2010 and the Decent Homes Partners donate funds to 
support community projects through this panel.

One tenant RotherFed

2010 Inspection 
Programme Board 

A strategic group that coordinates activity during the 
inspection process. 

One tenant RotherFed

Community Engagement continued

24 25

Your Home Guide



 Opportunity What it does Number Tenants 
involved

Where they 	
come from

2010 Estate 
Walkabouts 

Local tenants walk around their neighbourhoods with 2010 
staff and other agencies to pick out environmental issues to 
be tackled.

Varies from area 
to area anywhere 
from 1 to 15 
tenants

Individual tenants 
living in local areas, 
TARA members, 
AHP members

One off and time 
limited consultation 
and involvement 
events

We hold innovative events throughout the year such as 
the Tenants’ Conference and ‘Moments of Truth’ exercises.  
These events informed the 2010 Community Engagement 
Strategy and Annual Community Engagement Report, 
service plans, action plans and will influence the review  
of the Tenants’ Compact in 2009.

This varies from 
event to event 
and can involve as 
many as 50 to 70 
tenants

Key Player 
database,  
AHPs, TARAs

Your Home Guide
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RotherFed

2010 Board 	
of Directors

Individual Tenants 	
& Leaseholders

Key Player Initiative

One off and time 	
limited consultation and 

involvement events

Tenants’ & Residents’ 
Associations

Area Housing Panels

Local
Neighbourhood 

Walkabouts

Focus Group & Service 
Improvement Groups

2010 Borough 	
Wide Forum

BME Workshops

Communities 	
of Interest

Compact Monitoring 
Group

2010 Quality 	
Awards Group

2010 Partnership Panel

2010 Inspection 	
Programme Board

Continuous 
Improvement 	
& Customer 	

Inspection Team

Leaseholder Forum

2010 Resident Involvement Structure
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Streetpride is Rotherham Council’s 
way of cleaning up streets and 
promoting a tidy environment. Their 
distinctive clothing can identify teams 
responsible for the service. Staff 
working for Economic & Development 
Services and Neighbourhoods carry 
the Streetpride name and logo on all 
uniforms and vehicles.

The purpose of Streetpride is to work 
closely with the community to maintain 
and improve the street scene to a high 
standard to help promote civic pride and 
community responsibility. Streetpride 

combines a range of activities including 
street cleaning, highway maintenance, 
litter and dog wardens, Rotherham 
wardens, refuse collection and school 
crossing patrols. Streetpride staff also 
play a role in tackling crime and disorder 
issues by linking up with police and other 
agencies with better co-ordination using 
the CCTV control room.

All Streetpride activities are carried  
out by trained staff in uniform and 
with an easy to remember telephone 
number clearly displayed on their 
street vehicles.

Got a problem with:
n Litter  n Graffiti  n Dog Fouling  

n Fly Tipping  n Recycling Information

n Parking  n Grass, Trees and Shrub Beds   

n Public Rights of Way  n Drainage   

n Highway Repairs  n Utility Works   

n Winter Gritting  n Traffic Management   

n Traffic Lights  n Street Lighting & Signs  

n Abandoned Vehicles  n Refuse Collection   

n Road Works  n Street Name Plates  

n Pedestrian Crossings  n Road Safety     



Rotherham Metropolitan Borough 
Council’s Waste Management Team  
is responsible for co-ordinating  
the delivery of waste management 
services for the Borough’s 110,000 
households; no small feat, given that:

We produce over 120,000 tonnes of 
waste in Rotherham each year, and 
this is continuing to GROW!

The majority of the waste we produce 
in Rotherham, including everything 
householders put in their black bins, 
is sent to landfill. These are big holes 
in the ground for disposal. However 
increasingly it is being recognised at 
a National and European level that 
we need to have a more sustainable 
approach to how we manage our 
waste. Rotherham Council now has 
a set commitment to Give Waste 
Another Chance by: ‘developing a 
long term approach to waste and 
recycling to minimise the need for 
waste disposal’

Waste minimisation
The best environmental option is  
to minimise your waste. This can be 
done by choosing products without 
excessive packaging, home composting 
your garden and kitchen waste and 
using non-disposable nappies.  
Another simple way to minimise  
waste is to reduce the amount of  
junk mail you receive.

Householders who prefer not to 
receive unwanted mail can reduce 
their waste by taking action to remove 
their names and addresses from direct 
mailing lists; simply by writing to the:

Mailing Preference Service,  
FREEPOST 22, London, W1E 7EZ

Registering by telephone on 
0845 703 4599

Or via the website at  
www.mpsonline.org.uk

Recycling collections
The Blue Bag and Blue Box recycling 
schemes now cover almost all of 
households in Rotherham. 

In addition, approximately 104,000 
households also have a green bin  
for garden waste and card and this 
is collected on an alternate week 
basis. This scheme is designed to help 
householders help us to increase the 
amount of waste that is recycled and 
composted in Rotherham.

It’s a simple scheme too. It works  
like this:

n	� One week, we will collect the  
black wheeled bin

n	� The next, we will collect the blue 
box, blue bag (green bag in the 
Creation area) and green bin

n	� The week after, we will collect the 
black wheeled bin again.

And so it goes on.

Waste management and recycling services

Your Home Guide
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Home composting
Over half the waste we put in  
our wheeled bins could actually  
be composted.

Order your COMPOST BIN from  
only £27.00 this includes free delivery 
to your home and a free guide to 
composting. Order now on 
0845 076 0223.

This special home composting 
promotion is delivered by Rotherham 
Metropolitan Borough Council and 
funded by WRAP.

Recycling bring sites
There are over 57 bring sites around 
Rotherham, such as supermarket 
car parks, pub car parks and other 
community focal points where there 
are glass, paper, can and textile banks. 
Some sites are able to accept plastic 
bottles and cardboard coated cartons 
(Tetra Paks). If you would like to  
know where your nearest bring site 
is; please contact the Streetpride on 
(01709) 336003.

Household waste  
recycling centres
Rotherham Metropolitan Borough 
Council provides four Household 
Waste Recycling Centres to receive 
waste exclusively from householders  
in Rotherham for recycling and 
disposal. Commercial waste is  
not permitted.

The sites are located at: Car Hill, 
Greasbrough; Lidget Lane, Bramley; 
Warren Vale, Rawmarsh and Magilla, 
Common Road, North Anston.

Contact Waste Management  
(01709) 823054

Opening hours of all four sites are:
April 1st to September 30th 
9.30am to 7.00pm

October 1st to March 31st 
9.30am to 5.00pm

Open 362 days a year, closing only on 
Christmas Day, Boxing Day and New 
Year’s Day.

Refuse collections
The majority of Rotherham 
households have a black 240 litre 
wheeled bin for their refuse collection. 
A small number of properties, such 
as flats, have shared bin facilities and 
a few, predominately rural properties 
have sack collections.

Collections remain un-changed 
throughout Bank Holidays except  
for Christmas and New Year.  
A sticker will be placed on the 
wheeled bin during December to 
advise of festive season collection 
dates. Wherever possible we try to 
keep the number of days between 
collections to a minimum.

We offer assisted refuse collections 
(for black and green bins, blue boxes 
and blue or green bags)where no 
one in the household due to infirmity 
caused by illness or old age is able 
to position their bin at the kerbside 
or collection point for emptying. 
You need to apply to the Waste 
Management Unit for this service.
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Bulky waste  
collection service
The Council’s Bulky Waste Collection 
Service helps with the removal 
of larger household items such as 
furniture and electrical appliances.

The subsidised service has two 
charging structures; the current charges 
are listed below but are subject to an 
annual review every April.

n 	�£20 for up to three items  
(then £15 for every extra item). 
This includes furniture items  
and electrical goods including  
fridge/freezers

n 	�DIY items such as bathroom suites, 
window frames, doors etc can also 
be collected; the charge is £30 for 
up to three items and then £25 for 
each extra item

n 	�Rothercard discount (see page 
33 for details of Rothercard) only 
applies to non-DIY items and 
entitles the holder to a  
50% discount.

For more information or to arrange  
a collection; contact Streetpride 
(01709) 336003

Contact waste management
By phone: 
Streetpride 
(01709) 336003 - 8:00am to 8:00pm 
Monday to Friday

Household Waste Recycling Centres 
(01709) 823054 - 8:30am to 5:00pm 
Monday to Friday

Clinical waste enquiries: 
(01709) 823130 - 8:30am to 5:00pm 
Monday to Friday

Other Waste Management 	
Enquiries including:

• Missed collections 
• Replacement containers 
• Bulky Items 
• Complaints 

(01709) 336003 8:00am to 8:00pm 
Monday to Friday

In person (8.30am to 5.00pm 	
Monday to Friday) or by post: 
Waste Management 
Environment & Development Services 
Bailey House, Rawmarsh Roadw 
ROTHERHAM S60 1TD

By web form: 
www.rotherham.gov.uk

Streetpride Message Form

By email: 
recycling@rotherham.gov.uk

Your Home Guide

30 31

Waste management and recycling services continued



Your Home Guide

Neighbourhood Management
Our tenants have said they would  
like more emphasis placed on their 
neighbourhood, rather than just their 
homes. A number of initiatives have 
been tested to see how best to deliver 
services that focus upon the wider 
neighbourhood environment.

Each area has its very own 
“Neighbourhood Champion” who is 
responsible for the management and 
co-ordination of a specific geographical 
area, including housing and other 
services within that area.

The Local Neighbourhood Offices can 
be contacted on telephone number 
0300 100 2010.

Rotherham Wardens
The Rotherham Wardens aim to 
improve the quality of life of the 
community by helping local people 
to feel safe. Examples of some of  
the things the wardens do are:

n 	�keep an eye out for problems such 
as fly tipping, vandalism and graffiti

n 	�check on empty properties

n 	�provide a visible presence on the 
streets and walk with people if they 
feel unsafe

n 	�promote and support meetings,  
fun days and environmental events

The Rotherham Wardens will report 
any problems to the right agencies and 
keep a track of the report until the 
problem is resolved.

The Rotherham Wardens can be 
contacted at Rawmarsh Police House, 
1 Greenfields, Rawmarsh, Rotherham, 
S62 6JW, telephone: (01709) 336003.

Support within Your Community
The key features of this include:

n 	�Staff at Local Neighbourhood 
Offices who will help deal with any 
enquiry about your neighbourhood

n 	�Staff who will conduct more 
appointments in your home, rather 
than you having to visit the office

n 	��Trades people diagnosing and 
completing repairs in a single visit 
where possible, delivering excellent 
levels of customer satisfaction

n 	��Neighbourhood Champions who 
are responsible for ensuring that 
our customers’ views are listened 
to, and action taken where 
appropriate

n 	��Improved co-ordination with other 
local based services such as the 
Police and Streetpride

n 	�Enhanced opportunities for 
customers to get involved in 
shaping the service we provide. 

30 31



The Safer Rotherham Partnership is 
the Crime and Disorder Reduction 
Partnership for Rotherham. It is a 
statutory partnership – set out in the 
Crime and Disorder Act 1998 and 
is made up of the five responsible 
authorities of South Yorkshire Police, 
South Yorkshire Police Authority, 
Rotherham Borough Council, 
Rotherham Primary Care Trust  
and South Yorkshire Fire and  
Rescue Service.

The Partnership is responsible for  
co-ordinating and leading the fight 
against crime and disorder across the 
Borough ensuring that all partners 
contribute towards reducing crime  
and keeping Rotherham a safe place  
in which to live, work and visit.

For the past three years the 
Partnership has been working to an 
11-point strategy to reduce crime  
and disorder and with some 
considerable success.

For instance:

n�	� Total crime: 25,648 – lowest for 
three years, with 2,275 fewer 
offences compared to the  
previous year 

n 	�Violent crime: 4,935 – lowest for 
three years, with 697 fewer victims 
than in 06-07

n 	�Robbery: 116 – shows a 50% 
reduction compared to the  
previous year and an improving 
detection rate of 44.8%, which is 
the highest detection rate across 
South Yorkshire

n 	�House burglary: 1,313 – lowest  
for six years and over half the  
02-03 figure of 2,680. The chances 
of getting burgled are about 50% 
lower than five years ago

n 	�Vehicle crime: 3,516 – the lowest 
for six years and 469 fewer victims 
when compared to last year

n 	�Criminal damage: 6,574 – the 
lowest for three years with 568 
fewer victims than in 06-07. 

Now the Partnership is launching its 
new Partnership Plan covering the 
next three years. This plan is the 
result of a Joint Strategic Intelligence 
Assessment of crime and disorder in 
the Borough which has identified the 
following priorities for the partnership 
to address:

n 	Incidents of Domestic Violence

n 	Anti-Social Behaviour

n 	Criminal Damage

n 	�Addressing the fear of crime  
and anti-social behaviour

n 	�Tackling the most vulnerable 
localities in the Borough

n 	Building cohesive communities

n 	�Taking on crime and disorder 
associated with the night  
time economy.

Your Home Guide
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The Safer Rotherham Partnership is 
working hard to make Rotherham a 
safer place to live and work. You can 
find out more about the work  
by visiting our website at  
www.saferrotherham.org

For further information contact Steve 
Parry, Safer Rotherham Partnership 
Manager on 01709 334565 –  
steve.parry@rotherham.gov.uk 

Rothercard 
Rothercard is a free discount card 
scheme supported by Rotherham 
Metropolitan Borough Council.  
It helps Rotherham people, on a low 
income, by providing a discount on 
Council services, leisure and shopping. 

If you live at an address, that is 
registered for Council Tax with 
Rotherham Council, and you are on a 
low income, please contact Rothercard 
Helpline on telephone number 
(01709) 823644 to see if you qualify. 

Welfare Rights Service
The Welfare Rights Service gives  
advice to people in Rotherham who 
receive home care, are terminally ill 
and for children and young people  
with disabilities aged 18 and under. 
Tel: (01709) 822446.

If you would like advice in Urdu, 
Punjabi, Mirpuri, Pushtu we can  
offer advice in these languages.  
Tel: (01709) 822345.

The Welfare Rights Service can be 
contacted at Enterprise House, 
Bridge Street, Rotherham, S60 1QJ, 
Tel: (01709) 822446. 

A Welfare Rights Officer  
is available at Wath.  
Tel: (01709) 873678 Ext: 4811,  
and at Maltby,  
Tel: (01709) 812637 Ext: 4736.

Money Advice Service
The Money Advice Service offers  
a free confidential debt counselling 
service to Rotherham residents.  
They can advise on different types  
of debt such as rent and mortgage 
arrears, credit card debts and bank 
loans. They can help:

n 	�Check you are getting all the 
benefits you may be entitled to

n 	�Help you to identify the most 
important debts and take action 
accordingly. The law gives different 
creditors different ways of getting 
their money back

n 	�Help plan your weekly and  
monthly budget

n 	�Draw up a financial statement  
by looking at your income  
and outgoings

n 	�Help you to decide on a plan to 
deal with your debts.

Support within Your Community continued
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n 	�Negotiate with the people you owe 
money to

n 	�Advise you on Court procedures, 
help reply to Court documents,  
and represent you at Court 
appearances where appropriate.

The Money Advice Service can be 
contacted at Enterprise House,  
Bridge Street, Rotherham, telephone 
number (01709) 822329 (24-hour 
answerphone service).

