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This handbook can be made available on audio tape and large print. We can also arrange to have 

information translated into different languages and we can help if you have problems with reading, 

writing or numbers. 

 

If you know of anybody who would like the handbook in a different format or language please 

contact your local office. 
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Introduction 

 

Welcome to Hillcrest Housing Association’s Tenants’ Handbook. 

 

Your Tenants’ Handbook provides you with up to date information about being one of our tenants. It sets out our 

responsibilities as your landlord, your obligations and your tenancy rights. We have also tried to answer the questions 

that are most often asked, by offering a wide range of practical advice and information. 

 

As well as your handbook, you will receive a tenants’ newsletter twice a year and you can visit our website, 

www.hillcrest.org.uk, for general information and Hillcrest Housing updates.  

 

For regular updates from Hillcrest you can follow us on social media.  We have a Facebook page, a Twitter feed, a 

Google+ profile and a YouTube channel.  

 

 

Facebook 

facebook.com/Hillcrest.Group.of.Companies  

 

Twitter 

twitter.com/Hillcrest_Group 

 

Google+ 

plus.google.com/+HillcrestOrgUk  

 

YouTube 

youtube.com/c/HillcrestOrgUk  

 

 

Everyone at Hillcrest wishes you well in your new home.  

 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.hillcrest.org.uk/
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Report a repair 

 

Repair Hotline: 08000 324 888  

This is a free call from BT landlines only. 

You can also use this number for emergencies out with office hours.   

 

You can email non-emergency repairs to repair@hillcrestha.org.uk or complete a short online form at 

www.hillcrest.org.uk/Housing+Association/Report+a+Repair+form/.  

 

Putting the customer first 

 

The Hillcrest Group is committed to providing the best possible service for our customers. We want to improve the 

quality of our services and the experiences of those who are using them. We will promote a culture of excellence and 

openness to encourage customers to make suggestions about services, and we will learn from any experiences where 

customers feel we have not met their expectations. For more information about our Service Standards please visit  

www.hillcrest.org.uk/Housing+Association/Publications/ or contact your local office. 

 

Data Protection and Freedom of Information 

 

The Data Protection Act 1998 allows us to process personal data and gives you certain rights, including the right to view 

personal information and CCTV images relating to you. Measures are taken to avoid the disclosure of information 

relating to third parties. All requests to view such data have to be made in writing to us and no charge will be made for 

the viewing of personal data. The legislation allows us 40 days to comply with any written requests for information. 

 

Equality and Diversity 

 

We are working towards mainstreaming equalities into the services we provide to reflect the diversity of the 

communities we work in. We recognise our moral obligation towards equality in terms of service delivery and 

employment, as well as having specific legal duties to comply with. We will also continue to work with our partners to 

make sure we provide appropriate and inclusive services. 

  

 

  

mailto:repair@hillcrestha.org.uk
http://www.hillcrest.org.uk/Housing+Association/Report+a+Repair+form/
http://www.hillcrest.org.uk/Housing+Association/Publications/
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Section 1: Your tenancy 

 

Your tenancy agreement 

 

The tenancy agreement you have signed is a legal document that sets out your rights and responsibilities as a tenant and 

our duties as a landlord. 

 

Most tenants have signed a Scottish Secure Tenancy Agreement (SST) or Short SST . Your rights under this tenancy are 

covered by The Housing (Scotland) Act 2001. 

 

Household composition 

 

Anyone over sixteen years old, who is living in your home is considered to be a “Qualifying Occupier.” They have the 

right to be informed of any action we take against you that may result in the repossession of your home. Their rights 

may be considered at any court hearing, and therefore, it is important that you keep us updated with the details of 

people living with you.  If you have a change in household circumstances please go to 

www.hillcrest.org.uk/Housing+Association/Publications/ to download a form or contact your local office. 

  

Your rights 

 

Security of tenure 

 

You have security of tenure under your tenancy agreement with us. This means you cannot be evicted from your home 

without a court order. 

 

We may take legal action for eviction for any breach of your conditions of tenancy e.g. failing to pay rent, or behaving in 

an anti-social manner. 

 

Succession 

 

A tenancy ends with the death of a tenant but it may be the case that someone living with you could take over the 

tenancy. This is known as succession. Details of who can succeed your tenancy are included in your tenancy agreement. 

 

Lodgers and subletting 

 

You must have our written permission before taking in a lodger or subletting your property. Your request will not be 

refused if it is reasonable. You will remain responsible for making sure the rent is paid, and that all other responsibilities 

of the tenancy agreement are kept to. You must ensure you do not overcrowd the property and charge a reasonable 

rent (agreed by us). There are certain things which need to be in place before permission is granted, please call your 

local office for more information. 

 

 

http://hillcrest.org.uk/Housing+Association/Publications/
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Assignation 

 

If you are moving away and someone who has been living in the property for at least six months would like to stay in the 

house, you may be able to transfer your tenancy to them. This is called assignation. We will only refuse consent if we 

have reasonable grounds for doing so. There are certain things which need to be in place before permission is granted, 

please call your local office for more information. 

  

Your responsibilities 

 

When you signed your Tenancy Agreement, you agreed to keep to the terms of the agreement. These terms are meant 

to make sure your home is properly looked after and that all tenants can live in their homes without being disturbed by 

neighbours or their visitors. 

 

If you or your visitors break any of these terms, we may take legal action against you. Some of these terms are: 

 

• The property must be your only or main home 

• You can’t run a business from your home without our permission 

• You must pay your rent on time 

• You must keep your home in good repair and decoration 

• If you have a garden, it must be kept tidy 

• You must let us carry out repairs and service gas installations in your home 

 

Anyone living in or visiting your home must not behave in an anti-social way. This includes things like: 

 

• Noise 

• Harassment to neighbours or our staff and contractors 

• Vandalism 

• Illegal use or supply of drugs 

 

Your home cannot be used for illegal or immoral purposes. 

 

What must I ask permission for? 

 

You must request and get our permission in writing to: 

• Keep a pet 

• Put down laminate or tiled flooring 

• Run a business from your home 

• Make improvements or alterations to your home e.g. install a shower 

• Put up a shed, greenhouse, television aerial or satellite dish 

• Sublet part of your home or take in a lodger 

• Assign your tenancy 

• Mutual exchange 

• Wall tiling 
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• Parking caravans on our property 

 

We have 1 month to get back to you with a decision. Do not go ahead until you have heard from us.  If we have not 

replied within a month, please contact your local office. 

 

Full details of your rights and responsibilities can be found in your tenancy agreement. 

 

Satellite dish or cable television 

 

If you want to fit a satellite dish you must get written permission. Permission may not be granted because of the way 

your house has been built. 

  

You also need written permission to install cable television or fibre-optic broadband. We would expect the contractor 

you appoint to liaise fully with us and agree where cables are run to minimise the visual impact on the building and to 

also take account of any neighbouring issues. We may ask that your contractor submits a detailed method statement 

and sketch plan before we can approve these works. 

 

Decorating your new home 

 

You may decorate your home internally but bear in mind the decoration must be of a good standard. Please do not use 

artex and do not paint pre finished wooden doors or facings. Do not paint over carbon monoxide or smoke detectors. 

 

Home improvements 

 

You must get written permission to make improvements, like installing a shower, to your home. If permission is granted, 

you may be entitled to compensation if you terminate your tenancy. 

 

Security 

 

Make sure your windows and doors are secure when you are not at home. Please ask to see our staff and tradesmen’s 

identity cards. Do not let anyone in who does not have company identification. 

 

Insurance 

 

Our insurance covers the building and fixtures of your home but NOT your personal items. 

 

It is very important that you take out contents insurance in case of damage, fire, flood etc. We can provide information 

on contents insurance - contact your local office for information. We are not responsible for damage to the contents of 

your home unless we were negligent. 
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Pets 

 

You must have written permission before you can keep a pet. If permission is granted we will issue you with conditions 

for keeping a pet. We do not allow pets in some of our properties. 

  

Gardens and external areas 

 

If you have sole use of a garden you are responsible for making sure it is kept tidy. We will maintain communal open 

spaces and charge this to tenants through the service charge. 

 

Household rubbish 

 

You are responsible for putting out and taking in your bin at the correct time. Please ask your Community Housing 

Officer, your neighbor, or contact your local council to find out the collection day for your area. 

 

You should not leave rubbish bags outside your door. This is especially dangerous in blocks of flats where rubbish 

represents a real fire hazard. 

 

If you have large items to dispose of, call the local council special uplift number for your area which you can find in the 

useful contacts section. 

  

No smoking 

 

We must comply with legislation which prohibits smoking in public premises, including workplaces, because of the risks 

from passive smoking. 

 

It is your decision whether or not to smoke in your own home, or to allow others to do so; however when one of our 

members of staff or contractor provides a service in your home, your home then becomes their workplace. We would 

ask you to help our employees and contractors stay healthy by not smoking whilst they are in your home and by opening 

a window, if necessary, before and during their visit. 

 

Please note that our staff are not permitted to smoke in your home, even at your invitation. 

  

How can my tenancy end? 

 

• You can end your tenancy by giving us at least four weeks - notice in writing with your signature. If you have a 

joint tenancy we must receive both signatures. 

• If we need to take legal action against you if you fail to comply with your tenancy agreement.  We need to 

obtain an order from the Sheriff Court before we could carry out an eviction. 

• If we repossess your home after you have abandoned it. 

• If we take action to convert your tenancy to a Short Scottish Secure Tenancy after you or a member of your 

household is the subject of an Anti-Social Behaviour Order (ASBO). 
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If you would like to discuss any issues, or have any queries regarding your tenancy or tenancy agreement please contact 

your local office. 

 

Section 2: Moving in 

 

When can I move in? 

 

Your tenancy will start on the date in your tenancy agreement. Once you have been given the keys for your new home 

you can start to move in right away. 

 

When do I start Paying Rent? 

 

Your rent is always due on the first of every month, however if you move in the middle of the month we will advise you 

of the rent due when you sign for the property. You are charged rent from the date your tenancy starts even if you do 

not move in on this date 

 

Repairs 

 

Your new home should have been in a good state of repair when you viewed it and you will have agreed this was the 

case when you signed your tenancy agreement. We have a Hillcrest Letting Standard for all new tenancies.  These 

Hillcrest Standards are set out to ensure a consistent standard on re-lets for all our customers. If you have any queries 

relating to the standard of your property or would like further information regarding our standards please visit 

www.hillcrest.org.uk/Housing+Association/Publications/ or contact your local office.   

 

Keys 

 

You will be issued with a minimum of two sets of keys when you sign the tenancy agreement. In most cases these will be 

security type keys. If you need more keys or fobs, you may require a letter of permission from us so check with your 

local office first. You will have to pay for any extra keys. 

 

Housing Benefit/Universal Credit 

 

If you think you are eligible for Housing Benefit or Universal Credit, apply immediately to prevent arrears building up on 

your rent account. If you need advice or assistance please contact your local office. 

 

Heating 

 

You should register with an energy supplier as soon after signing your tenancy as possible. 

 

If you have Total Control electric storage heating in your property, you have to use Scottish Hydro / Scottish & Southern 

as your supplier. In Edinburgh and parts of Fife you will have to use Scottish Power. They control the supply of power to 

the Total Control heating system. 

http://www.hillcrest.org.uk/Housing+Association/Publications/
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You will find information on how to operate your heating and hot water systems in the New Tenants’ Pack issued at the 

time you signed for your property. 

 

Our Maintenance Officer or Community Housing Officer can show you how to use your heating efficiently.  We have an 

Energy Efficiency Advice Service who can help you save money on your fuel bills, access any discounts and give advice on 

heating your home effectively. For more information on this service visit 

www.hillcrest.org.uk/Housing+Association/Money+Advice/  or contact your local office. 

 

If you are on a low income you may be entitled to discounts. Contact your supplier to ask about the “Warm Home” 

discount. 

 

Other questions you might have 

 

We want your move into your new home to be as pleasant as possible. If you have any questions which are not 

answered in the handbook please contact your local office. 

 

We aim to visit you 4 – 6 weeks after you move in and we can discuss any queries you might have at this time. 

 

Moving in checklist 

 

Have you... 

 

Put your Tenancy Agreement in a safe place? 

You will be asked to produce your Tenancy Agreement if you apply for Housing Benefit or Universal Credit. It also serves 

as proof of where you live. 