Health contacts
n 	�Rotherham Health Advice Centre

	� The RAIN Building, Eastwood Lane, 
Rotherham, Tel: (01709) 423030

n 	��NHS Rotherham

	 Bevan House, Oakwood Hall Drive, 	
	 Rotherham, Tel: (01709) 302000

Your Home Guide
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Hospitals
n 	�Rotherham District General 

Hospitals NHS Trust

	� Rivelin House, Moorgate Road, 
Rotherham, Tel: (01709) 820000

n 	�Doncaster Gate Hospital

	� Doncaster Gate, Rotherham,  
Tel: (01709) 820000

n 	�Birkdale Clinic (Incorporating 
Parkfield Hospital)

	� Parkfield Road,Rotherham,  
Tel: (01709) 828928 

n 	�Rotherham District General 
Hospital

	� Moorgate Road, Rotherham,  
Tel: (01709) 820000 

n 	�Wathwood Hospital

	� Gypsy Green Lane,  
Wath-Upon-Dearne, Rotherham,  
Tel: (01709) 870800

Support within Your Community continued



Record your other useful numbers here. 
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Other Rotherham organisations 
offering advice and assistance.

n 	�Community Legal Services Helpline, 	
Tel: 0845 34 54 345

n 	�Social Services, Tel: (01709) 823908/09

n 	�REMA (Rotherham Ethnic Minority 
Alliance), Tel: (01709) 720744

n 	�Age Concern, Tel: (01709) 829621

n 	�Citizens Advice Bureau,  
Tel: 0844 826 9680 

n 	�For people with mental health problems - 
Rethink, Tel: 0845 456 0455

n 	�For people with learning disabilities - 
Rotherham Advocacy Partnerships,  
Tel: (01709) 529890

n 	�For people with physical disabilities -  
RDIS, Tel: (01709) 373658

Your Local Neighbourhood Office Team 
will be pleased to help you to find out any 
information relating to your community.
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Whoever signed your Tenancy 
Agreement is responsible for paying 
the rent for your home. The rent is 
due on or before Monday of each 
week. If you pay your rent monthly 
please pay one month in advance.

How you can pay your rent
You can pay by:

n 	�Direct Debit, this is our preferred 
payment method and is the most 
convenient for you as your rent is 
paid straight from your account, 
with no charge for this service. 
Your Housing Income Champion 
will be pleased to help you 	
arrange a direct debit

n 	�Standing Order straight from 
your bank account. The main 
difference between standing order 
and direct debit is that with a 
standing order you have to tell the 
bank when the amount you pay 
changes. With direct debit we 	
tell the bank about any changes 	
for you

n 	�Cash, switch, debit or  
credit cards: 

	 •	� At our offices. Payments can 	
be made at Civic Building in 
Rotherham, 8.30am to 5.30pm, 
Monday to Friday. 

	 	 �Local cash offices are normally 
open 9.00am to 4.30pm, Monday 
to Friday. Please check with your 
Local Neighbourhood Office as 
some times may vary.

	 •	� Over the telephone to your 
Local Neighbourhood Office. 

	 	 �You can also telephone 	
(01709) 336810 at any time 	
to make a payment. 

n 	��On the internet at 	
www.rotherham.gov.uk/

	 ‘click’ on Do It Online

n 	�Cheque or postal order to 	
your Local Neighbourhood Office. 
You should never send us cash 
through the post. Always quote 
your name, address and rent 
account number with 	
your payment.

n 	�At the Post Office. 	
The Post Office make a charge 	
for this service.

Service charges
Many of the homes we provide 
receive extra services not included 	
in the rent. You may have to pay 
a service charge if your home gets 
services such as a warden. If you 
need to pay a service charge it will 
say so in your Tenancy Agreement.

Help towards paying  
your rent
You may be entitled to Housing 
Benefit to cover your full rent or 
part of it. Your Housing Income 
Champion will be able to help you 	
fill in the Housing Benefit claim form. 
It is your responsibility to make sure 
you get the claim registered with the 
Housing Benefit Department. 

If you do not get enough benefit 
to pay your full rent, or the benefit 
does not cover all the weeks of your 
tenancy, you will need to pay the rest.

How to Pay Your Council Rent or Buy Your Home
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Please advise your Housing Benefit 
Department straight away if your 
personal circumstances change,  
as it may affect your claim. 

Claiming any type of benefit can be 
complicated so we have Benefits 
Advisers who visit the local offices. 
Your Housing Income Champion will 
be able to tell you when they are 
available.

‘Rent-free’ weeks
No rent is due at Spring Bank Holiday, 
Christmas and New Year weeks and 
the last week in March.

How the rent is spent
We are careful when deciding how  
to use the rent you pay. Your rent 
pays for:

n 	�Repairs to your home and planned 
maintenance such as replacing 
windows or putting in new kitchens

n 	�The housing management services 
we provide.

Your rent account
If you want details of your rent account 
please ask your Housing Income 
Champion. They will be pleased to  
send you a statement at any time.

Rent rises
At the beginning of your tenancy we 
tell you how much your rent is in your 
Tenancy Agreement. 

We normally change your rent once 
a year in April. We will never change 
your rent without telling you about it in 
writing at least four weeks in advance.

Falling behind with your rent
Please tell your Housing Income 
Champion as soon as you have any 
problems paying the rent. We will 
do our best to help you to sort the 
problem out. If you don’t contact us 
we will write to you when you miss a 
payment. Our letter will ask you to get 
in touch. Please do not ignore us as 
we will do all we can to help you.

We want to keep rents as low as 
possible and we want to provide 
high-quality services, so we must do 
everything we can to collect your rent. 
This includes taking action in the Courts 
if we cannot reach an agreement with 
you to repay any money you owe us.  
In very serious cases this can mean  
you face being evicted. Please don’t 
ignore the problem as you risk losing 
your home.

Independent advice and debt 
counselling is available from the Money 
Advice Service at Enterprise House, 
Bridge Street, Rotherham, S60 1QJ, 
Tel: (01709) 822329.

Your Home Guide

36 37



Buying your home?
The Right to Buy is available to Secure 
Tenants of the Council. You will be 
able to buy your home if you meet 
the conditions listed below.

n	� You must be a Secure Tenant in a 
Council house or flat

n	� If your tenancy commenced before 
18th January 2005 you must have 
been a Council tenant for at least 
two years.

Or
n	� If your tenancy commenced after 

18th January 2005, you must have 
been a Council tenant for at least 
five years

n	� You will find the booklet ‘Your 
Right to Buy Your Home’, in your 
Local Neighbourhood Offices.

You can obtain a Right to Buy 
application form and the booklet 
‘Your Right to Buy Your Home’ from 
the Right to Buy Officer on (01709) 
336570, at the Key Choices Property 
Shop or from your local 2010 
Neighbourhood Office. All application 
forms should be returned to the 
Right to Buy Officer at Key Choices 
Property Shop, 20/21 Old Town 
Hall, Rotherham, S60 1QX and it is 
advisable that you hand the application 
in or send by recorded delivery. 

You will not usually be able to buy 
your home if: 

n	� you live in sheltered 
accommodation

n	� your home is only temporary 
accommodation

n	� your home is a bungalow or ground 
floor flat that was let to you when 
you or someone living with you was 
aged 60 or over or you succeeded 
the property from someone who 
was 60 or over when they took  
the tenancy on

n	� your home is classed as a disabled 
persons unit

n	� you are an Introductory Tenant

n	�� the Council does not own the 
property we have rented to you

n	� your home is provided with 
your job (that is you live in tied 
accommodation)

n	� there is a Court Order saying that 
you have to leave the property 
or you have defaulted on an 
arrangement for a Postponed 
Possession Order.

How to Pay Your Council Rent or Buy Your Home continued
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Discounts
The amount of discount you will get 
when you buy your home depends on 
the number of years you have been 
a secure tenant of a public sector 
landlord. The discount increases for 
each year you have been a tenant 
and goes up to 60% for houses and 
70% for flats. The maximum value 
of discount you will receive off the 
purchase price of a Council property 
in Rotherham under the Right to 
Buy is £24,000, regardless of the 
percentage of discount to which you 
may be entitled.

FOR HOUSES you will get 30% 
discount plus 1% for each completed 
year as a tenant. For example, if you 
have been a tenant for 2 years you 
will get 32% discount, 5 years you  
will get 35% discount and 15 years 
45% discount.

FOR FLATS you will get 40% 
discount plus 2% for each completed 
year as a tenant. For example, if you 
have been a tenant for 2 years you 
will get 44%, 5 years you will get 
50% and 15 years you will get 70% 
discount. If you purchase a flat you will 
be expected to pay service charges 
to contribute to the maintenance and 
upkeep of the block and also pay for 
the Council’s buildings insurance.

Any time you spend as a tenant of 
a public sector landlord will count 
towards your discount. You may also 
be able to claim discount for the time 
your wife, husband or parent was a 
tenant of a qualifying landlord.
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The table below shows what 
the cash value of your discount 
would be if your home were 
worth £50,000.

	
Qualifying 

Period

 
 

2 years

5 years

10 years

15 years

20 years

25 years

30 years

	
Cash value 	
of Discount

	
	

£16,000

£17,500

£20,000

£22,500

£24,000

£24,000

£24,000

Cash value 
of discount 

if your home 
is worth 
£75,000

£24,000

£24,000

£24,000

£24,000

£24,000

£24,000

£24,000

	
Cash value 	
of discount

	
	

£22,600

£24,000

£24,000

£24,000

£24,000

£24,000

£24,000

Cash value 
of discount 

if your home 
is worth 
£75,000

£24,000

£24,000

£24,000

£24,000

£24,000

£24,000

£24,000

Houses Flats

	
Discount 	
on your 	

flat

	
44%

50%

60%

70%

70%

70%

70%

	
Discount 	
on your 
house

	
32%

35%

40%

45%

50%

55%

60%
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Repaying discount
If you resell your home within 3 or 5 
years of purchasing it from the Council 
you will have to pay back some or 
all of the discount you received. This 
depends on the date you applied for 
the Right to Buy.

If you applied for the Right to Buy 
before 18th January 2005 and you sell 
your home within 3 years of buying it 
then discount is repayable as follows:

n	� If you sell within the first year  
of buying – all the discount  
is repayable

n	� If you sell within the second year of 
buying – two thirds of the discount 
is repayable

n	� If you sell within the third year of 
buying – one third of the discount 
is repayable.

If you applied for the Right to Buy after 
18th January 2005 and you sell your 
home within 5 years of buying it then 
discount is repayable as follows:

n	� If you sell within the first year  
of buying – all the discount  
is repayable

n	� If you sell within the second year of 
buying – four fifths of the discount 
is repayable

n	� If you sell within the third year of 
buying – three fifths of the discount 
is repayable

n	� If you sell within the fourth year of 
buying – two fifths of the discount  
is repayable

n	� If you sell within the fifth year of 
buying – one fifth of the discount  
is repayable.

In addition, the amount you repay 
will depend upon how much you are 
selling the property for, disregarding 
any improvements you have made.

Right of First Refusal
If you purchase your home under the 
Right to Buy scheme on or after 18 
January 2005, and you wish to resell or 
dispose of it within 10 years, you will 
be required to offer it to your former 
landlord or to another social landlord 
in your area at full market value. The 
market value must be agreed between 
the parties or, if they are unable to 
agree, will be determined by the 
District Valuer. If your offer has not 
been accepted within 8 weeks, you 
will be free to sell the property on the 
open market.

Your Home Guide
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Moving home can be a really 
stressful time. To help you to 
make your move as ‘stress free’ 
as possible we have prepared a 
list of organisations and people 
that you may wish to contact.

n 	� �The Post Office will redirect mail 
from your old home to your 
new home for a small charge.	
Telephone 0845 7223344 for detail

n 	� �Gas Supplier	
See over the page for information

n 	� �Electricity Supplier 
�See over the page for information 

n 	� Water Supplier	
See over the page for information 

n 	� �Telephone and Mobile 	
Telephone Company 

n 	� �Council Tax – they need to 	
know the date of your change 	
of address. Telephone	
(01709) 336006

n 	� �Benefit Agency – if you receive 
Income Support, a state pension 
or any other benefit. Telephone 
(01709) 336006

n 	� �Housing Benefit – if you are entitled 
to Housing Benefit you will need 
to stop any benefit being paid on 
your old address and claim at your 
new address. Telephone (01709) 
336006, or collect a form from 
your Local Neighbourhood Office.

n 	� �TV licensing – Telephone 0870 
5763763 for changes of address or 
for new licences

n 	� Satellite/Cable TV Company

n 	� �Home contents insurance – you 
will need to inform your insurers 
of your change of address. 
Rotherham Council operates 
a home contents insurance 
scheme. Contact your Local 
Neighbourhood Office for details 
or telephone (01709) 336570

n 	� �Schools – to find out about schools 
in your new area telephone the 
Education Department on (01709) 
822505

n 	� �Your bank, building society and 
credit card companies

n 	� Your employer

n 	� Doctor

n 	� Dentist 

n 	� Social Worker

n 	� Welfare Officer

n 	� Probation Service

n 	� Optician

n 	� Vet

n 	� �If you have a driving licence you 
must inform DVLA, Swansea, SA99 
1AB or telephone 	
0870 240 0009

n 	� �If you own a car you will need 
to inform your insurers of your 
change of address

n 	� Car Loan

n 	� �Other Hire Purchase or 	
Loan Companies

n 	� �Mail Order/Home Shopping 
Company

n 	� Newsagents

n 	� Sports/Social Clubs

n 	� Friends & relatives.

Moving Into Your New Home – Who to Contact

Your Home Guide
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Gas & Electricity
Before you move in we have to  
check that the gas and electricity 
supply is safe. This means that the gas 
supply pipe will have been sealed off  
at the meter.

This agreement has been set up to 
allow 2010 Rotherham Ltd to identify 
your supplier, thus making it easier to 
get the supply re-connected.

You can change your supplier at any 
time giving 28 days’ notice to your 
present supplier.

You need to:

n 	�Arrange for them to reconnect the 
gas supply and read the meter

n 	�Arrange for our gas engineers 
to visit your home to unseal the 
supply pipe and give you a copy of 
the ‘Gas Certificate’ to say the gas 
system is safe. 

We need at least 48 hours notice to 
arrange the visit. So please contact us 
as soon as you know when the gas 
supply is being reconnected.

Scottish Power can be contacted  
on 0845 2700 700.

Water 
The water supply should be connected 
when you move in. Telephone 
Yorkshire Water to give details of  
your name, address and how you  
are going to pay.

Yorkshire Water can be contacted  
on 0845 1242420. 

Telephone 
If you want a telephone you will have to 
contact the company you want to use.

Heating your home
To get the most from your heating,  
we would advise you to:

n 	�Fit draft excluders around doors, 
windows and the letter box

n 	�Use thick curtains, and tuck them 
onto the window sills

n 	�Lag hot water pipes. Lagging can  
be bought in DIY shops

n 	�In very cold weather keep heating 
on at least a low setting to avoid 
burst pipes

n 	�Open windows to allow a change 
of air and do not cover vents

n 	�Close internal doors to avoid  
heat escaping

n 	�Put a good underlay under  
your carpets. 

Home energy efficiency 
The Home Energy Efficiency Team 
provides free and impartial advice on: 

n 	�Improving the energy efficiency  
of your home

n 	�Reducing your heating bills

n 	�Advice on available grants

n 	�How to cut CO2 pollution 
from your home

Connecting to gas, water & electricity 
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n 	�Global Warming and  
Environmental issues

n 	�Information on energy from  
renewable and green sources

n 	�Advice on Affordable Warmth issues

n 	�Home Energy Conservation Act 
(HECA)

n 	�Give advice on and promote Energy 
Efficiency Grants.

The Team also organises road shows  
and gives talks on Energy Efficiency in the 
home and the relevant environmental 
issues. It also helps run and is a partner 
in the South Yorkshire Energy Efficiency 
Advice Centre and runs schemes to 
provide insulation measures at heavily 
discounted prices.

The Energy Team can be contacted on: 
Paul Maplethorpe 
(01709) 334964 or freephone 0800 073 1311  
paul.maplethorpe@rotherham.gov.uk

Ron Patrick 
(01709) 334964 or freephone 0800 073 1311 
ron.patrick@rotherham.gov.uk

South Yorkshire Energy 
Efficiency Advice Centre
South Yorkshire Energy Efficiency 
Advice Centre provide free impartial 
independent advice on energy 
saving measures and grant aid to 
householders and small businesses.  
For free DIY home energy 
assessments, free home visits, free 
information, free training and free 
presentations to all interested parties, 
ring freephone 0800 512 012. 

Save ‘n’ Warm
Save n Warm is a discount scheme 
set up by South Yorkshire Energy 
Efficiency Advice Centre to provide 
nearly half price cavity loft insulation 
and discounted high efficiency heating 
systems to any householder in  
South Yorkshire.

Fuel suppliers
Utility companies provide grants to 
finance energy efficiency improvements. 
They promote energy efficiency 
alongside the sale of energy. To 
find out more about fuel company 
initiatives, or to obtain free and 
impartial advice and information,  
look under ‘Electricity’ or ‘Gas’ in  
the telephone book. 

Winter fuel payment helpline
Winter fuel payments are for anyone 
aged 60 years or over (one payment is 
made per household). If someone has 
not received their payment then they 
should call the helpline on  
0845 915 1515. 

Connecting to gas, water & electricity continued
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Consumer Direct
Consumer Direct is an independent 
consumer organisation that helps Gas 
and Electricity consumers by providing 
advice about switching suppliers, 
dealing with debt, and complaint 
handling. For more information, 
call freephone 0845 4040 506.

Decorating and furnishing 
your home
To make the house your home, you 
may decorate your home to your  
own particular taste. 

You may also wish to purchase 
previously owned furniture through 
Furniture Plus. The contact telephone 
is (01709) 362235.

Tenants’ Contents 
Insurance 
You maybe able to get contents 
insurance through the Tenant 
Contents Insurance Scheme, the 
Council administers the contents 
insurance scheme on behalf of the 
insurers where the policy is held. 

You can obtain an application pack by 
contacting the Key Choices Property 
Shop in the following Ways:

n 	�In person 

n 	�By phone 01709 336570

n 	�By email HomeContentsInsurance@
rotherham.gov.uk

n 	�In writing Key Choices Property 
Shop, 20 - 21 Old Town Hall, 
Rotherham Town Centre  
S60 1QX

You can also collect an information 
pack from any: 

n 	�2010 Neighbourhood Office 

n 	�Customer Service Centres. 

Your Home Guide
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Maintaining your garden
If you have a garden or a garage, 
please keep it clean and tidy. The grass 
should be cut and hedges trimmed. 

Please do not put rubbish or 
unwanted bulky items in your garden. 
If your garden is overgrown 2010 
Rotherham Ltd may clear it and 
charge you for the cost of the work. 

If you are elderly or disabled, and 
have no one who can do your garden 
for you, we may be able to find you 
some help. Please contact your local 
neighbourhood office for advice. 

Maintaining your home

Our responsibilities
We have legal duties to repair and 
maintain your home. We will:

n 	�Keep the structure and outside 	
of your home in good condition

n 	�Repair fixtures and fittings inside 
your home, for example, heating 
systems, bathroom fittings, kitchen 
units and doors

n 	�Make sure you can receive gas, 
electricity and water into your 
home and that waste is taken 	
away properly

n 	�Repair any shared areas that form 
part of your home, for example, 
staircases and shared entrances.

We will do this through our 	
day-to-day repair service and our 
long-term planned maintenance 	
and improvement programme.

Your responsibilities
You are responsible for your own 
minor repair work. Examples of the 
things you are responsible for are:

n 	�Fences, gates and gate latches

n 	�Decorating the inside of your home

n 	�Changing any locks if you lose 
your keys or have them stolen 

n 	�General fixtures and fittings such as:
	 - Refix/renew w/c seat
	 - Renew plug and chain
	 - Cylinder jackets
	 - Internal door handles and latches
	 - Cupboard door handles and catches
	 - Clothes line hooks and clothes posts
	 - Fluorescent tubes and starters
	 - Light bulbs including outside lights
	 - Smoke alarm batteries
	 - �Fill nail holes and minor decorative 

cracks in walls and ceilings
	 - Grouting wall tiles
	 - Clear blocked gulley grate
n 	�Plumbing in your washing machine 

and connecting your cooker

n 	�Your own fixtures and fittings.

All the repairs you are responsible for 
can be completed by 2010 Rotherham 
Ltd but you will be charged for the 
work (all prices are on request from your 
Neighbourhood Office).

Or if you employ trades people, please 
ensure they are suitably qualified 
and registered with the appropriate 
governing bodies. 

Dealing with maintenance & repairs
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What is the Decent  
Homes Service?
By the year 2010, the Government 
expects that 95% of all social housing 
will meet the Government’s Decent 
homes standard.

The Government Department of 
Communities and Local Government 
(CLG) says that: 

“Decent homes are important for the 
health and well-being of those living  
in them.”

Through working with customers we 
have introduced a further element of 
choice which will enhance properties  
to a higher Rotherham standard.

To meet our higher Rotherham 
Standard which is the Decent Homes 
Plus Standard, your home must:

n 	 Be free from damp

n 	 Be in a reasonable state of repair

n 	� Have a kitchen less than  
20 years old

n	� Have a bathroom less than  
20 years old

n 	� Have an effective heating system 
and insulation

n 	 Have double glazed windows

n 	 Have secure external doors.

The Decent Homes scheme is a 
fantastic opportunity for you to have 
work completed on your home, of 
which you can be proud. Whilst we 
can appreciate the disturbance this 
may cause to you in your home, we 
hope that you will be able to see the 
benefits in providing better quality 
accommodation for today and the 
future, and be happy with the results.

In order to deliver Decent Homes, 
2010 Rotherham works in partnership 
with the following companies to 
provide a range of services:

Internal Refurbishment 
Contractors

n	� Keepmoat plc Group  
(Bramall Construction)

n	 Henry Boot

Security (Windows & Doors) 
Contractors

n	 Anglian Building products

n	 Yorkshire Windows

Your Home Guide
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	 �When you report a repair please 	
tell us:

	 n	� Your name, full address and a 
daytime telephone number

	 n	� As much as you can about what is 
wrong, and where the problem is

	 n	� When we will be able to get  
in to do the work within the  
working week.

	� We have included information to 
help you identify what is wrong,  
and to help you with describing  
the repair. Please see ‘Information  
on Repairs’.

Emergency repairs
�If you need an emergency repair and 
Rotherham Connect and the Local 
Neighbourhood Offices are closed 
you should use the out-of-hours 
emergency repairs service on 
(01709) 336009.

�Paying for repairs
The rent we collect pays for the 
repairs and maintenance service.  
The only time you will have to pay 
anything extra is if we charge you for  
a repair that is your responsibility.  
For example, if you or your family  
and friends have caused the problem 
or damage.

Carrying out repairs
When you request a repair, and 
the work is ordered, we will make 
an appointment with you. The 
appointment will be for either  
the morning or afternoon on a 
convenient day.

We give every repair a priority

An emergency might be:
n 	�Complete loss of power or heating

n 	�A flood or seriously leaking pipe

n 	�Something else that is a serious risk 
to your health and safety.

Your Home Guide

Area Regeneration
We are committed to building 
sustainable neighbourhoods. We  
work with communities and our 
partners to plan projects to improve 
and regenerate areas. Our aim is  
to improve the overall quality of life 
and environmental conditions for 
residents of Rotherham.

If you would like more information 
please contact (01709) 334962.	

Reporting repairs

	 Repairs should be reported to:
	 Rotherham Connect 
	 on (01709) 336009
	� 8.00am to 8.00pm, 			 
Monday to Friday 

	 or

	� Call at your Local Neighbourhood 
Office (see page 3 of this Guide  
for your Local Neighbourhood  
Office details)

	� You can report repairs at any  
time on the internet at 
www.2010rotherham.org

Dealing with Maintenance and Repairs continued
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When we carry out the repair we will:

n 	�Be punctual and keep the 
appointment we made with you. 
We will not be late without telling 
you first

n 	�We will be polite and courteous  
at all times and will not use  
offensive language

n 	�Always wear identification badges 
and show them to you when we 
meet you. We will wear uniforms  
at all times

n 	�Ask permission before we enter 
your home. We will explain who we 
are, why we are visiting your home 
and what we will be doing

n 	�Not smoke inside your home, use 
your electricity, water, toilet or 
appliances without asking you first

n 	�Treat your home with respect, 
cleaning all rubbish and leaving the 
area where we have been working 
clean and tidy. We will use dust 
sheets to protect your furniture

n 	�We will make sure all work is 
carried out safely and will not leave 
materials or tools lying around.  
We will remove any repairs related 
rubbish from within your home 
immediately and, if outside your 
home, within 24 hours

n 	�Try to complete your repair on the 
first visit. Getting it right first time is 
something our customers have said 
they want us to do. We will keep 
you informed on the progress of 
your repair, give you information 
about any follow up work that 
needs doing and tell you when this 
will be done

n 	�Make note of any other problems 
you may have and bring it to the 
attention of the appropriate service. 
We will give you information or 
advice regarding any other problem 
that you may have in your home. 

Please refer to the Repairs & 
Maintenance Service Standard –  
getting it right first time, available at  
all Local Neighbourhood Offices for 
further information.

We will attend no later than 24 hours 
and in extreme emergencies, we will 
attend within 4 hours.

Urgent Repairs might be: 

n	� No lighting in one room

n 	�No heat from one radiator

n 	�A minor leak from the kitchen sink.

We will attend within 5 working 
days of you reporting the repair.

Normal Repairs

These are repairs that we must put 
right that don’t cause a risk to your 
health or safety. We will put the 
problem right within 4 weeks of  
you reporting it to us.

Some non-urgent maintenance work 
may be put into a programme, along 
with similar repairs, and dealt with at  
a later date. 

You will be advised if your home is on 
a programme of works and when it 
will take place.
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Dealing with Maintenance and Repairs continued

Gas Appliance Servicing
If your home has a gas supply we have 
a responsibility to check every year 
that all gas appliances like the fire and 
the central heating boiler are safe.  
A qualified gas engineer will visit your 
home to carry out this service. This is 
done to protect you and your family.

Please allow the gas engineer into  
your home to carry out the work. 
Failure to allow access may result  
in legal proceedings being taken  
against you.

Please ensure that you have adequate 
gas and electrical credit on your gas 
and electrical meters.

Right to repair
Under this scheme, you may  
be entitled to ask for a different 
contractor to carry out the work  
if it has not been done by the date 
specified in our service standards.   
If your repair is still not done you  
may be entitled to compensation.  
This provision will only apply to  
certain eligible repairs. Additional 
information on the scheme is  
available in a leaflet from your  
Local Neighbourhood Office.

Improving or making 
changes to your home
Please write to your Local 
Neighbourhood Office describing 
the changes that you would like to 
make. If you feel that it will help to 
explain what you would like to do, 
include a basic drawing of the change 
(don’t worry - we are not looking for 
anything too artistic!)

It is important that you do not start work 
without talking to us first. If you do not 
get written permission before you 
start work, then you may have to 
return the property to how it  
was before.

(a)	�You are entitled to make 
improvements and alterations 
to your home but you must get 
written permission before you  
do any work.
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(b)	�You must get permission to  
carry out the following, or other 
similar work:

	 n ��Decorate the outside of  
your home

	 n �Any structural alteration, 
improvement, or addition to the 
building, including the removal 
or replacement of doors, the 
construction of door arches or 
the construction of fireplaces

	 n �Any change to the fixtures 
and fittings or additions to the 
fixtures and fittings of your 
home including bathroom or 
kitchen fixtures and fittings and 
TV aerials and satellite dishes

	 n �Building a garage or shed  
or other large structure in  
your garden

	 n �Laying a drive and/or car  
parking space

	 n �Installing a shower, central 
heating or gas fire

	 n �Artexing ceilings. Please note the 
artexing of walls is not allowed

	 n �Install any CCTV Monitoring 
cameras or other surveillance 
equipment.

�This list does not state every type of 
alteration you must get permission 
to do.  Please contact your Local 
Neighbourhood Office before  
carrying out any work.

(c)	�You must obtain any necessary 
building regulation approval or 
planning permission before you 
start work. This includes consent 
from our highways department for 
the construction of a dropped kerb. 
They can be contacted via the main 
switchboard on 01709 336003.

(d)	�If you do not get written 
permission from us for any of the 
above work, before you start work, 
you may be required to return the 
property to how it was before.   
If you do not we may carry out  
the work and charge you for it,  
or we may take action to end  
your tenancy.

(e)	�We are not responsible for 
the repair or maintenance of 
installations fitted by you unless 
this has been agreed in writing.

Right to Compensation
�You may be entitled to compensation 
for any authorised improvements 
you have made when you leave 
your tenancy.  Only certain types 
of improvements qualify for 
compensation, and in all cases  
you must have:

n 	�Written permission from us to 
carry out the improvement

n 	�Carried out the improvement  
to an acceptable standard.

Further details can be obtained from 
your Local Neighbourhood Office.

Your Home Guide
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Asbestos
Asbestos fibres can have serious 
effects upon human health if they are 
breathed in. It is still the leading cause 
of work related death in this country. 
Asbestos is widely dispersed in the 
environment because of the quantity 
imported and used over many years.

Asbestos products are found in most 
homes and if they are in a good state 
of repair and left undisturbed they 
present no hazard to health. Therefore 
asbestos will only be removed where it 
is necessary for maintenance, repairs or 
refurbishment and where it is found to 
be in a hazardous condition and cannot 
be effectively sealed or encapsulated. 

We aim to ensure that asbestos 
materials in your home are identified 
and recorded so that we can manage 
the risk of exposure experienced 
by employees or others when 
any maintenance work is done 
in your home. In line with our 
asbestos strategy surveys have been 
commissioned to indentify asbestos in 

all homes. This will also enable us to 
advise you about any decorating or 
other DIY you may wish to carry out 
in your home.

Asbestos products may be found 
externally in your home in the  
following places:

n 	�Eaves soffit

n 	�Rain water gutter

n 	�Rain water pipe

n 	�Flue pipes and terminals

n 	�Roof tiles

n 	�Corrugated cement sheeting 
– usually on sheds and garages.

Internally asbestos products may 
be found in the following places:

n 	��Bath panels

n 	��Textured coating (ARTEX) –  
usually before 1990

n 	�Fire stop panels – inside  
heater cupboard doors or  
near a heat source

n 	�Ceiling and wall boards

n 	�Floor tiles – thermo plastic

n 	�WC cisterns made from  
composite materials

n 	�Flue pipes – asbestos cement.

Anyone who disturbs asbestos 
whether it has deteriorated or been 
damaged to the extent that it releases 
fibres may be at risk.

If you undertake work that involves 
drilling, sawing, abrading or cutting into 
the fabric of any material containing 
asbestos you could potentially be at risk.

If you are concerned about any suspect 
material in your home, consider that 
it may contain asbestos until proven 
otherwise. You should not carry out 
structural repairs or improvements to 
your home above and beyond cleaning 
and basic decorating unless you have 
checked with us first. We may not 
give permission if we feel there is a 
likelihood of removing or damaging 
asbestos products.