 

Submitted a Housing Benefit Application or applied for the housing cost element of Universal Credit? (If applicable) 

Housing Benefit/Universal Credit is only paid from when you apply therefore you need to make an application on or 

before you move in to make sure you get what you are entitled to.  

 

Claiming Housing Benefit/Universal Credit is your responsibility but we can help you with this. If you need help please let 

us know as soon as possible. When you submit your claim, make sure you ask for a receipt and keep it in a safe place. 

You may be asked for more information in connection with your claim - please supply this so your claim can be 

processed.  

 

If you have any difficulties with your Housing Benefit or Universal Credit claim please contact your local office as soon as 

possible for help.     

 

When you signed for your tenancy you would have been offered a referral to our Tenancy Sustainment Service who can 

help with all financial aspects of setting up home such as claiming benefits, accessing furniture/white goods and carpets, 

claiming any grants, budgeting for your new home and any other money matters. If you did not take up this offer of help 

it is not too late please contact the team on 0300 123 2640 or email customerservice@hillcrestha.org.uk.  

http://www.hillcrest.org.uk/Housing+Association/Money+Advice/
mailto:customerservice@hillcrestha.org.uk
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For more information on the help available please visit www.hillcrest.org.uk/Housing+Association/Money+Advice/  

 

Registered with an Energy Supplier? 

We will supply meter readings at sign-up. When you call the supplier remember to ask if you are eligible for a cheaper 

“Warm Home” discount. 

 

Asked for permission to: 

• Have a pet? 

• Put down laminate flooring? 

• Make improvements e.g. putting in a shower, installing a satellite dish etc.? 

• Tile walls or floors? 

 

Remember you must put all requests in writing and wait for written permission before doing the above. If you are 

unsure what to do, please ask – our contact details can be found at the start of this handbook. 

  

Organised Home Contents Insurance 

Remember you will need home contents insurance in case your personal belongings ever get damaged or are stolen. 

 

Found out when bins need to be taken out? 

 

It’s always a good idea to ask a neighbour about things like this. They can also tell you about stair cleaning rotas (if 

applicable) or if there is a rota for the drying area etc.  The local council website will have information about bin days. 

 

Changed your address? 

 

Arrange to redirect your mail and let everyone know your new address. 

 

Received an AllPay Card? 

 

You should receive an AllPay card within 7 days after signing your tenancy agreement. If you have not received this 

please contact your local office.  AllPay is one method of paying your rent. 

 

 

  

http://www.hillcrest.org.uk/Housing+Association/Money+Advice/
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Section 3: Your rent 

 

Your rent allows us to repay the loans taken out to build your home and to provide a good housing management and 

maintenance service.  We can advise you on how much Housing Benefit or Universal Credit you are likely to receive. 

Please contact our Tenancy Sustainment Service on 0300 123 2640 for email customerservice@hillcrestha.org.uk for 

advice and information. 

 

Rents are reviewed every year, in consultation with tenants, and any changes take effect from 1st April. We will give you 

one month’s notice in writing of any changes to your rent. 

 

How to pay your rent 

 

Your rent is due on or before the 1st of the month, in advance. 

 

If you would like to pay your rent on another date, or perhaps weekly, then contact your Community Housing Officer to 

discuss. We are happy to come to a suitable arrangement with you to prevent rent arrears. 

 

You can pay by: 

 

• Direct Debit 

• Standing Order 

• Cheque (remember to put your name, address and telephone number on the back) 

• AllPay at any Post Office or PayPoint outlet 

• Debit or credit card payments by telephoning your local office 

• Housing Benefit 

• Online at www.allpay.net  

• Phoning AllPay on 0844 557 8321 (please have your AllPay card ready) 

 

Service Charges 

 

A charge is made for any service we provide to maintain the common features of your development; for example, stair 

cleaning or garden maintenance for communal areas. You will be given an itemised breakdown of any service charge 

when you sign your tenancy agreement. 

 

Service charges are reviewed every year in consultation with tenants and any changes take effect from 1st April. We will 

give you one month’s notice in writing of any changes to your service charge. 

 

Housing Benefit & Universal Credit 

 

You may be entitled to Housing Benefit or the Housing Cost Element of Universal Credit to help pay your rent. Even if 

you are working it is sometimes worthwhile making a claim, depending on your income and circumstances. 

 

mailto:customerservice@hillcrestha.org.uk
http://www.allpay.net/
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If you are in receipt of Job Seekers Allowance or Income Support you will normally receive full Housing Benefit. You can 

ask for this to be paid directly to us.  If you are in receipt of Universal Credit, you will receive your housing costs paid to 

you.  You will then be expected to pay us your rent from this money. 

 

If you think you may be entitled to Housing Benefit or Universal Credit, you should either: 

 

 Complete a Housing Benefit form on the day you sign your tenancy agreement and make sure you get a receipt 

when you hand the form in for processing at the Housing Benefit Office; or 

 If you are in receipt of Universal Credit, you need to amend your claim online.  

www.gov.uk/apply-universal-credit   

 

It is vital you supply the Housing Benefit Department or the Department of Work and Pensions (DWP) with all the 

information they require to process your claim. 

  

If you fail to do this, your claim could be cancelled and you would be personally responsible for all the rent due. If your 

circumstances change, in any way, you MUST inform Housing Benefit or the DWP. 

 

In some areas you will receive Review Forms from the Housing Benefit Department and again, your claim will be 

cancelled if you do not return these forms as requested. 

 

If you need help completing your Housing Benefit or Universal Credit form please contact your local office. 

 

What if I get into difficulties or my circumstances change? 

 

If you think you may have problems and are having difficulties paying your rent please contact your local office 

immediately. We will come to an agreeable arrangement with you to sort this out. 

 

If you fall behind with your rent payments, we will contact you to find out if you are having difficulties and how we can 

help. We try to get in touch as early as possible so we can come to an agreement to prevent arrears becoming serious. 

 

If you are experiencing financial difficulties or feel you just need some advice, please contact our Tenancy Sustainment 

Service on 0300 123 2640 or customerservice@hillcrestha.org.uk. The team can give you advice on benefits and 

budgeting.   

 

Our Tenancy Sustainment Service provides information and advice to Hillcrest tenants and their households. 

 

The service is provided to ensure that: 

 

• Tenants can maximise their income by accessing all available sources such as welfare benefits 

• Tenants can access mainstream financial services 

• Tenants can make informed decisions about all money issues 

 

If the Tenancy Sustainment Service can’t give you the assistance you need, we can refer you to another agency. 

https://www.gov.uk/apply-universal-credit
mailto:customerservice@hillcrestha.org.uk
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Information and advice is provided in the following areas: 

 

 Rent arrears 

 Council Tax arrears 

 Universal Credit 

 Housing Benefit and Council Tax Reduction 

 Pension Credits 

 Disability Benefits 

 Tax Credits 

 Scottish Welfare Fund 

 Utility debts 

 Consumer debts 

 Accessing furniture, white goods and carpets 

 Household budgeting 

 Accessing affordable credit 

 Home contents insurance 

 Any other money matters 

 

For more information about the Tenancy Sustainment Service please visit 

www.hillcrest.org.uk/Housing+Association/Money+Advice/ or contact your local housing office. 

 

What happens if I break my rent arrears agreement? 

 

If you break the agreement you made to pay your rent and arrears, we can: 

 

• Take court action to recover the rent due which could mean you would lose your home 

• Arrange to have the rent taken directly from your salary or benefits 

 

We do not want you to lose your home but rent arrears are a very serious matter. Please contact us as soon as you think 

you may be having difficulties and we will try to sort it out together. 

  

Council Tax 

 

For information on Council Tax please contact your local council offices. You are responsible for paying the council tax 

and water rates for your home.  

 

If you live alone you will be entitled to a 25% discount on Council Tax. 

 

 

  

http://www.hillcrest.org.uk/Housing+Association/Money+Advice/
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Section 4: Help Advice and Support 

 

At Hillcrest we understand that our tenants can need help with a range of issues and we have a number of services to 

help support our tenants to manage their tenancies. 

 

Sometimes paying rent and bills and everything that goes with having a tenancy can get a bit much. There is help 

available. We have a dedicated Tenancy Sustainment Team who can help you understand and manage all of the financial 

aspects of starting and sustaining your tenancy. 

 

A range of help and advice is available including: benefits advice; managing money and paying bills; budgeting and 

looking at the costs involved in running a home; accessing furniture/carpets/white goods; dealing with debt issues; 

lowering fuel bills; Home Contents Insurance; opening bank and savings accounts;  and accessing low cost loans. 

 

If you don’t want to come into our office then we can visit you at home. Get in touch with us and we can discuss 

everything with you:  

 

T: 0300 123 2640 (all areas)   

E: customerservice@hillcrestha.org.uk 

 

Tenancy Support 

 

Our Tenancy Support Team operating in Dundee provides a service that allows vulnerable tenants to live independently 

by: 

 

• Providing a service tailored to individual needs 

• Providing a service where dignity and the right to privacy is paramount 

• Ensuring tenants are kept informed 

 

Tenancy Support can help in the following areas: 

 

• Give advice and assistance with benefits and budgeting 

• Assist new tenants to settle into their homes 

• Ensure repairs are carried out 

• Provide help to check the safety and security of your home 

• Help address any tenancy issues 

• Advise and assist on how to be a good neighbour 

• If necessary, work with other support services on a tenant’s behalf 

 

If you think you would benefit from our Tenancy Support Team or would like more information about services in your 

area please contact your local office. 

 

 

mailto:customerservice@hillcrestha.org.uk
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Energy Efficiency Advice Service  

 

Due to rising energy prices, you might find it hard to heat your home properly. We can offer a free energy advice service 

to help with a number of things: 

 

 Heating & Hot Water Systems 

 We can offer help with efficient use of systems, using your heating system programmer and assist with faulty 

heating systems. 

 Reduce Cost of Fuel 

 We can help you to switch supplier and tariff and change payment methods. We can provide information on 

Warm Home discounts and Winter Fuel allowances. 

 Debt Management 

 We can advise you on fuel debt, budgeting and we can liaise with fuel suppliers on your behalf. 

 Dampness and condensation 

 We can advise you on moisture control in the home. 

 Reduce household energy consumption 

 We can give you tips on saving energy in your home and advise you on local grants and advice initiatives. 

 If you would like to speak to an adviser about any energy related issue please call or email us using the contact 

details below. 

 

T: 0300 123 2640 

E: customerservice@hillcrestha.org.uk  

 

Moving House 

 

Your circumstances may change and you may want to move to another property. This section explains your options and 

what you have to do before you leave your present home.  It is your responsibility to let any relevant Benefit Agencies 

(Housing Benefit or the DWP,)  know that you no longer wish to claim at this address (if applicable.) If you fail to let them 

know you may end up being overpaid and may have to repay the amount in full.  

 

If you owe any sums of money to Hillcrest for rent arrears or recharged repairs for example, these will still require to be 

paid even when you cease to be our tenant. 

 

Transfer 

 

If your housing requirements change, for example, if you need more bedrooms, you can apply for a transfer. Please 

complete a transfer form and return it to your area office. If you want to move somewhere in Angus, Edinburgh or Perth 

& Kinross, you will have to complete a local Council Housing Application to apply for a transfer. If you have already 

applied to your local Council there is no need to apply again but you should let them know if your circumstances have 

changed. For further advice please call your local office. 

  

  

mailto:customerservice@hillcrestha.org.uk
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Mutual Exchange 

 

It is possible for you to exchange properties with other social housing tenants in your area. Your local council keeps a 

register of tenants who want to swap properties. Please contact your local council or your local Hillcrest office for 

further information and advice on how to register. 

 

House Exchange 

 

You can access information on other tenants in any part of the UK who would like to move and “swap” homes by 

registering your details at www.houseexchange.org.uk 

 

Ending your tenancy 

 

If you want to end your tenancy you must give us at least four weeks’ notice in writing and include your name, signature, 

current address, contact telephone number, forwarding address and the date you want to leave. 

 

If you wish to extend your termination date, you should notify us in writing. 

 

Moving out 

 

We will arrange to inspect your house soon after we receive your letter giving four weeks notice. We will ask you to 

carry out any repairs that are your responsibility and arrange to come back before the end of your tenancy to make sure 

these repairs are completed. 