Dealing with Maintenance and Repairs continued

Your Home Guide
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Any unplanned structural damage 
to your home, whether internal or 
external, that may have exposed 
asbestos products must be reported 
to us immediately. For example, if 
asbestos cement guttering falls into  
the garden due to extreme  
weather conditions. 

Asbestos waste must be disposed  
of in a safe manner to a licensed tip. 
Please do not place it in wheelie bins.

To arrange removal of asbestos  
waste from 2010 Rotherham Ltd 
properties, please contact your  
Local Neighbourhood Office. 

A guide containing more information 
about asbestos is also available from 
your Local Neighbourhood Office.

Damp and mould
Damp and mould patches on 
walls, furniture and clothing 
is likely to be caused by 
condensation. The only permanent 
solution is to reduce condensation, 
although you can buy special paint to 
help prevent mould in most DIY shops. 

Handy tips to help reduce 	
condensation are:
n 	�Open windows and doors to allow  

a change of air
n 	�Don’t block vents and chimneys
n 	�Don’t use paraffin or calor gas 

heaters as they produce a lot of 
moisture, and also breach your 
tenancy agreement

n 	��In very cold weather keep heating 
on at least a low setting

n 	�Avoid drying clothes on radiators
n 	��Avoid boiling pans and kettles for  

a long time

n 	�Close bathroom and kitchen doors  
when in use so that the moisture  
does not go into cold rooms

n 	�Wipe surfaces where moisture settles
n 	���If you can, leave your window 

slightly open or your night 
ventilators open at night.

Your Home Guide
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Home Security
We want you to feel safe and secure 
in your home. We have provided you 
with some useful advice below. 	
You may wish to contact your local 
community police officer for some 
individual advice.

In your home ensure that you:

n	 �Keep all doors locked, even when 
you are in

n	 �Leave a light on when you go out 
at night

n	 �If you are out for long periods, 
use a light timer

n	 �Think about fitting a burglar alarm 
and a panic alarm.

Outside your home ensure 
that you:

n	 �Keep your garage, shed and 
outbuildings locked even when 
you are busy in the garden 

n	 �Tools and ladders should always 
be locked away or secured when 
not in use

n	 �Security lighting provides a good 
deterrent and helps to reduce 	
the fear of crime if it illuminates 
an area which you or your 
neighbours are able to see.

When you answer the door:

n	 �If you can, switch on an 	
outside light

n	 �Use your door safety locks 	
e.g. chain, and your peephole, 	
or entry phone if you have one

n	 Ask for identification and check it

n	� Always stay with the caller, 	
if you have let them in.

�DO NOT LET ANYONE IN IF YOU 
ARE UNSURE

When you go on holiday:

n	 �Remember to cancel milk and 
papers and remove from view any 
valuable property

n	� Make the house look occupied by 
fitting light timers

n	 �Ask a friend/neighbour to close 	
the curtains at night

n	 Put your valuables in a secure place

n	 Leave a key with your neighbour.

Look after your possessions by:

n	 �Getting rid of boxes that expensive 
possessions have been boxed in

n	 �Mark your valuables with a security 
marker. They can be bought from 
most DIY shops. Your Crime 
Prevention Officer will provide 	
you with ‘Postcoded Property’ 
stickers for your window

n	� Think about photographing	
your valuables.

Dealing with security and anti social behaviour

Your Home Guide
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The burglary rates continue  
to decline with the installation 
of Decent Homes high 
security doors. 
The Safer Rotherham Partnership are 
working to make Rotherham a safer 
place. To find out more including 
crime levels in your area visit 
www.saferrotherham.org

What is Anti Social Behaviour?
n 	�Behaviour which is capable of 

causing nuisance or annoyance  
to any person. The Crime and 
Disorder Act 1998 describes anti 
social behaviour as, “Acting in 
a manner that is likely to cause 
harassment, alarm or distress to  
one or more person’s not in the 
same household”.

Examples include but are not limited to:
n 	�Neighbour Problems – these are 

disputes which can happen between 
two neighbours and cover complaints 
about noise, verbal abuse, boundary 
disputes, harassment and intimidation, 
nuisance children, car repairs, damage 
to property and barking dogs

n 	�Neighbourhood Problems – these 
problems affect more people living in 
a neighbourhood such as graffiti,  
dog fouling, fly tipping, nuisance 
youths congregating, off road motor 
cycling and abandoned vehicles

n 	�Crime Problems – such problems 
include burglary of dwellings, criminal 
damage, drug dealing, car crime, 
arson, racial incidents (see a separate 
service standard on how we deal 
with racial incidents) and hate crime, 
public order offences and violence 
against people or property.

What kind of service you 
should expect from us
If you are referred to Neighbourhoods 
& Adult Services, Ant-Social Behaviour 
Team we will:

n 	�Respond to your referral to arrange 
a mutually convenient time and 
place to meet with you

n 	�Allocate a specific officer to deal 
with your case

n 	�Give you a monitoring form and 
clear information on how we will 
investigate your case

n 	�Support you throughout your case 

n 	�Notify you in writing of the 
outcome of our investigation. 

Standing up to Anti Social Behaviour

Your Home Guide
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RMBC’s Tenancy conditions 
states that:
n 	�Tenants are responsible for the 

behaviour of every person living in  
or visiting their home (including 
children). Tenants are also 
responsible for them on surrounding 
land, in communal areas and in the 
neighbourhood around their home

n 	�Tenants, other residents or visitors 
to their home must not behave in a 
way that causes or is likely to cause 
a nuisance, annoyance or disturbance 
to any other person in the locality  
of their home

n 	�The tenant, other residents or  
visitors must not cause damage to 
Council property or write graffiti  
on Council property

n 	�The tenant, other residents of 
their home or their visitors must 
not harass any other person in the 
locality of their home (harassment 
includes racist behaviour or language 
that offends)

n 	�The tenant, other residents of 
their home or visitors must not 
interfere with any security and safety 
equipment in communal blocks.  
For example, by jamming security 
doors or fire doors open or letting 
strangers in without identification

n 	�Pets belonging to the tenant, other 
residents or visitors of the home 
must not cause a nuisance or 
annoyance to other people  
or damage to property

n 	�The tenant, other residents or visitors 
of their home must not be violent 
or threaten violence against any 
person residing with them or living 
in a Council house. Tenants must 
not harass, use mental, emotional, 
physical or sexual abuse to make 
anyone who lives with them leave 
the home. If a person leaves the 
home because of domestic violence 
the Council may take action to end 
the tenancy

n 	�The tenant, other residents or visitors 
to their home must not use abusive 
or threatening language or act in a 
violent, aggressive or abusive manner 
towards the Council’s members, 
officers or agents.

Standing up to Anti Social Behaviour continued
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All customers sign a Tenancy agreement which sets out their rights and responsibilities as a customer. This covers the 
maintenance of the property, and gardens and how customers, family members and visitors are expected to behave.  
2010 Rotherham Ltd will take action if the tenancy conditions are broken.
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We will:
n 	�On receipt of your complaint log  

all the details and send you an 
acknowledgement letter within  
2 working days which will include  
a unique reference number

n 	�Advise you of the name of the 
officer who will be dealing with  
your complaint

n 	�If your complaint is in relation to 
noise nuisance or bonfires we will 
refer the matter to the Council’s 
Neighbourhood Enforcement Team

n 	�Arrange to talk to you as soon as 
we can, but within 5 working days

n 	�Discuss the situation and advise  
you on what action can be taken  
to resolve the matter

n 	�Ask you to keep a detailed diary  
of events by providing you with 
Monitoring Forms to complete

n 	�Provide extra support to  
vulnerable customers

n 	�Work with you to try to end the 
problem, and explain clearly what  
is happening at each stage.

Our commitments to you
We will:
n 	�Treat all complaints seriously, 

investigating them promptly  
and fairly

n 	�Take appropriate effective action  
to assist those who are affected  
by or who are the victims of anti 
social behaviour

n 	�Help you to compile evidence  
and make statements

n 	�Pass serious cases meeting the 
Council’s threshold test to the 
Councils Public Protection unit

n 	�If your case is urgent, for example  
it involves violence or threats of 
violence we may take urgent action 
i.e obtain an Injunction Order 
through the County Court.  
In special circumstances we can 
arrange for witnesses to be given 
support and protection

n 	�Attempt to end complaints without 
legal action but will consider legal 
action against any person who 
continues to behave in an  
anti social manner

n 	�Log and monitor all incidents,  
making sure that your information  
is kept confidential at all times

n 	�Contact you at least once every  
2 weeks until your complaint has been 
closed, current performance target is 
95%. Work with you to try and end  
the problem and explain clearly what  
is happening at each stage

n 	�Notify you in writing when a case  
is closed

n 	�Ensure that our staff are fully trained  
to deal with your case

n 	 �We will work with our partners 
including the Safer Neighbourhood 
Teams to make your neighbourhood  
a good place to live

n 	�Provide extra support to vulnerable 
customers.

How to get more help  
and information?
Speak to your Neighbourhood Team who  
manage your neighbourhood. They can be 
found at your Local Neighbourhood Office 
between 8.45am and 4.30pm Monday, 
Tuesday, Thursday and Friday, 9.00am to 
6.00pm on a Wednesday.

Your Home Guide
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The Safer Neighbourhood Teams 

Your Home Guide

What is a Safer 
Neighbourhood Team? 
Safer Neighbourhood Teams (SNT’s) 
were introduced through the 
Government to enable local Council’s 
and the Police to provide a greater 
community focus by tackling local 
community issues and priorities in  
each neighbourhood. 

Through the implementation of Safer 
Neighbourhood Teams (SNT’s) in 
Rotherham, there is now a shared 
determination through all agencies to 
be more responsive to the needs of 
the communities within the borough. 

The purpose of the SNT’s is to 
integrate community policing with 
Rotherham Council Services including 
Housing, Streetpride, Environmental 
Services and 2010 Rotherham Ltd  
with the key objective to improve  
the quality of life for the residents  
of Rotherham. 

SNT’s consist of local Police Officers 
(Police Constables, Special Constables 
and Police Community Support 
Officers (PCSOs); the Neighbourhood 
Manager and Neighbourhood 
Champions from 2010 Rotherham Ltd; 
Rotherham Wardens; Neighbourhood 
Enforcement; Streetpride staff; Anti 
Social Behaviour specialists; Young 
People’s Service staff etc. and will have 
good local links to the communities 
they serve.

The development of the Safer 
Neighbourhood Team (SNT) has 
spearheaded much activity towards 
tackling crime, grime and anti social 
behaviour in the Rotherham Borough. 

The key aims of the SNT’s 
n 	�Listen and act upon local needs and 

priorities identified by community 
engagement activity in order to improve 
public confidence

n 	�Bring together at a local level the 
relevant agencies and organisations  
so that problem solving activity can take 
place and services can support each 
other by working towards long  
lasting solutions

n 	�Contribute to the achievement  
of the relevant Safer Rotherham 
Partnership targets, particularly those 
addressing quality of life issues. 

You can contact any member of the 
Safer Neighbourhood Team in your local 
area which does not require immediate 
attention or to leave details of any anti 
social behaviour which has occurred in 
your area by contacting the Rotherham 
Safer Neighbourhood Team. Please see 
usefull numbers on page 112.

However, if you require immediate Police 
assistance or to report a crime, please 
contact 999 for emergencies, South 
Yorkshire Police 0114 220 2020 for  
non emergencies
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In Rotherham Sheltered Housing is 
available to older people who have 
been assessed as requiring support.

What is Sheltered Housing?
Sheltered properties are either 1 	
or 2 bedroom bungalows or ground 
floor flats.

Some sheltered bungalows have 
communal facilities located close 
by, such as a laundry or room for 
socialising and have gardens which 
are tended.

All sheltered housing has a support 
service. The role of the warden will 
ensure wardens work with you to 
maximise your independence and 
ability to stay in your home for as 
long as possible.

All sheltered properties which 	
have a landline have a 24 hour 
community alarm service 
‘Rothercare’, which allows you to 
summon help in an emergency.

 

What are the costs?
In addition to your weekly rent you 
will be charged for:

n 	�The Sheltered Support Service

n 	�Community Alarm Service

n 	�Communal Facility Charge 	
(if available).

Please note you may qualify for 	
help with the above cost. 

How do I apply for 
Sheltered Housing? 
If you are over 55 years of age, live 
within Rotherham Borough and feel 
that you require support to maintain 
your independence we can arrange 
for an Assessment Officer from 
our Assessment Team to visit you 
at home and discuss your needs 
sensitively. You will need to complete 
a Housing Register Application form 
and a Medical Self Assessment form. 
These are available from your Local 
Neighbourhood Office, Key Choices 
Property Shop or Local Customer 
Service Centre.

Alternatively the Assessment Team 
will post one to you, please contact 
(01709) 823487 to request one.     

Housing for older vulnerable people

Your Home Guide
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The Assessment Team 
The Assessment Team assists 
and enables customers to 
access suitable accommodation 
that meets their needs. 

The Assessment Team based 
in the Independent Living 
Directorate of Neighbourhood 
and Adult Services provides 
a reliable comprehensive 
assessment of customers needs. 

Visits to assess your needs are 
carried out in your own home 
where possible. 

During the interview you will 
be asked about your medical 
condition, any medication taken, 
your housing circumstances 
and aspirations and how your 
housing is affecting your daily 
living activities. 

If any further information 
is needed to process your 
case, with your permission 
the Assessment Officer will 
contact other agencies and 
professionals e.g. social worker, 
general practitioner to request 
appropriate reports. 

Should adaptations be more 
appropriate in meeting your 
needs, an Occupational 
Therapist will provide further 
advice and information. 

Following the visit and collation 
of supportive evidence if 
needed, consideration will be 
given to your request for re 
housing. This decision will be 
based on your needs and ability 
to manage in your property.

As soon as the decision 
has been made, this will be 
communicated to you by letter. 

The Assessment Team  
who are based in:

Norfolk House, Walker Place, 
Rotherham S65 1HX.

Tel: 01709 823415

Housing for people who may be vulnerable continued

Your Home Guide

60 61



Your Home Guide

Aged Persons Properties 
The allocation of these properties 
will primarily be for applicants over 
the age of 60 years, with an assessed 
need for the accommodation and 
/or Rothercare. The properties 
are exempt from the Right to Buy 
Scheme.

All applicants expressing an interest 
will require a housing needs 
assessment before they can be 
considered for such accommodation. 
All assessments are carried out by the 
Assessment Team.  

If there are no applicants in the 
shortlist over the age of 60 with an 
assessed need, they will be offered 
to people irrespective of age who 
are assessed as experiencing physical 
difficulties. The household must be 
assessed as having a medical need 
requiring a bungalow.

Adapted properties will be offered 
in date order to the household 
who has been awarded this type of 
recommendation, irrespective of age.
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We hope you have many happy 	
years in your new home but there 
may come a time when you want 	
to move again.

Key Choices 
What is the Key Choices  
Letting Service?
Key Choices is a scheme introduced 
by Rotherham MBC that lets you 
apply for a home of your choice 
instead of waiting for an offer that 
someone else thinks is suitable. 	
It gives you, our customers, more 	
say in where you want to live and 
more opportunity of knowing your 
housing options.

The service along with our partners 
promotes greater choice and 
provides flexibility by placing you in 
control to choose the home that you 
are more likely to be happy with and 
keep for longer. 

How does Key Choices work? 
Rotherham MBC with their partner 
Housing Associations and Private 
Landlords advertise properties 	
which are available for letting every 
Wednesday from 10.30am until the 
following Tuesday at 4.00pm.

�You can view the 
advertisements at various 
outlets including:

n 	�RMBC’s web site 	
www.keychoices.gov.uk

n 	�Any Local Neighbourhood Office

n 	�The Key Choices property shop

n 	�The Rotherham Advertiser

n 	�Via a mailing list if you are in a 
vulnerable group.

Requests can be made at  
the following Outlets: 

n 	�By telephone to any Local Neighbourhood 
Office, the Key Choices Property Shop 	
or Rotherham Connect

n 	�In person at any Local Neighbourhood 
Office, or the Key Choices Property Shop

n 	�RMBC’s web site: www.keychoices.co.uk;

n 	�Email: keychoices@rotherham.gov.uk 

n 	�By post to the Key Choices Property Shop

n	 �By SMS text to Rotherham Connect, to 
place interests via text, customers need 
to: text the word APP followed by your 
application number, then the word REF 
followed by the property reference number 
to: 07781 485 110.

�If more than one-person requests an advertised 
home the property will be allocated to the 
person who has been on the housing register 
the longest.

For further information please pick up a Key 
Choices Information Leaflet from the property 
shop or your Local Neighbourhood Office, 
alternatively contact the Key Choices Housing 
Options Team on (01709) 336566

Moving on
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Furnished Homes Scheme
Setting up a new home can be very 
expensive. The Furnished Homes 
scheme has been introduced to help 
new tenants by providing part and fully 
furnished properties. The aim of the 
scheme is to:

n �Provide easy access to a range of 
good quality furniture

n �Reduce the stress and worry of 	
setting up a home

n Help to avoid the risk of debt

n �Enable new tenants to move in 
quickly and enjoy the comforts of 
their new home.

If you are moving into a Council home 
you can chose to have your property 
furnished or you may  
choose to accept a property that  
is already furnished.

A ‘furnished’ charge will be added 
to your rent account. The amount 
depends on the type of furniture 

package chosen. The charge is payable 
in addition to the rent and may be 
covered by Housing Benefit for people 
who qualify.

If you have chosen a furnished 
property you will be issued with a 
Service Standards Agreement which 
provides information on the level of 
service you should expect from the 
Furnished Homes Team:  

n	� The furniture will be as good  
as new

n	� The furniture ordered will be 
delivered on an agreed date  
and time

n	� An inventory of the items will  
be provided

n	� Faulty items will be repaired or 
replaced. However if the fault is 
caused by neglect or misuse you 
will be charged for the repair

n	� Your right to buy is not affected.

‘Moving in’ packs
New tenants also have the option of 
choosing items for a ‘Moving in’ pack 
up to the value of £100. The packs 
include items such as:

n �Beds, bedding, towels, dinner 
service, cutlery and a kettle.

Repayment can be made by minimum 
instalments of £2.50 per week.

If you are interested in finding out 
more about a Furnished Home or a 
Moving in Pack please contact your 
Local Neighbourhood Office or the 
Furnished Homes Team on  
(01709) 336567.
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Exchanging your property 
with someone else
You can swap with another Rotherham 
Council tenant or someone who is  
the tenant of another landlord such  
as another local authority or  
housing association.

Information on which homes are 
available for exchanges can be found 
at your Local Neighbourhood Office  
at the Property Shop and on the Key 
Choices web site. When you have 
found someone to exchange with  
you tell us. 

We will give you permission to 	
move unless:

n 	�You or the person you are 
exchanging with are behind with 
your rent

n 	�Your current home would be too 
big or too small for the people you 
want to swap with

n 	�You have an introductory tenancy.

Moving out of the area
Please contact the Key Choices 
Property Shop for more information.

Ending your tenancy
You must inform your Local 
Neighbourhood Office four weeks 
in advance of the date you wish to 
end your tenancy. 

You can complete a termination form 
at your Local Neighbourhood Office,  
a Customer Service Centre or by 
writing to us. The notice period  
must start on a Monday and end  
on a Sunday.

Please note that you are required to 
pay your rent until the end of your 
tenancy. However, you can move out 
before then if you want to.

During your notice period we will 
make an appointment with you to visit 
your home to inspect the property. 
We will then advertise your property 
during this time.

Before you move out, please make 
sure you have paid your rent up to 
date. You also need to make sure  
that the property is clean and you 
have repaired any damage you are 
responsible for. 

Moving On continued
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When you move out, please take all 
your belongings with you. If we have 
to clear the property or do repairs 
that you should have done we may 
charge you for this.

Pre-termination of  
tenancy inspection
When you decide to end your 
tenancy, an officer will carry out an 
inspection of your home and garden 
(if you have one). The inspection is 
to check that the property has been 
looked after, and not changed in any 
way without agreement. We ask you 
to leave your home as you would 
hope to find it, so that the next tenant 
can enjoy a clean and tidy home.

During the notice period we may 
wish to show the tenant around the 
property by arrangement with you.

Succession in your tenancy
Sadly there is another way your 
tenancy could end. If you die and 
have been living alone we will sort 
out everything with your family. If 
you were the tenant, and your family 
are still living with you, your tenancy 
may not end. This is because certain 
people have the right to take over or 
‘succeed’ to the tenancy. 

You will find more information  
about succession in your tenancy 
agreement or from your Local 
Neighbourhood Office.

Ensuring your move  
goes well
There are a number of things that you 
need to consider to make sure that 
your move goes well:

The weeks before the move:
n 	��If you are throwing things away 

do not leave large piles of rubbish 
outside your house. You must 
arrange for these to be removed 
before you hand in your keys

Your Home Guide

n 	�Avoid theft of your possessions by 
not drawing attention to your move 
by collecting boxes to pack your 
things in

n 	�Make sure that if you are using  
a removal firm, that they have 
adequate insurance.

The day of the move:
n 	�Ask a friend to keep an eye on 

your home and possessions

n 	�Arrange for children and animals to 
be looked after

n 	��Make sure the removers secure 
their van and stop it from 
being stolen.
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Our promise to you
2010 Rotherham Ltd works alongside 
Rotherham Metropolitan Borough 
Council to provide excellent services 
to all our customers through the 
‘people and customer first’ charter. 	
To show our commitment we will:

n 	 �Make sure our services meet 	
all our customers’ needs by 
listening to what they say

n 	 �Treat all people fairly 	
and courteously

n 	 �Treat people as individuals 	
and respect their dignity 	
and confidentiality

n 	 �Explain in a clear and sensitive 
way if we are unable to provide a 
service that our customer wants

n 	 �Deal with all enquiries and 
complaints thoroughly, promptly 
and honestly and learn from 
mistakes that we find

n 	 �Give clear and relevant 
information in a format that all 
our customers can understand

n 	 �Make sure that our buildings and 
services are safe and easy to find 
and use

n 	 �Involve customers and staff when 
setting and monitoring standards 
so that we can constantly improve 
our services

n 	 �Train and encourage our staff 	
to develop their skills so they 	
can provide an excellent service 
and support them when they 
need help

n 	 �Ensure partners and contractors 
share our beliefs and principles on 
customer care.

More details on ‘People and 
Customer First’ are available in any 
Rotherham Metropolitan Borough 
Council Building or 2010 Rotherham 
Ltd building, on-line at 	
www.rotherham.gov.uk or you 
can contact the Council direct on 
telephone number (01709) 382121.

Treating you fairly
We promise to treat all people fairly. 
We are committed to ensuring 	
that no individual or group is 
disadvantaged in the service	
they receive.

n 	�We will not discriminate against 
anyone on the grounds of race, 
colour, gender, marital status, 
disability, appearance, sexual 
orientation, lifestyle, perceived 	
or real HIV status, religion or 
social background

n 	�Harassment will not be tolerated

n 	�Services and service provision 
will be continuously reviewed and 
developed to meet the needs and 
requirements of all sections of 	
the community

n 	��We will make every effort to meet 
any special needs and ensure the 
service provided is equitable and 
accessible to all.

Customer Services - Having your say
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Service Standards
Service Standards provide clear 
information on the services provided 
by 2010 Rotherham Ltd and its agents 
through Service Level Agreements, 
setting out:

n	� What kind of service you  
can expect

n	� Our Customer Care commitment 
to you

n	� How to get more help  
and information.

A new, Your Service Standards Guide 
Book which includes information 
on repairs, rents, decent homes 
and estate management (and much 
more) was produced in May 2008. A 
dedicated customer forum helps us 
to make sure we are delivering our 
services to these standards. If you are 
interested in getting involved in this 
group, please contact the Performance 
and Service Improvement Team on 
01709 822236.
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Equality and Diversity 
Service Standards 
n	� A national interpretation service is 

used and minicom, induction loops 
and text-talk is available in all offices 

n	� Large print, Braille, Audio-tape  
and electronic versions can be  
made available within 4 weeks 
following request 

n	� Same gender interviews are available 
upon request

n	� Our services are culturally sensitive,  
for example, we will not carry out 
repair work on Fridays for customers 
of certain faiths who request it.

Continuous Improvement 
and Customer  
Inspection Team
Here you have the opportunity to get 
involved in checking our performance 
against the customer set Service 
Standards which are the minimum 
level of service you should expect 
from 2010 Rotherham Ltd. The group 
conduct activities such as mystery 
shopping Local Neighbourhood Offices 
and inspecting empty properties.

Customer inspection activities also  
help us continue to learn, improve  
and provide a modern service to you.  
If you would like more information,  
or you would like to become a 
customer inspector please contact 
the Performance and Service 
Improvement Team 2010 Rotherham 
Ltd on (01709) 822236.

The Neighbourhoods and Adults 
Services ‘Learning from Customer 
Forums & Customer Inspection Service’ 
meet for one full day, once a month to: 
n	� Look at feedback from customers, 

including complaints and customer 
satisfaction findings to see what we 
can improve on 

n	� Discuss issues and experiences 
of accessing services within 
Neighbourhoods and Adult Services 

n	� Customer approve, easy read 
information leaflets and posters 

n	� Carry out a range of mystery 
shopping, reality checking and  
survey activities. 

If you would like to become involved, 
please contact the Service Quality Team 
on 01709 823428.
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We have… 
worked with customers and Money 
Advice to redesign our letters and 
introduce some new ones which are 
more sensitive to individual situations.

Dealing with racist and  
other hate crime incidents
Racist, religiously aggravated,  
faith, gender, disability, 
transphobic or homophobic, 
secretarian and age incidents. 
We believe that everyone has the right 
to live and work without threat of racist 
harassment and discrimination. This 
occurs when someone is treated unfairly 
and without respect due to their race, 
colour, ethnic origin, language or religion. 
It can range from looks, offensive body 
language verbal abuse, racist graffiti 
through to physical assault and damage 
to property.

If someone tells us that they have 
been the victim of racism or racial 
discrimination, we will treat the matter 
seriously and sensitively, investigate the 
incident, assess the evidence and decide 
what action to take.

The policy is intended to protect people 
who receive services from us and other 
local organisations, as well as those 
employees who provide these services.

Our procedure for dealing with 
complaints about racist incidents

If you are the victim of racism or racial 
discrimination, you can complain to the 
person or organisation providing the 
service. You can do this in person or in 
writing, or get someone to do this on 
your behalf.

When we receive a complaint we will:
n 	�Record details on our corporate Racist 

Incidents Form. Contractors and other 
people who work on our behalf will 
be encouraged to use this form to 
record and report incidents

n 	�Give you a copy of the form.  
If the complaint involves another 
organisation we will ask your 
permission to send a copy of the 
form to them. If necessary we will also 
report the incident to the police with 
your consent

Customer Services - Having your say continued
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Borough Wide Forum

This is a forum set up by 2010 
Rotherham Ltd to meet customers 
every 3 months and enable us to 
consult, and for customers to give 
us feedback on how they would like 
services to be delivered. For more 
information on the Borough Wide 
Forums please telephone:  
0300 100 2010

Your Changes:
Customer told us…. 
Local Neighbourhood Offices look 
cluttered and leaflets are hard to find. 

We have… 
reduced the number of leaflets that 
we display and provided a poster 
telling you what else is available 
– this will help clear out the offices of 
unnecessary information. 

Customers told us… 
letters about rent arrears can be 
upsetting because they do not 
consider the tenants’ situation. 



We will also take steps to deal with the 
alleged perpetrator if we know who this 
person is. If the matter is serious we 
will do this within three working days of 
receiving your complaint or within five  
to ten working days for other incidents.

We will continue to keep in touch  
with you until the matter is resolved.

Dealing with members of the  
public, Council employees and 
organisations who behave in racist  
and discriminatory ways

If the complaint is about the conduct of  
a Council employee or a person or 
organisation who is working on our 
behalf, we will take appropriate action  
if we believe the complaint is justified.  
For serious offences this could lead to 
the dismissal of the employee.

If the complaint is about another person 
who uses the Council services and we 
find the complaint is justified, we will then 
take steps to prevent this from happening 
again. This could involve mediation, the 
service being provided in a different way, 

the service being withdrawn, denial of 
access to Council buildings or legal action.

If the complaint is about another 
organisation, we will try to resolve this by 
using our leadership status and influence. 
If necessary, we will also provide practical 
support to the organisation to help them 
tackle racism and discrimination.

However, if someone makes a  
complaint and we believe that the  
reason for making the complaint was  
itself racist or motivated by prejudice 
against faith gender, we will then take 
action against the complainant.

Your Home Guide

n 	�Tell you who will be investigating the 
complaint and how this person can  
be contacted

n 	�Offer you the support available  
to victims and witnesses of a  
racist incident. 

What happens next?
We will commence investigating the 
incident within one working day.

We will discuss all hate crime incidents 
with the local safer neighbourhood team 
within five working days to ensure there is 
a wider agency approach to dealing with 
the incident. We will contact you within 
five days of the Safer neighbourhood 
Team meeting to tell you what joint 
approach will be taken with the other 
agencies involved in the team.

When we have decided what action to 
take, we will make sure that this is carried 
out within agreed timescales. This could 
involve carrying out repairs, removing 
graffiti (within 24 hours) or installing 
security measures. We will also tell you 
what action we intend to carry out.68 69
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Your Comments, 
Compliments and Complaints

At 2010 Rotherham Ltd we want to 
provide quality services. These can only 
be improved if you give us your views. 
Please take this opportunity to tell us 
what we are doing well and what  
needs improving.

You can make a comment, compliment 
or complaint by completing the form at 
the end of this section; in person or by 
telephone at any Local Neighbourhood 
Office, by telephone to the Performance 
and Service Improvement Team on 
(01709) 822216, or by email to: 

2010-performanceandserviceimprovement 
@2010rotherham.org 

or 2010-complaints@rotherham.gov.uk 

Your Comment

You can make suggestions about anything 
that you feel would improve our service.  
For example we have changed our rent 
arrears letters because customers felt they 
were not sensitive to individual situations 
and could be upsetting.  

Your Compliment

We work hard to deliver a quality service 
to our customers and it’s great to know 
that we’re doing a good job!

We use our compliments as examples of 
good service so that everyone can learn 
and follow the example.  We can also 
nominate staff for our Quality Awards 
to recognise their commitment and 
customer care skills.

Your Complaint

We try very hard to provide a quality 
service to all of our customers but we  
do realise that occasionally things may  
go wrong.

If you feel that you have had a poor 
service from us, or from someone 
providing the service for us, please give  
us the opportunity to put things right. 
You should first contact the department 
or team that provided the service to 
discuss your concerns.

What can you do next?