 

We will also let you know, by letter, of the rent due to the end of the tenancy and you should contact the local office to 

make a final arrangement to pay this amount. 

 

If you are in agreement we would like to be able to show possible new tenants your home in this four week period. 

  

You should return both sets of keys to your local office by the last day of your tenancy. 

 

Your house should be left in a clean and tidy condition. If you leave furniture or belongings in the property (without our 

prior consent) we will recharge you for getting rid of these items. 

 

You should notify the gas and electricity company you are moving and arrange final meter readings. Also, you should 

make arrangements to have your mail re-directed. 

  

Our repairs and maintenance service 

 

As part of our service we aim to provide a fully comprehensive repairs and maintenance service to all our tenants and 

we have a strict set of customer service standards. 
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We aim to: 

 

• Meet all our legal and contractual obligations under your tenancy agreement 

• Set performance targets so that at least 93% of work is always completed on time 

• Provide all lettings with a good standard of decoration, adequate heating and gas safety checks 

• Provide the contractors who work in your home with all the necessary information to carry out repairs to your 

satisfaction 

• Provide carbon monoxide detectors to all properties where there is a gas supply 

• Provide smoke detectors to all properties 

• Maintain mutual closes in good order in partnership with mutual owners 

 

Please note that these service standards only apply to repairs and maintenance for existing properties. If you have 

moved into a new property as the first tenant, please be aware there is a 12 month defect liability period. This means 

repairs will be passed to the developer, who will carry out the repair. 

 

Repairs 

 

How do I report a repair? 

 

• Phone the Repairs Hotline 08000 324 888. This call is only free from BT landlines 

• e-mail us at repair@hillcrestha.org.uk (not for urgent or emergency repairs, ideally please report urgent or 

emergency repairs by telephone.) 

 • The Repairs Hotline 08000 324 888 is also available out of hours for emergencies only. 

 

So we can give you the best service possible, have the following details ready: 

 

Name 

Address (including flat location) 

Details of the Repair 

Contact Number  

Access arrangements 

 

If you report your repair by phone we will allocate your repair a priority and where possible, book an appointment for 

the work to be carried out. When an appointment is booked, you will be sent a text message with the confirmed date 

and time slot. 

 

Once your repair has been carried out you will have the opportunity to complete a satisfaction survey which will enter 

you into a prize draw. 

 

  

mailto:repair@hillcrestha.org.uk
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Right to Repair 

 

This is a scheme that gives you the right to have small urgent repairs carried out within a given timescale - a leaflet is 

included in your new tenancy pack and is available at all our offices. 

 

Compensation for repairs 

 

For all repairs, you can claim compensation if our contractor has failed to carry out an initial visit to assess the repair or 

completed it within the maximum period of time it was allocated. This takes into account the times when a contractor 

may visit your home and then may have to order a part to fix the repair. This work would then take longer than our 

original estimation. Compensation is a fixed payment of £15. 

 

Please contact your local office for further advice.  

  

Repairs you pay for 

 

There are some repairs that you are responsible for: 

• Damage caused by you, your family and your visitors (even if it’s by accident).  Please see contents insurance in 

Section 1 for more information 

• Damage caused by alterations or installations that you have carried out 

• Damage caused by a crime and you do not have a crime reference number from the police 

• Damage to sanitary ware, toilet seats and clearing choked toilets and sinks 

• Broken plugs, chains and door handles 

• If you call the out of hours Repairs Hotline and the repair is not an emergency. Please see the table later in this 

section for more information on what is an emergency repair  

• Keys are the sole responsibility of the tenant.  

• If you fail to keep an agreed appointment more than once with a contractor you may be charged 

• Costs arising from negligence, fire or frost damage 

• Removal of dumped furniture or bulk items 

• One off communal stair cleaning 

 

If we find that you are responsible for any of the above, we may recharge you.   

Please see the table later in this section for a full list of repairs which are your responsibility. 

 

Our contractors in your home 

 

Always ask for identification before you let callers into your home. 

 

All our contractors work under a Code of Conduct and are expected to be considerate while in your home and tidy up 

after themselves to your satisfaction. Let us know if this does not happen. 
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Alterations and improvements 

 

Do not carry out any work before you have written permission. This includes putting in a shower, laying laminate 

flooring and fitting a satellite dish. Please call our Repairs Hotline on 08000 324 888 and ask for a form to be sent out. 

 

Please remember that we may still need to access under floors to repair pipes and cable.  If this happens then you will 

need to lift and re-install laminate flooring at your own expense.  

 

If you carry out improvements with our permission and you then leave the property, you may be able to claim 

compensation. Claims will only be considered if an original receipt for the work is produced. The leaflet ‘Right to 

Compensation for Improvements’ is available at all our offices. 

 

Emergency repairs 

 

Please see the table on page 24 to find out what is classed as an Emergency.   

 

For an emergency repair call the Repairs Hotline on 08000 324 888. (Free from BT landlines only). 

 

Our response will be either to: 

 

• Organise works immediately 

• Organise works for the following day. 

• Decide it is not an emergency and issue a works order the next day stating whether the repair is classed as 

Urgent or Routine. 

• Decide it is not an emergency and give other advice. 

 

Electricity and gas supply 

 

It is essential that you arrange for the gas and electricity supplies to be put on and changed to your name. 

 

Gas servicing 

 

If your home has a gas meter, gas fire or boiler you must let us in to service them when we request access.  We will 

contact you in advance with an appointment for this to be done. 

 

Apart from looking after your safety, this is part of your tenancy agreement, and if you do not allow us access  in to do 

this, court action may be taken against you, and you would have to pay for legal expenses. 

 

This includes properties where you do not use gas but there is still a gas meter. 
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Adaptations 

 

If you need changes to your home due to a medical condition, please ask your GP or Occupational Therapist. For 

example you may need a level access shower or handrails. We require a written recommendation before we can 

consider this work. 

 

Security and safety of your home 

 

Smoke alarms & carbon monoxide (CO) detectors 

 

Your home has a smoke detector fitted for your safety. Please make sure that you test the alarm regularly by pressing 

the test button on the front of the alarm - a shrill sound tells you it’s in working order.  

 

If you cannot safely reach your smoke detector to regularly test it, please contact your local housing office. For safety, 

the smoke detector in your home is wired directly into your home’s electrical supply but does have a battery back- up 

facility in case of power cuts.  

 

The battery back-up facility is part of the detector and cannot be changed. It is advisable to keep your alarm dust free 

and you should occasionally vacuum around the casing of the detector to remove any excess dust. 

 

If a CO detector starts bleeping, please contact the Repairs Hotline 08000 324 888 number immediately.  

 

Smoke alarms and CO Detectors are there for your protection and should not be removed or painted. 

 

Blocked drains and sinks 

 

If you have a blocked sink or drain please contact your local office for advice.  We can arrange to have the blockage 

cleared.  But if the contractor confirms this is due to misuse by you such as, putting fat down the kitchen sink or sanitary 

items or nappies down the toilet you will be charged for the full cost of the work. 

 

Frost and burst pipes 

 

Do you know where the stop valves are?  If not, contact your local office and we can arrange a visit to show you. 

 

If you do have a burst pipe, turn the stop valve clockwise to shut off water, open the taps to the bath, wash hand basin 

and sink to allow as much water as possible to escape. 

 

Check the stop valves every now and again to make sure they are not jammed and turn them off when you go on 

holiday. If you go away in the winter, your system needs to be drained down or your heating should be left on at a low 

level. If in doubt, call your local office for advice. 
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What is condensation? 

Condensation occurs when warm, moist air meets a cold surface such as a window, mirror, cistern or wall and causes 

water droplets to form.  The risk of condensation depends upon how moist the air is and how cold the surfaces of the 

rooms are.  How you ventilate and heat your home and how much moisture you produce will affect the level of 

condensation.  

Condensation can cause unsightly mould that can damage clothing, furniture and wallpaper.  Air borne mould spores 

can also induce respiratory illness in some people.  Daily removal of condensation from windows, walls and surfaces – 

using a towel or cloth – will help prevent mould growth. 

Causes of Condensation 

 Excess moisture 

 Inadequate ventilation  

 Inadequate heating 

 Cold surfaces 

 

Top Tips to avoid Condensation & Mould  

1. Always dry clothes outside! If drying inside, dry in a room with an open window, close doors, heat and ventilate 

room  

2. Use lids on pots when cooking  

3. Ventilate the whole house for at least an hour per day, try to keep window vents open  

4. Make sure to vent tumble dryers to the outside  

5. When using bathroom or kitchen, always close doors, open windows, and use extractor fans  

6. To prevent mould growth, wipe down windows, and kitchen and bathroom surfaces after use  

7. Try to heat the whole house in cold weather where possible  

8. If not possible, close doors to prevent moisture spreading to unheated areas  

9. Avoid storing item against walls, and allow air to circulate behind stored items and beds  

10. Avoid using portable gas heaters  

 

Remember...  

Condensation = Excess moisture + Inadequate ventilation + Inadequate heating + Cold surfaces 

If you would like any more information about how you can tackle condensation in your home or if you have any queries 

about your heating system or energy supply, or are concerned about your energy bills,  please contact HEAT (Hillcrest 

Energy Advice Team): 

T: 0300 123 2640 

E: customerservice@hillcrestha.org.uk 

W: www.hillcrestha.org.uk 

 

Repairs helpline: 08000 324 888 

 

mailto:customerservice@hillcrestha.org.uk
http://www.hillcrestha.org.uk/
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Gas 

 

If you discover a gas leak, you should: 

 

 Call Scottish Gas Network (SGN) on 0800 111 999 

 Do NOT turn on or off electrical switches 

 Do NOT smoke 

 Do NOT use naked flames. Turn off gas supply at the meter 

 Open doors and windows 

 

Electricity, fuse boxes and circuit breakers 

 

If your electricity goes off this could be due to a faulty appliance in your home. This is a safety feature,  

if you’re unsure what to do call our repairs team or local office for advice on how to reset your system. 

 

Make sure your plugs have the correct fuse in them. Although most plugs come with a 13 amp fuse many items need a 

lower rated fuse. 

 

Long term maintenance 

 

The long term maintenance of your property and communal areas is split into cyclical and planned programmes. 

 

Cyclical 

 

The outside of your house or flat is inspected and painted every 6 years if needed. This can include the pipes, gutters, 

and rhones etc. not the external walls of the property. 

  

Planned maintenance 

 

Other inspections are also carried out to see if windows, kitchens, boilers and heating may need to be renewed. 

 

• Kitchens are generally replaced every 15 years. 

• Windows, bathrooms and heating will always be inspected before replacement. 
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Your new build home 

 

If you are moving in to a newly built home, you will receive a Welcome Pack when you move. This will contain 

information and advice on the use of all the “systems” in your home e.g. heating, hot water, ventilation etc. Should you 

require assistance please contact the Maintenance Officer for your area. 

  

In new properties we would ask you not to wallpaper any of the rooms in your home until we have carried out the End 

of Defects inspection, normally 12 months after you move in. This inspection will be carried out by a member of our 

Development Department. 

 
Division of repairs responsibility 

 
Item Hillcrest’s 

responsibility 
Your 

responsibility 
Exception 

Back boiler/fire/radiator ✔   

Balconies ✔   

Banisters (internal) ✔   

Baths ✔   

Bin shelters ✔   

Brick/block work etc. ✔   

Carbon monoxide detectors ✔   

Carports ✔  1 

Ceilings ✔   

Chimney stacks/pots/cowls etc. ✔   

Chimney Sweeping  ✔  

Cisterns ✔   

Cleaning – communal stairs and windows  ✔ 3 

Clothes poles/rotary Driers ✔   

Ropes - your responsibility    

Cookers (owned by you)  ✔  

Communal areas to flats ✔   

Cupboards ✔   

Damage – willful or neglect  ✔  

Damp-proof course ✔   

Decoration (external) ✔   

Door locks (including bathroom door) ✔   

Unless you have lost, stolen or broken your 
keys 

   

Ropes for sash and cord windows ✔   

Roughcast ✔   

Rubbish chutes ✔   

Satellite dish  ✔  

Shower unit  ✔ 2 

Sink bowl and drainer ✔   

Skirting boards ✔   
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Smoke detector unit ✔   

Stairs (common or internal) ✔   

Stair lighting ✔   

Steps ✔   

Taps (including washers) ✔   

TV aerials ✔  1 

Vandalism – repairs ✔   

Ventilators/Extractors/Fans ✔  1 

Wash Hand Basin ✔  4 

Waste plugs/chains to basin/bath & sink  ✔  

Water heating ✔   

Water supply ✔   

WC bowl/seat and lid ✔  4 

Window frames, cills and fitting ✔ 

 

 
Codes for Exceptions are: 

1.      Unless your own installation 
2.      Unless Hillcrest installation 
3.      Unless covered by a service charge 
4.      Unless through neglect or damage 
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 Target Times 

 

We have five target times which cover all repairs. When you phone us or come in to the office with your repair we will 

give you this information, so that you are aware of how long the repair is expected to take. 