If you not happy that your concerns 
have been resolved, you may chose to 
take advantage of our formal complaints 
procedure. Please contact your local Local 
Neighbourhood Office (details can be 
found on page 3) or the Performance and 
Service Improvement Team by telephone 
to: (01709) 822216, or by email to: 

2010-performanceandserviceimprovement 
@2010rotherham.org  

or 2010-complaints@rotherham.gov.uk 



!

Name

Address

Tel No

Customer Feedback Form
I wish to make a:

n	Comment  
	 (please complete section A only)

n	Compliment  
	 (please complete section A only)

n	Complaint  
	 (please complete section B only)

Section A
What do you want to tell us about? (please give us as much detail as possible, please use extra sheets if necessary and 
attach them to this form)

Post code
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Please return your completed form to your Local Neighbourhood Office or post to:	
2010 Rotherham Ltd, The Performance and Service Improvement Team,  
Eastwood Depot, Chesterton Road, Eastwood Trading Estate, Rotherham, S65 1SZ

Alternatively you can contact us by phone on (01709) 822216, or by email to:	
2010-performanceandserviceimprovement@2010rotherham.org or 2010-complaints@rotherham.gov.uk 
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How to use this form
Help us to help you by telling us:

Have you told us about this before?  If so, who did you report it to and when?

You can get help to complete this form at any Local Neighbourhood Office
My Complaint – please attach extra sheets if necessary.
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Health and Safety issues

Health and safety  
in your home
Your safety and that of your family 
is really important. Every year about 
4000 people die and 2.5 million people 
require hospital treatment as a result  
of accidents in their own home. 

This section gives some general advice 
and guidance about safety in your home. 
It’s not intended to be comprehensive.

Fire safety: general
Fires can start suddenly and spread 
quickly. Check your home for possible 
sources of fire, for example rooms with 
sources of heat, such as kitchens, living 
and other rooms with open or gas fires 
and rooms with portable heaters.

Plan how you would escape should a 
fire break out in any of those rooms. 
Remember Get Out, Stay Out and call 
the fire service Out!

Guard the heat source where you can. 
For example, guard open and gas or 
electrical fires and don’t put flammable 
materials such as newspapers or clothes 
on the guard.

Place portable heaters away from 
furniture and furnishings, and ensure 
they can’t be accidentally knocked over, 
particularly by children, the infirm or 
elderly.

Don’t dry or air clothes over or near  
any fire or cooker. 

Switch off or extinguish open heat 
sources before you leave home, 
particularly for a prolonged period and 
close all doors and windows.

If there are children around, keep 
matches and lighters out of reach.

The Decent Homes programme includes 
fitting mains operated smoke alarms in 
your home. If you haven’t already got 
one fit a smoke alarm and change the 
batteries regularly. 

A small dry powder extinguisher or fire 
blanket may be useful in the kitchen but 
never delay calling the fire service.

One of the most common causes of fire 
in the home is deep fat frying. Don’t

fill the pan more than one third full and 
never leave the pan unattended on the 
cooker. If a pan does catch fire, do not 
attempt to move it and do not throw 
water over it. Use a fire blanket if you 

have one or quickly dampen a towel 
and a place it over the pan to smother 
the flames. Leave to cool for at least 30 
minutes.

Electrical safety
Mains voltage electricity can kill and an 
overloaded supply can cause a fire.

Only use appliances which are BEAB 
approved or CE marked.

Report damaged or broken socket 
outlets, switched connectors, light 
switches and lamp holders to us.

Do not leave electrical appliances 
switched on unnecessarily and unplug 
appliances when you can.

Check leads regularly and replace if 
damaged, particularly if you can see the 
coloured insulation. Do not attempt to 
repair damaged leads with adhesive tape.

Check that the plug has the correct fuse 
for the appliance and the cable is firmly 
secured in the cable grip.

Do not overload a socket outlet. The 
general rule is one plug per socket. So if 
you need to plug in more appliances use 
a fused ‘gang’ socket not a two or three 
way adaptor.
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Use hand-held electrically powered 
appliances or tools with a circuit breaker 
if possible, especially anything you use in 
the garden.

When using extension leads, place them 
where they will not be liable to damage 
or cause you to trip. This is particularly 
important with leads to electric lawn 
mowers or other garden equipment.

Working on your home safely
Read the sections on maintaining your 
home and garden, improving or making 
changes to your home and the section 
on asbestos before carrying out any  
DIY activities.

Check for the location of services hidden 
in walls or floors before using nails or 
screws to fasten pictures, cupboards or 
flooring for example.

Power cables are most likely to be 
horizontally or vertically positioned from 
power sockets and light switches.

Check the materials you are going 
to use to see whether there are any 
precautions you will have to take 

when using them. Health and safety 
information about a product will  
be found on the container or  
accompanying leaflet.

Have the right tools and check that 
they are in good condition. If you are 
unfamiliar with a particular tool, read and 
follow the manufacturer’s guidance.

If the job has to be carried out above 
the ground or floor level, use a suitable 
stepladder. Make sure it’s firm and level 
and don’t climb higher than the third 
step from the top.

Use gloves and goggles if there are risks 
associated with the tools you are going 
to use, for example eye injury when 
using power tools.

Keep a well-equipped first aid  
kit available.

Flammable substances 
Small quantities of DIY materials such 
as white spirit, paraffin and contact 
adhesive may be kept. Preferably store 
them in a garage, outhouse or shed if 
you have one.

Petrol should not be kept in your home. 
You may keep 5 litres of petrol in an 
approved plastic or metal container in  
a garage, outhouse or shed.

You should not keep flammable, 
compressed gases such as LPG or 
acetylene in your home.

Harmful substances
Many substances we use in our homes 
are harmful because they are poisonous 
or able to damage skin and eyes. The list 
of potentially harmful substances includes 
bleach, other cleaning materials, garden 
chemicals, DIY materials such as paints  
and glues, over the counter and 
prescription drugs.

Keep these substances in secure 
cupboards.

Don’t transfer them into unmarked 
bottles or other containers.



This handbook lists most of the things that could 
go wrong in or around your home. It is divided 
into convenient sections like “Roof & Wall” and 
“Water Services”. There’s a full fault-by-fault 
index to help you find what you want quickly.

When you report a repair we put it into one 
of four categories depending on how serious 
it is. After the description of the fault in this 
handbook you will see a white letter in a blue 
circle. This tells you which of those categories 
your job will go into. They are:

	�Emergencies: done within 24 hours of 	
you reporting the problem.

	Urgent: done within 5 working days.

	Non-Urgent: done within 28 working days.

	�Non-Urgent: Programmed works 
completed within 12 months plan.

Underneath the description of the fault is 
some information about what to do before you 
contact us, and then – if the problem is still 
there – what to tell us.

If you follow the tips in the “Before you contact 
us” column, and then tell us exactly what’s 
wrong we will get your problem put right 
quicker.

The drawings are to help you identify the 
problem and tell us accurately about it.
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If there is a Gas leak: Dial 
National Grid  
0800 111999  
you should also...

n 	�Open the doors and windows to 
get rid of the gas.

n 	�Don’t turn any electrical switches 
on or off and don’t let an electric 
doorbell ring. (You can however 
use the telephone to call the Gas 
Emergency Service).

n 	�Don’t smoke.

n 	�Don’t use matches or naked flames.

n 	Ensure access can be gained to  
	 the property.

n 	�Check if a gas appliance (like a fire 
or cooker) has been left on unlit, or 
if a pilot light has gone out. 
If so, turn the appliance off. 
If this is not the case, there is 
probably a gas escape. DON’T 
PANIC. Turn the gas supply off at 
the meter.

Emergency Services – GAS

EMERGENCY 
CONTROL
VALVE

GAS METER
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SERVICE
PIPE

GAS SUPPLY TO BOILER,
COOKER, GAS FIRE

GAS METER

EMERGENCY
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VALVE

GAS
SERVICE
PIPE

METER BOX KEY

The gas supply is in the OFF 
position when the valve lever 
is at right angles to the gas 
service pipe”
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Emergency Services – Electricity

If your electricity goes  
off completely:
n 	�Check if your neighbours homes 

are affected. If so, call your local 
electricity company. (The number 
is in the phone book under 
‘Electricity’).

	� If not, check the main fuse.

n 	�Check whether the circuit breaker 
has switched off, or a fuse has 
blown. If circuit breaker has 
switched off, there may be  
a problem with an appliance  
within your home.

n 	�If you can’t find the problem, phone 
Rotherham Connect  
on 01709 336009.

OUTSIDE 
METER BOX

INSIDE METER 	
CUPBOARD

ELECTRICITY
CONSUMER
UNIT

ELECTRICITY 
METER MAIN

SWITCH

SEALED
CUT OUT

ELECTRICITY
SUPPLY

FUSES OR
CIRCUIT
BREAKERS
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If there’s a serious water 
leak:
Turn off the stopcock. This is usually 
under the kitchen sink (if not, it will be 
in the bathroom, hall or under  
the stairs).

n 	�Phone Rotherham Connect  
on 01709 336009

n 	�Tell us where the leak is.

n 	�Could it affect the electrical system?  
If so, turn off the electricity at  
the mains.

WATER STOP VALVE
“STOPCOCK”

DRAINCOCK

WATER 
SUPPLY

WATER METER
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Heating Systems – Gas

Central heating boiler faulty

Before you contact us:
n	 is the power still on? 
n	 is the pilot light still on? 
n	 is the boiler thermostat set high enough?

Tell us:
n	 what’s wrong. 
n	 where the boiler is. 
n	 the make and model. 
n	 if you have hot water. 
n	 if it has been installed recently.

Communal heating faulty

Before you contact us:
n	 is the room thermostat set high enough? 
n	 tell the caretaker/warden about it. 
n	 ask if other flats are affected.

Tell us:
n 	what’s wrong. 
n	 if you have hot water.

CENTRAL 
HEATING 
BOILER

SWITCHED
ELECTRIC
POWER 
SUPPLY

PILOT
LIGHT

BOILER 
THERMOSTAT IGNITION

SWITCH

TIME CLOCK
HEATING
CONTROLLER

ROOM
THERMOSTAT
HEATING
CONTROL

DIGITAL CLOCK,
SPACE & WATER
HEATING &
CONTROLLER

E Uor

E Uor



Heating Systems – Gas
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MANUAL RADIATOR 
VALVE

AIR VENT

THERMOSTATIC
RADIATOR VALVE

PRE SET
BALANCING
VALVE

SWITCHED 
ELECTRIC
POWER 
SUPPLY

RADIATOR KEY

PANEL RADIATOR

CENTRAL 
HEATING 

PUMP

Radiator not heating up

Before you contact us:
n	� try bleeding the radiator (you should 

have a special key to do this).
n	� turn the radiator valve on  

(water may escape).
n	� before trying to bleed a radiator 

switch the heating system off and  
let it cool down”.

Tell us:
n	 which radiators are affected.

Radiator leaking

Before you contact us:
n	� try to stop the leak causing  

more damage.
n	 turn radiator valve off.

Tell us:
n 	which radiator it is. 
n	 where it’s leaking from. 
n	 how much water is leaking.

Fumes

Before you contact us:
n	� turn off all gas appliances  

(fires, boiler, cooker, etc).
n	 open the doors and windows.
n	 see page ?? (Emergency Services).

Tell us:
n 	what you think is leaking.

U

U

E
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Heating Systems – Electrical

Heater faulty

Before you contact us:
n	 make sure the socket is turned on. 
n	� are the heating controls turned  

high enough?

Tell us:
n	 what’s wrong. 
n	 which heater it is. 
n	 the make and model. 
n	� if there are any other problems  

with your heater supply.

U

TOP OR SIDE CONTROLSTOP VENTS MUST BE 
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BOTTOM VENTS MUST BE 
KEPT CLEAR AT ALL TIMES

SOCKET

ELECTRICAL 
STORAGE 
HEATER

WALL MOUNTED 
DOWNFLOW HEATER



Electrical Services & Fittings Supply
Your Home Guide

All electrical power off

Before you contact us:
n	� check the electricity hasn’t been 

turned off at the mains.
n	� if the power switches off when you 

turn on a certain appliance, this will 
indicate a fault with the appliance 
not the electrical service.

n	� find out if your neighbours’ homes 
have been affected too if they have, 
phone the local electricity company 
– Yorkshire Electric (YEDL)  
tel: 0800 375 675 

Tell us:
n	 if you have a slot meter.

Electrical fitting giving off 
smoke e.g. light switch or 
plug socket

Before you contact us:
n	 turn off the electricity at the mains. 
n	 don’t touch the fitting.

Tell us:
n 	what kind of fitting it is. 
n	 where it is.
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Electrical Services & Fittings – Lighting

Lighting failed

Before you contact us:
n	� check if a fuse has blown, or a 

circuit breaker has switched off.
n	� check if it’s an obvious problem 

– like a broken light fitting or a  
bulb or tube that has blown.

n	 check if plug sockets are working.
n	� damaged or cracked fitting may be 

dangerous. Report them to us.

Tell us:
n	 how many lights are out. 
n	 if the plug sockets still work.
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LIGHTS
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REMOVABLE COVER

OUTSIDE LIGHT 
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Electrical Services & Fittings – Power Sockets
Your Home Guide

COOKER CONTROL PANEL AND SOCKET

SINGLE AND DOUBLE SWITCHED POWER SOCKETS

SWITCHED CONNECTIONS TO 	
ELECTRICAL APPLIANCES

Plug socket failed

Before you contact us:
n	 check appliance in another socket. 
n	� check if a fuse has blown, or a 

circuit breaker has switched off.
n	� damaged or cracked fitting may 

be dangerous. Report them to us.

Tell us:
n	 which plug sockets have failed. 
n	 If you have lighting.

Electrical Appliance  
not working 
eg. something which you plug into 	
a socket	
This will usually be your responsibility

Before you contact us:
n	� is the appliance yours, or does it 

belong to the Council (only contact 
us if it belongs to us).

n	� try the appliance in another socket 
– if it works, see “Plug socket failed” 
above.

n	� check if a fuse has blown, or a 
circuit breaker has switched off.

n	� damaged or cracked fitting may  
be dangerous. Report them to us.

Tell us:
n	 what the appliance is.

U

U
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Electrical Services & Fittings – Smoke Detector/Alarm

SMOKE DETECTOR/ALARM

TEST BUTTON

Smoke alarm faulty

Before you contact us:
n	� check it is a detector that is wired 

into your mains. If it is a battery 
operated detector it will be your 
responsibility to repair it.

n	� check the batteries. They should  
be changed once a year.

n	� when a battery fails, the smoke 
detector has a high pitched  
on/off tone.

Tell us:
n	 where the alarm is. 
n	� if it is linked to a fire alarm system  

or warden call system.

E
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Water Services
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Leaking supply pipes – if it is a waste 	
pipe, see page 69 (Drains & Waste Pipes)

Before you contact us:
n	� if the leak is beyond the outside stop cock’  

phone your water provider which will be either  
Yorkshire Water, tel: 0845 124 24 24  
or Severn Trent Water, tel: 0800 783 4444

n	� if the water is near electrical fittings, turn the 
electricity off at the mains.

n	� if the water has to be turned off, you may  
have to switch off things like the central  
heating boiler and immersion heater.

Tell us:
n	 what has been affected (e.g. sink, bath, washbasin). 
n	 if it is the cold water, hot water or both.

No hot or no cold water

Before you contact us:
n	� has the water authority said that the water  

would be going off? Check with a neighbour.
n	 check if any pipes are frozen.
Tell us:
n	 what has been affected (e.g. sink, bath, washbasin). 
n	 if it is the cold water, hot water or both.

Water hammer (banging pipes)

Before you contact us:
n	� if pipe hammer is occurring on cold water supply, 

you might be able to stop it by turning down 
mains stopcock a little to reduce water pressure.