 

These target times are:  

 

CATEGORY  DESCRIPTION  TARGET 

RESPONSE 

TIME 

EMERGENCY  Repairs necessary to prevent 

serious damage to the building, 

immediate danger to health, risk to 

safety or risk of serious loss or 

damage. 

E.g. fire/flood/gas leak/break in 

 4 hours 

URGENT  Repairs which seriously affect your 

comfort or convenience. E.g. roof 

leaks 

/ faulty locks / electrical 

repairs/plumbing 

repairs/security measures 

 3 Working 

Days 

ROUTINE  Repairs which do not need 

to be repaired as a matter of 

urgency. 

E.g. external repairs 

 10 

Working 

Days 

➜ Working days do not include Saturday & Sunday 
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Section 5: Sustainability 

 

Sustainability is about making sure that our actions and the way we live do not have a bad effect on the quality of life for 

people in the future (our children and their children and so on).  

 

We are committed to reducing the environmental impact of our activities and making a positive social and economic 

contribution to local communities.  

 

For more information contact one of our offices and ask for a copy of our Environmental and Sustainable Development 

Policy. 

 

In 2008 we became one of the first housing associations in Scotland to implement the ISO14001 standard. This relates to 

an Environmental Management System and commits us to continual environmental improvement through all our 

activities. 

 

You can read more about Hillcrest sustainability initiatives on the Hillcrest website www.hillcrest.org.uk. 

  

You can read the Hillcrest Sustainability Policy online at www.hillcrest.org.uk or ask at your local housing office. 

 

The information below sets out a number of ways that you can help save the environment. Most of them will save you 

money as well. 

 

Free advice to save energy and money 

 

Using less energy will save you money, and will also help to reduce the impacts of climate change. We can provide you 

with free advice on energy efficiency and reducing your energy bills.  

 

Advice is available over the phone or advisers can visit you in your home. To find out ways to save energy and money 

contact your Energy Efficiency Officer on 0300 123 2640 or customerservice@hillcrestha.org.uk.  

 

Look for the energy efficient logo on appliances 

 

If you are shopping for new appliances or products for the home choose ones with the Energy Saving Recommended 

logo. It is a quick and easy way to spot the most energy efficient products on the market. Energy efficient products use 

around 40-60% less electricity than regular appliances. 

 

By law, the European Community Energy Label must be displayed on all new household products of the following types 

displayed for sale, hire or hire-purchase: 

 

• Refrigerators, freezers and fridge freezers 

• Washing machines 

• Electric tumble dryers 

mailto:customerservice@hillcrestha.org.uk
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• Combined washer-dryers 

• Dishwashers 

• Lamps 

• Electric ovens 

• Air conditioners 

 

You should expect to be provided with this information wherever you buy or hire these products. 

 

The more efficient the product, the less energy it needs and the more you get for your money. ‘A’ rated products are the 

most efficient and ‘G’ rated products the least efficient. The most efficient fridges and freezers can now be identified by 

new ‘A+’ and ‘A++’ markings on the large black arrow appearing against the green ‘A’ arrow. 

  

Further Information 

 

It might be possible for you to purchase energy efficient goods through a credit union, which will allow you to make 

manageable weekly payments. For further information contact the Tenancy Sustainment Team on 0300 123 2640. 

 

Green electricity tariffs 

 

In the UK about two thirds of our electricity is created by burning coal and gas in power stations. This releases millions of 

tonnes of carbon dioxide which is the main gas responsible for climate change.  

 

The other third of electricity mainly comes from nuclear power, which has other worryingly severe environmental 

impacts, however no carbon dioxide is emitted ‘Green electricity’ means electricity produced from sources which do not 

cause these impacts upon the environment. Of course, every type of electricity generation will have some impact, but 

some sources are much greener than others.  

 

The cleanest energy sources are those which make the most of the natural energy flows of the Earth. These are usually 

known as renewable energy sources, because they will never run out. 

 

You don’t need a windmill on your roof to use renewable- energy. Most energy suppliers now offer some form of ‘green’ 

tariff, and in many cases they will not cost you a penny more than you currently pay. 

 

For guides to green tariffs available in your area contact: 

 

• The Green Market Place at www.greenelectricity.org     

• uSwitch at www.uswitch.com or call 0845 601 2856 

• The Green Energy Helpline at www.green.energyhelpline.com  

 

Disposal of hazardous (special wastes) 

 

Special waste has hazardous properties that may make it harmful to human health or the environment. 

 

http://www.greenelectricity.org/
http://www.uswitch.com/
http://www.green.energyhelpline.com/
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Examples of wastes classed as special waste include: 

 

• Lead-acid batteries 

• Electrical equipment containing hazardous components (eg fridges, freezers) and any equipment that includes 

cathode ray tubes (e.g. old style televisions) 

• Oily sludges 

• Solvents and paints 

• Fluorescent light tubes 

• Chemical wastes such as bleach household cleaners, insecticides, etc. 

• Pesticides 

 

Where possible, special waste should not be disposed of along with your general waste, but should be taken to a council 

or community recycling centre for free, safe disposal. 

 

If you are unsure whether your waste is special waste, contact your local council waste management department. 

 

Recycling – For recycling facilities in your area, contact your local council or ask at your local Hillcrest office. 

  

You and your neighbours 

 

Everyone should be able to enjoy their home in peace and quiet but sometimes, different lifestyles can cause problems. 

 

The most common complaints we receive are about noise, pets, car parking, children and fly tipping. 

 

Be considerate and think about your neighbours and the people in your area where  you live. 