Tell us:
n	� if the local water company has turned off the 

water supply.
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Water Services – Hot Water

No hot water

Before you contact us:
n	� is the cylinder thermostat set at  

the right temperature? (55 – 60 
degrees C).

n	� is the ‘Economy 7’ controller 
switched on?

n	� if you have gas central heating,  
is the time clock controller set to 
heating only.

Tell us:
n	 �if you have hot water at any time or 

none at all.

n	 if the water cylinder is still hot.

n	 if you still have room heating.

n	 the boiler or water heater type, make  
	 and model.

n	� if you have an immersion heater  
you can use until the hot water fault 
is repaired.

n	 if there are any electrical problems in  
	 your home.

n	� if there are any other water supply 
problems.
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Water Services – Sinks, Basins, Baths & Showers
Your Home Guide

Water leaking

Before you contact us:
n	 if the water is near electrical fittings,  
	 turn the electricity off at the mains. 
n	� try to prevent the water causing 

damage by turning off the supply 
and the stopcock or wrap a towel 
around the leak.

Tell us:
n	� where the leak is, and what is 

affected (sink, basin, bath or 
shower).

n	� if it is from a pipe, whether it is the 
hot water supply, cold water supply 
or a waste pipe.

Wastepipe blocked

Before you contact us:
n	� check whether you could clear  

the blockage yourself.

Tell us:
n	 what is blocked. 
n	 what caused the blockage  
	 (if you know).
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Water Services – Sinks, Basins, Baths & Showers

Sink, basin or bath 
damaged

Tell us:
n	 what is damaged. 
n	 how it happened. 
n	 what the fitting is made of. 
n	 if you think it could be repaired,  
	 or needs to be replaced. 
n	 if it is a bath panel, whether it is  
	 the side or the end panel.

Tap faulty

Before you contact us:
n	� find out where the stopcock is  

in case you need to turn the  
water off.

Tell us:
n	 which tap it is. 
n	 exactly what’s wrong.
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Water Services – Sinks, Basins, Baths & Showers
Your Home Guide

Shower faulty

Before you contact us:
n	� check if the electric power to  

the shower is switched on at  
the pullcord.

Tell us:
n	� what type of shower it is  

(electric or connected to the  
central heating).

n	 what make or model it is. 
n	 exactly what is wrong. 
n	 if you have hot water from the taps.

Tiles broken or missing

Tell us:
n	 where the tiles are.
n	 what’s wrong.
n	 how many tiles are broken  
	 or missing.
n	 their size and colour.
n	 how the damage happened.
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Water Services – Toilets

Toilet leaking

Before you contact us:
n	� try to stop the leak causing more 

damage.

n	� turn off the cold water supply at  
the stopcock.

Tell us:
n	� where the leak is e.g. water supply 

pipe, waste pipe or the fitting itself.

n	 how serious it is.

n	 if the toilet leaks only when flushed.

n	� if the WC pan or cistern is cracked 
and what they are made of (plastic 
or china) and their make.
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Water Services – Toilets
Your Home Guide

Running overflow

Before you contact us:
n	� you can take temporary action to 

stop the overflow running by tying 
up the float in the “up” position 
thus closing the ball valve.

n	� turn off the cold water supply at 
the stopcock.

Tell us:
n	 if it is the toilet overflow.

n	� if it is running continuously or not.

n	� where the overflow discharges  
e.g. outside.

n	� if the ball valve float has sunk in  
the cistern.

n	 if the toilet will flush.

Toilet will not flush

Before you contact us:
n	� has the water authority said that 

the water would be going off?
n	� check to see if flushing arm has 

become detached from the syphon.

Tell us:
n	 if it is your only toilet. 
n	� if there is a supply of cold water  

to other fittings.
n	� if the cistern is filling correctly.
n	� if the float arm is stuck in the  

‘up’ position.
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Water Services – Drains and Waste Pipes

Drains or waste pipes 
blocked

Before you contact us:
n	� check whether you could clear the 

blockage yourself.

Tell us:
n	 where the blockage is.

n	� what is happening (e.g. basin  
won’t drain, water is backing up  
the toilet).

n	 if it has damaged, or might damage,  
	 your home.

Waste pipe leaking

Before you contact us:
n	� try to stop the leak causing  

more damage.

Tell us:
n	� where the leak is, and what  

is affected.

n	 how serious it is.
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Doors
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Door jammed or sticking

Tell us:

n	� can the door be made secure,  
if not it may be a higher priority.

n	 which door it is.
n	 what type it is.
n	 if you can still get into your home.
n	 if the door has been painted recently, 
	 or looks warped.
n	 if you have had new carpets recently.
n	 if the door frame is damaged

Door glass broken

Tell us:

n	 which door it is. 
n	� how it was broken.
n	 if it means your home is not secure  
	 (in which case it would be an  
	 “emergency” priority).
n	� if it is a single or double glazing  

and the type of glass  
(e.g. clear, patterned or wired).

n	 what the door is made of.
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Doors – Hardwood or Softwood

Door or door frame  
damaged or rotten

Tell us:
n	 which door it is.

n	 what type it is.

n	 if it is damaged, how it happened

n	� is it is an outside door, if it can 
be locked (if it can’t it will be an 
“emergency” priority).

n	 if you have a door entry system.

n	 what part of the door is affected  
	 (e.g. panel, frame, hinges, lock).

n	 what the door frame is made of  
	 (e.g. wood, plastic, metal).
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Locks – types of external door locks
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LATCH 
HANDLE

HOLD
OPEN

CYLINDER RIM NIGHT LATCH (DEADLOCKING)

DEADBOLT

KEY

KEY

Locks broken or lost keys 
(lost keys will result in a tenants 
recharge see page 26)

Tell us:
n	 Which door it is.

n	 What’s wrong.

n	 How it happened.

n	 The type of lock.

n	 If there is a second lock on  
	 the door.

n	 What the door is made of.

n	 If the property is secure.

n	� What the make and reference 
number of the spare key is. 
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Locks – types of external door locks (continued)

External door latch broke

Tell us:
n	 which door it is.

n	� what is wrong (e.g. lever handles 
broken or missing, worn out spring, 
sticking latch or striking plate out  
of position).

n	 how it happened.

n	� what type of door (e.g. PVC, 
wooden, high security).
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Glass broken

Tell us:
n	 which window it is.

n	 how it was broken.

n	 if it means your home is not secure  
	� (in which case it would be an 

“emergency” priority).

n	� if it is single or double glazing 
and the type of glass (e.g. clear, 
patterned or wired).

n	 the rough size of the broken pane.

n	 what the window frame is made of  
	 (e.g. wood, metal, plastic). 
n	� is the leading on the inside or 

outside of the house.

Window frame jammed  
or sticking

Tell us:
n	 which window it is.

n	 if it has been painted or  
	 fixed recently.

n	 if it means your home is not secure  
	� (in which case it would be an 

“emergency” priority).

n	� if the cause of the problem is 
obvious (e.g. rotten frame,  
broken handle).

n	 what the window frame is made  
	 of (e.g. wood, metal, plastic).

n	 if window is locked.
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Windows

Water coming through  
the window frame

Tell us:
n	 which window it is.

n	� if the cause of the problem is obvious 
(e.g. cracks in the sealing between 
the frame and the brickwork, loose 
putty, rotten frame).

Ironmongery faulty  
(hinge, lever, handle,  
lock, casement stay)

Tell us:
n	 which window it is.
n	 what is wrong.
n	 what the window frame is made  
	 of (e.g. wood, metal, plastic).
n	� if it means your home is not 

secure (in which case it would be 
“emergency” priority).

n	� what type of fixing mechanism are 
there ‘mushroom’ type catches and/
or bolts that shoot out when the 
handle is operated. 

n	� what type of handle (eg key locking 
or push button).
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Kitchen Units
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Cupboard damaged

Tell us:
n	 which unit it is.
n	 which part is damaged.
n	 the size and colour of the unit.
n	 how the damage happened.

Sink unit leaking

Tell us:
n	 where the leak is.
n	� if it is from a pipe, whether it is the 

hot water supply, cold water supply 
or a waste pipe.
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Your Home Guide

Kitchen Units

Sink unit blocked

Before you contact us:
n	 check whether you could clear the  
	 blockage yourself.

Tell us:
n	 what caused the blockage  
	 (if you know).

Tiles broken or missing

Tell us:
n	 where the tiles are.

n	 what is wrong.

n	� how many tiles are broken  
or missing.

n	 their size and colour.

n	 how the damage happened.
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Walls, Floors & Ceilings
Your Home Guide

This drawing shows you some 
common problems, the majority  
of which require an inspection:

	 Damp patches on the ceiling can be  
caused by:

	 n	� leaking water pipes and seals around 		
plumbing; or

	 n	 rain coming in (called rainwater 		
	 penetration).

	 Damp patches on walls that face the outside 
may be caused by rainwater penetration.  
The patch can appear anywhere on the wall. 
It is usually a round shape.

	 Rainwater penetration can cause damp 
above and around windows.

	 Dirty patches, peeling wallpaper and paint 
and a “tidemark” on the wall near the floor 
may be caused by rising damp.

	 Damp on chimney breasts in older homes 
usually happens when the plaster and bricks 
take in moisture from the atmosphere.

	 Mouldy black spots are caused by 
condensation (see next page). It happens 
over and around windows, in corners and 
behind furniture.

	 Small cracks in the ceiling are caused by 
plasterboard shrinking or moving. They are 
not serious - you can fill them with a filler 
bought from a DIY shop, as we would not 
normally repair these.
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Your Home Guide

Walls, Floors & Ceilings

	 Larger cracks in walls and ceilings could be a sign of 
structural damage - especially if wallpaper is torn, plaster 
is loose or there are cracks in the outside walls too. 
Report the problem immediately.	

	 If the ceiling is bulging or bowing, contact us immediately.

	 Swollen or blistered paint on skirting boards or at the 
bottom of door frames may be caused by rotting wood. 
Report it immediately.

	 Lifting floor tiles may be caused by a plumbing leak.

	 An uneven or “springy” wooden floor may show that 
the floor boards are rotten. Report it immediately.

	 An uneven solid floor could mean that there is a 
problem. Report it immediately.

Condensation
When water in the air (moisture) touches a cold surface, 
like a window or mirror, it turns into “condensation”. It can 
cause mouldy patches on walls and ceilings. You can reduce 
condensation by:

n	 keeping rooms warm (even ones you aren’t using).

n	 opening windows when you are washing or cooking.

n	 keeping air vents clear.

n	 not using moisture-producing calor gas heaters.
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Stairs
Your Home Guide

Floorboard loose

Tell us:
n	 where it is.
n	 the rough size of the area.
n	 where the boards are loose.
n	 what type of floor it is  
	 e.g. floorboards, chipboard.

Stairs uneven

Tell us:
n	� if it is inside your home, or it is a  

communal staircase.
n	� the rough size of the area where  

the stairs are uneven.
n	� what the stairs are made of  

(wood or concrete).

Handrail or balustrade faulty

Tell us:
n	� if it is inside your home, or it is a  

communal staircase.
n	� if the item is loose, whether it can  

be refixed or needs replacing.
n	 how badly damaged it is.
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OPEN BALUSTRADE 
TIMBER OR STEEL
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Roofs and Walls
Tiles or slates missing/damaged

Before you contact us:
n	� if the electrics are, or likely to be 

affected by the water coming in,  
switch the power off at the mains  
as soon as possible.

n	 what part of the roof it is.

Tell us:
n	 if the roof has slates or tiles.
n	 the rough size of the damaged area.
n	 if water is coming through.

Flat roof damaged

Before you contact us:
n	� if the electrics are, or likely to be 

affected by the water coming in,  
switch the power off at the mains  
as soon as possible.

Tell us:
n	 what part of the roof it is.
n	� the type of roof covering  

(felt, asphalt for example).
n	 the rough size of the damaged area.
n	 if water is coming into your home.

Cracking in walls

Tell us:
n	 which wall is affected.
n	 the rough size of the damaged area.

U

U

N

PITCHED
ROOF

RIDGE 
TILES

ROOF 
WINDOWS

POINTED
VERGE

GABLE
END 
WALL

COPINGYARD WALL

STEPPED
CRACKING

FLAT
ROOF

VERTICAL
CRACKING
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Chimneys & Dormers
Your Home Guide

Chimney stack damaged

Tell us:
n	 which part of the chimney stack is it  
	 (brickwork, chimney pot, leadwork)

n	� if the chimney is shared with next 
door and if the neighbour is an 
owner occupier.

N

DORMER

VALLEY 
GUTTER

GABLE

CHEEKS

CONCRETE
FLAUNCHING

CHIMNEY POT GAS COWL

LEAD 
FLASHING

STEPPED LEAD 
FLASHING

OVERSAILING 
COURSES
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Gutters & downpipes
Guttering or downpipe faulty

Tell us:
n	 where it is.
n	 what is wrong.
n	 what it is made of (plastic, timber of metal).
n	 the shape and colour of the gutter or pipe.
n	 if the faulty part can be fixed or whether it 		
	 needs replacing.
n	 if it is leaking, where from (e.g. a joint or 
	 a crack in a gutter or pipe for instance).
n	 if guttering is broken, how many sections  
	 are involved.
n	 if the gutter is blocked, where the blockage is.
n	 if the gutter is leaking above a door or is 		
	 causing damage to the property.

Manhole/inspection cover faulty

Tell us:
n	 where is it situated.
n	 what is wrong.
n	 what it is made of and how big it is.
n	 if you think it is dangerous.

Gulley cover faulty

Tell us:
n	 where it is.
n	 what is wrong.
n	 what it is made of and how big it is.
n	 if it can be fixed or whether it needs to be replaced.

P

N

N

SHOE

DOWN 
PIPE

PIPE CLIP/
BRACKET

STOP END

YARD 
GULLEY

DOWNPIPE

RAINWATER
GULLEY

ROAD 
GULLEY

SWANNECK 
RUNNING 
OUTLET

LIFTING 
EYES

DOUBLE 
TRIANGLE
MANHOLE COVER
AND FRAME

BRANCH

GUTTER HOPPER
HEAD

107106



Communal Facilities
Your Home Guide

Door entry system faulty

Tell us:
n	� has the system completely failed or 	

only to your home?
n	 Which part of the system is faulty.

Communal entrance  
door faulty

Tell us:
n	 which door is it.
n	� what is wrong (refer to separate 

section on doors).

Emergency lighting faulty

Tell us:
n	� which lights are affected (see separate 

section on Electrical Services).

Communal lighting faulty

Tell us:
n	� which lights are affected (see separate 

section on Electrical Services).

E

N

N

N

U

DOOR ENTRY CALL UNIT

DOOR ENTRY PHONE IN FLAT

or
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Communal Facilities

Rubbish chute faulty

Tell us:
n	 where is it.
n	 what is wrong.

Communal T.V. aerial faulty
Please report faults to your area 
housing office.

Tell us:
n	 what is wrong.
n	 which block is affected.
n	 where the aerial is.

Garage door faulty

Tell us:
n	 are you able to use the garage.
n	 what is wrong.
n	� the defective part (e.g. frame, hinges, 

lock, etc).
n	� what the door and the door frame 

are made of (e.g. metal or wood).

U

U

U

‘UP AND OVER’ GARAGE 
DOORS\TRACKED TYPE

FRAME
TRACKS

SPRINGSMETAL DOOR

LOCKING MECHANISM

WASTE 
DISPOSAL 
SYSTEM

HOPPER 
DOOR

METAL HOPPER 
TO REFUSE CHUTE
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Fences, Gates & Walls
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N

WANEY LAP
PANELS

POST

GRAVEL 
BOARD 
IF USED

CONCRETE POST AND 
TIMBER PANEL FENCE

CLOSE BOARDED 
TIMBERFENCE

TIMBER PALLISADE OR
VERTICAL BOARD FENCE
WITH CONCRETE POSTS

PorFence damaged

Tell us:
n	 where the fence is.
n	 how the damage happened.
n	 the type of fencing.
n	 the quantity of fencing affected.

Please note you may be 
responsible for repairs to fencing, 
gates and gate latches
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Fences, Gates & Walls

Gate damaged

Tell us:
n	 where the gate is.
n	 how the damage happened.
n	� what it is made of (e.g. metal  

or wood).
n	� the part which is damaged (e.g. post, 

latch, hinge, etc).

Wall damaged

Tell us:
n	 where the wall is.
n	 how the damage happened.
n	� what is wrong (e.g. crumbling mortar 

or brickwork, loose coping, or the 
wall leaning).

n	 if you think it is dangerous.

Paving or steps faulty

Tell us:
n	 where it is.
n	 what is wrong.
n	 the type of paving (e.g. tarmac,  
	 concrete flats, brick paving  
	 or cobbles).
n	 the rough size of the faulty area.
n	 if you think it is dangerous.

N

N

N

RAILS - TOP/
MIDDLE/BOTTOM HINGES

BRACES

LATCH

PALLISADES 
OR BOARDS

GATE ‘LEDGED AND BRACED’

FREESTANDING WALLS

STONE, CONCRETE 
OR CLAY COPING

DPC IN 
MORTAR
‘SANDWICH’

BRICK ON 
EDGE

DPC IN MORTAR 
‘SANDWICH’

2 COURSES  
OF TILES

U
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Useful Numbers at a Glance
A	

Abandoned Cars - to report an	 01709 336003 
abandoned car/vehicle

Adaptations for the disabled	 01709 823799

Animal Health/Welfare	 01709 823177

ACE - Action in the Community 	 01709 821212 
for Employment

Adoption	 01709 254899

Adult Guidance for Careers	 01709 821184

Age Concern	 01709 829621

Air Pollution Enquiries	 01709 823193

Art Gallery: Admin	 01709 823621

Art Gallery: Information	 01709 823621

B	

Bins - supply of wheelie bins	 01709 336003

Births, Deaths and Marriages - 	 01709 823542 
General Enquiries

Births, Deaths Appointments	 01709 823542

Benefit Fraud Investigation Team	 01709 822444

Benefit Appeals - advice on 	 01709 382121 
benefit appeals

Blue Badge Scheme	 01709 382121 	
	 Ext 2595

Building Control General Information	 01709 823847

Building Regulation Fees	 01709 823841

Bulky Waste - removal of 	 01709 336003

Bus Passes For the Disabled	 01709 824005

C	

Careers Advice	 01709 835227

Car Parks/Parking Meters	 01709 336003

Cemeteries/Crematorium	 01709 		
	 850344/852280

Citizens Advice Bureau	 01709 515684

Council Tax: Enquiries	 01709 336006

Accounts	 01709 336006

Valuation & Appeals	 01709 336006
Recovery	 01709 336006

Clinical Waste Enquiries	 01709 823130

Consumer Advice	 01709 823111

Community Protection Pest Control	 01709 823172

Community Development Workers	 01709 526831

Your Home Guide

113112



Your Home Guide

Useful Numbers at a Glance
Cesspool Emptying	 01709 336003

Crime Stoppers	 0800 555111

Commercial Waste	 01709 336003

Crime Reduction Officer	 01709 334540

D	

Dangerous Structures	 01709 823841 
Fire Service (outside normal hours)	 0114 2532518 
Police (outside normal hours)	 0114 2202020

Dead Animal Disposal	 01709 336003

Deaf Advice Service	 01709 823962

Debt Counselling - 24 hour answerphone	 01709 822329

Decent Homes	 01709 334388

Dog Control	 01709 336003

Dog Fouling	 01709 336003

Dog Warden	 01709 336003

Drains - private drains/sewers	 01709 336003

Dumping of Rubbish	 01709 336003

Drugs - Rotherham Community	 01709 382733 
Drug Team

South Yorkshire Drugline	 01709 371222

E	

Emergency Housing - out of hours	 07748 143170

Emergency Repairs 	 01709 336009

Emergency Repairs - out of hours	 01709 336009

Energy Efficiency advice on how to 	 01709 336568 
save energy

Environmental Health	 01709  
	 823114/823118

F	

Food Advice/Complaints	 01709 823161

Fly Tipping	 01709 336003

Fostering	 01709 254899

Footpaths - complaints regarding footpaths	 01709 336003

Furnished Home Scheme	 01709 336567
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G	

Glass/Debris on the Road 	 01709 336003

Graffiti Removal	 01709 336003

Grass, Trees and Shrub Beds	 01709 336003

Grants (Disabled Facilities)	 01709 823772

Grounds Maintenance	 01709 336003

H	

Harassment/Illegal Eviction	 01709 823794

Health Advice Centre	 01709 423030

Health & Safety at Work	 01709 823853

Highways	 01709 336003

Highway Defects/Potholes	 01709 336003

Highways Development Control	 01709 336003

Highways Drainage	 01709 336003

Highway Road Closures	 01709 336003

Highway / Enforcement	 01709 336003

Home Care	 01709 823966

Home Insurance	 01709 336570

Homeless Unit	 01709 336565

Housing Unit Out of Hours (mobile)	 07748143170

Housing Complaints	 01709 822216

Housing Market Renewal	 01709 334962

Housing Benefit/Council Tax Benefit	 01709 336006

Housing Repairs 	 01709 336009

Housing Emergency Repairs - 	 01709 336009 
out side normal hours

I	

Insurance Claims	 01709 822088

Icy Roads - for information on snow 	 01709 336003 
clearance and icy road

J	

Jobs in Rotherham Council	 01709 336001

K	

Key Choices	 01709 336565

L	

Land Pollution Enquiries	 01709 823186

Land Drainage	 01709 336003 115114
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Useful Numbers at a Glance
Litter	 01709 336003

Loft Insulation	 01709 334964

Learning Disability Team	 01709 302800

M	

Meals on Wheels	 01709 823983

Markets - for information on 	 01709 365021 
Local Market Days	

Missed Bin Collections	 01709 336003

Money Advice - see Debt Counselling	

Members of Parliament - 	 01709 Surgeries/
contact details/Town Hall	 822740/822722

MOT Test	 01709 334307

Museums	

Clifton Park Museum	 01709 336633

York and Lancaster Regimental Museum	 01709 336633

Mobility Car Badge	 01709 382121 
	 Ext: 2595

Mental Health Teams	 01709 302230

N	

Neighbour Disputes -                  	 0300 1002010 
For advice and assistance                 	  
call the 2010 Rotherham contact centre

Neighbourhood Wardens	 01709 823105

Noise Complaints/Enquiries	 01709 823172

NHS Rotherham 	 01709 302000

O	

Occupational Therapy	 01709 382121
This service assesses the need for adaptations to homes for 
disabled people to make their homes more comfortable.

P	

Parking	 01709 336003

Pest Control	 01709 838290

Planning Permissions	 01709 823835

Preservation/Conservation/Listed Buildings	01709 823863

Private Essential Works 	 01709 823799

Policy & Partnerships	 01709 334051

Police	 01142 220 2020
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Refuse Collection	 01709 336003

Regeneration and Planning	
General Enquiries	 01709 823806

Registration of Births, Deaths 	 01709 823542 
and Marriages	

Residential Accommodation	
(Private and Voluntary)	 01709 		
	 822320/822321

Roadworks	 01709 336003

Rothercard Helpline	 01709 823644

Rotherham Ethnic Minority Alliance (REMA)	 01709 720744

Rotherham Multicultural and 	 01709 360036 
Training Centre	

Royal National Institute for the Blind	 01709 382121 
	 Ext: 2354

Rent
If you have a query with your Rent,  
telephone 0300 100 2010

Rent Rebate	

See Council Tax Benefits/Rebates	

Repairs to your Home	 01709 336009

Right to Buy	 01709 823406

S	

Safer Neighbourhoods Teams

Rotherham North	 01709 832073

Rotherham South	 01709 832076

Wentworth North	 01709 832485

Wentworth South	 01709 832485

Wentworth Valley	 01709 832709

Rother Valley West	 01709 832280

Rotherham Valley South	 01709 832720

Safer Rotherham Partnership	 01709 372782

Severn Trent Water 	 0800 783 444

Snow Clearance	 01709 336003

Stray Dogs (Not Cats)	 01709 336003

School Benefits - enquiries	 01709 336006

Social Services	
General Enquiries	 01709 		
	 823908/823909

Streetpride	 01709 336003

Street Lighting	 01709 336003

Street Name Plates	 01709 336003
117116



Your Home Guide

Useful Numbers at a Glance

T	

Tenant Involvement Unit	 01709 822241

Trading Standards	 01709 823151

Tourist Information	 01709 835904

Town Centre/Markets	 01709 365021

Traffic Lights	 01709 336003

Transco	 0800 111999

Transport Planning & Policy	 01709 822958

Tree Unit	
To report an overgrown or dangerous tree contact  
Local Housing Office

Travel Line - for local information on 	 01709 515151 
trains or buses	

U	

The Unity Centre	 01709 836440

Utility Works	 01709 336003

W	

Wasp and Bees	 01709 
Contact Environmental Health	 823114/823118

Welfare Rights	 01709  
	 822446/822342

Welfare Rights Officer 	 Maltby	 01709 812636 
		  Ext: 4736

	 Wath 	 01709 873678 
		  Ext: 4811 

Winter Gritting	 01709 336003

Y	

Yorkshire Electric Distribution Ltd (YEDL) 0800 375675

Yorkshire Water 	 0845 1242424

Youth Centres	
For information on Council run 	 01709 822560 
Youth Centres, contact the  
Education Department	

Z	

Zebra Crossings	 01709  
	 822969/336003 117116
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Frequently Asked Questions - Answered

Question

How do I report a repair for my 
Council property?

Answer
You can report your repair by using 
one of the following methods:

Telephone Rotherham Connect 
on 01709 336009 from 8.00am to 
8.00pm Monday to Friday. To report 
emergency repairs outside of these 
times please telephone 01709 336009. 

Report your repair on line at  
www.rotherham.gov.uk

Visit your Local Neighbourhood 
Office (please see ‘Your Local 
Neighbourhood Team’ at the 
beginning of the handbook).

Question

How long do you need to have been 
renting a council house before you 
can buy it?

Answer
If your tenancy commenced before 
18th January 2005 you must have been 
a secure council tenant for at least 2 
years. If your tenancy commenced after 
18th January 2005, you must have been 
a secure council tenant for at least 5 
years. You do not need to have had all 
of your years in the same property but 
you do need to have consecutive years, 
with no breaks in being a  
council tenant.

To obtain a valuation you will need to 
apply for a Right To Buy on form RTB1 
which can be obtained from your Local 
Neighbourhood Office (please see 
‘Your Local Neighbourhood Team’ at 
the beginning of the handbook). You 
will also receive a leaflet explaining all 
the points you have raised.

If you do purchase your property you 
can sell it at any time but if you do sell 
it within the first 5 years some or all 

of the discount would have to be re-
paid first.

For further information please contact 
the Right to Buy Officer on telephone 
number: 01709 336570. Alternatively 
you can pop into the Key Choices 
Property Shop in the Old Town Hall in 
Rotherham Town Centre.

Question

I have got a problem with my 
neighbour what can I do?

Answer
If you and your neighbour are Council 
tenants, your Tenancy Agreement sets 
out the rights and responsibilities of all 
tenants. You can refer to it at anytime 
to identify if you or your neighbour 
are in breach of the agreement. 
If so your Local Neighbourhood 
Office can advise. (please see ‘Your 
Local Neighbourhood Team’ at the 
beginning of the handbook).

If your problem is an emergency 
please telephone the police -  
0114 220 2020.
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Question

Can I get financial assistance towards 
loft/cavity insulation, draught proofing 
and condensing boilers?

Answer
Save ‘n’ Warm is a discount scheme 
for loft/cavity insulation, draught 
proofing and condensing boilers.

Householders living within the 
administrative boundaries of Barnsley, 
Doncaster, Rotherham and Sheffield 
are all eligible for this scheme.

If you are interested in massive savings 
on cavity wall insulation, loft insulation 
and high efficiency heating systems 
then call free on 0800 028 1067.

Please call Ron Patrick on  
01709 334967 to request a leaflet. 

Question

I rent my home from the Council. 
Some damage has been done by 
vandals (e.g. a window has been 
broken)/my home has been burgled 
and the door/a window has been 
damaged. The house is now insecure.	
I need the damage repairing as soon 
as possible.

Answer
You must first report the problem to the 
police and obtain an incident number 
from them.

You can then report the repair required 
to your Local Neighbourhood Office 
by telephone or call in to any office and 
report the problem in person. (please 
see ‘Your Local Neighbourhood Team’ 
at the beginning of the handbook)

If the incident occurs out of office hours 
please contact the Emergency Repairs 
service on Rotherham (01709) 336009 
to report the repair. 

Please note that we will require the 
Police Incident Number when reporting 
the problem.

Question

Can I be put onto the gardening 
scheme list?

Answer
To register on the list or for further 
information please contact the Safer 
Estates Team on telephone number: 
01709 822274.

Question

How can I pay my rent?

Answer
You can pay your rent by cash, cheque 
or debit/credit card at any of the 
Council’s cash Offices. Alternatively 
you can pay electronically by direct 
debit or bankers order, either on-line 
at http://www.rotherham.gov.uk 
or via automated telephone on 
01709 336810.
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Frequently Asked Questions - Answered

Question

Council Houses - If damage has 
occurred at my home and it has 	
been caused by myself or a member 
of my family will I be charged and 
how can I pay?

Answer
If damage has been caused 
intentionally and you admit that you 
are at fault, you should call at your 
Local Neighbourhood Office and sign  
a declaration form which states you 
are willing to pay for the damage and 
remedial works. (please see ‘Your 
Local Neighbourhood Team’ at the 
beginning of the handbook).

When the remedial works are 
completed, the cost of the work 
will be forwarded onto our Sundry 
Debtors section who will send you a 
bill. You can make arrangements to 
pay the whole amount or monthly 
payments in a manner which suits  
you best.

Question

I’m on a sheltered housing scheme 
and under 75, why do I have to pay 
for my television license?

Answer
This is decided by the TV licensing 
Authority, but if you require  
further information please contact 
Warden Services 01709 822650. 

Question

I want to give up my half of the 
tenancy, how do I do it?

Answer
Please contact your Local 
Neighbourhood Office to 
discuss. (please see ‘Your Local 
Neighbourhood Team’ at the  
beginning of the handbook)

Question

What other bills can I pay at the	
cash office?

Answer
Council tax, water rates, sundry  
debts and Council mortgages.

For further information, more 
frequently asked questions or to 
report a problem please visit  
www.rotherham.gov.uk or telephone 
01709 336009.
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Tell us what you think about this Guide
We hope that you have found this handbook useful. 

It would be helpful if you could complete this short survey about the guide and let us have your comments and any 
suggestions on how it could be improved.

Do you have any suggestions on how this booklet can be improved?

Does it provide all of the information that you would need about 2010 Rotherham Ltd and our services?

Do you have any other comments or suggestions about this guide book and the services we provide? 

Your comments will help us to improve the service we provide to our customers.

!