 

If you do have a problem, the best way to sort out any problems with a neighbour is to speak to them. Keep calm and be 

friendly. Your neighbour might not realise that you can hear their music or that it is their turn to do the stairs. 

 

You are also responsible for visitors to your home so make sure they also show consideration to your home and your 

neighbours. 

 

If the problem is not easily sorted or becomes more serious, we can offer an independent mediation service or support 

from other agencies. 

  

We take any forms of harassment very seriously. Please contact your local office for advice and support if you feel you 

are being harassed. 

 

Making a complaint about a neighbour 

 

If you make a complaint about a neighbour, our staff will advise you how we can help with your complaint. If you need 

further assistance beyond your initial enquiry, it will normally be passed to your local Community Housing Officer (CHO). 
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If the complaint is regarded as being minor, the CHO may, in agreement with you, decide that: 

 

• The situation will be monitored 

• You will attempt to resolve the complaint directly by speaking with your neighbour 

• You will, with assistance if required, seek to involve another more appropriate agency 

 

For complaints not regarded as being minor or where you have been unable to resolve the complaint yourself for any 

reason, the CHO will investigate the complaint and will contact you regularly during the investigation. 

 

In certain cases it will be desirable to work with other agencies including Police Scotland, Community Mediation 

Services, Safer Communities Team, Environmental Consumer Protection Department, Social Work Department etc. 

 

Confidentiality 

 

Wherever possible we will seek to maintain the confidentiality of the complainant. However because of the nature of 

the complaint, it may become obvious to the alleged perpetrator who has made the complaint. 

  

Making stronger communities 

 

Residents’ and Tenants’ Groups or community events are a great way to bring people together and Hillcrest will consider 

any ideas that will strengthen communities and neighbourhoods. 

 

Gardens and External Areas 

 

If you have exclusive use of a garden, it is your responsibility to make sure it is kept tidy. 

 

If you have a shared garden and it is not looked after by us, please get together with your neighbours about keeping the 

area tidy so you can all enjoy it. 

  

Getting involved 

 

Tenant Participation 

 

Under the Housing (Scotland) Act 2001, you have the right to be kept informed and consulted on a number of topics and 

on anything which affects your home and the services you receive. 

 

From reading the Hillcrest Newsletter to coming along to meetings, you choose how much you want to be involved.  

 

Here are some of the ways we keep in touch with you and how you can join us in working together: 
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Newsletters 

 

There are 2 editions of Hillcrest News sent out each year and this is a great way to keep tenants informed about what is 

going on in Hillcrest. Your local office has a Tenant Participation Action Plan which details the activities in your area. 

Please contact your local office if you would like a copy  

 

Please send in any items of interest or letters and let us know what you would like to read about in your magazine. 

  

Website 

 

Our website address is www.hillcrest.org.uk. There is a lot of information on this site about Hillcrest Housing 

Association, the Hillcrest Group of Companies and about being a Hillcrest Housing Association tenant. 

 

Social media 

 

To get regular updates on Hillcrest Housing Association news and events you can ‘Like’ the Hillcrest Group of Companies 
Facebook page.  
 
You can find the Hillcrest page by logging on Facebook and searching “Hillcrest Group of Companies”. 
 
Don’t be concerned that if you ‘Like’ us we’ll see anything on your page. Your secrets are safe! When you ‘Like’ a 
business page your information does not appear on our news feed. All that Hillcrest can see are how many people have 
liked us and other business pages. 
 
If you want updates from throughout the working day at Hillcrest, then Twitter you might like to ‘Follow’ us on Twitter. 
 
You can follow us on Twitter by logging into your Twitter account and searching “Hillcrest_Group”. 
 
We would also like your feedback and ideas for the Facebook page and Twitter feed.  What would you like us to post 
about? Is there anything you think would make a good post?  
 
Social media can be a great place for tenants to get information and discuss what’s happening and with your help we 
can make it great! So please send your ideas, thoughts and suggestions to the Hillcrest Communications and Media 
Team by emailing the addresses below. 
 
chanlon@hillcrestha.org.uk 
rmuir@hillcrestha.org.uk  
 
Surveys 

 

We carry out a variety of surveys all the time. You don’t have to wait for a survey though – any member of staff would 

be happy to hear your views at any time. 

 

  

http://www.hillcrest.org.uk/
mailto:chanlon@hillcrestha.org.uk
mailto:rmuir@hillcrestha.org.uk
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Consultation Register 

 

This is a register of tenants who give us their views by post or e-mail. If group meetings are not for you, then this register 

is a great way to be part of Working Together. 

  

Working together 

 

Working together at a local level 

There are a number of ways for you to be involved and help staff look after the area where you live such as Estate 

Walkabouts, Estate Links, Stair Meetings and local tenants groups. 

 

Working Together Hillcrest wide 

You can also take part in Focus Groups’, Tenants Meetings and other Groups that meet to improve the service for 

Hillcrest Housing Association tenants in all our areas. 

 

Please contact your local housing office to find out more about how you can take part in a way that suits you. 

  

Compliments, Suggestions or Complaints 

  

Our policy is compliant with the Scottish Public Sector Ombudsman (SPSO) model used throughout the housing sector. 

This is a two stage process. We are also keen to hear any compliments where we have done a good job, or if you have 

any suggestions to improve our services to you.  The Hillcrest Group is committed to the provision of the best possible 

service for our customers. We want to improve the quality of our services and the experiences of those who are using 

them.  

 

Please visit www.hillcrest.org.uk/Housing+Association/Your+Opinion+Counts/ or contact your local office for more 

information on how to give us feedback. 

 

We aim to provide a first class service to you, but there may be occasions when you are not happy about the service we 

provide. If this is the case, please inform us. You may want to complain about the service we provide if: 

 

• You do not receive information you requested 

• You feel a member of our staff or Committee or contractor has not behaved reasonably towards you 

• You feel your housing application has not been handled adequately 

• You feel you have been unfairly discriminated against 

• There are delays in carrying out repairs to your property 

• The standard of repairs is inadequate 

 

  

http://www.hillcrest.org.uk/Housing+Association/Your+Opinion+Counts/
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Stage 1 Complaints 

 

We would encourage you to use the informal approach first. Informal comments and complaints will normally be those 

which can be acted on and where appropriate resolved without the need for a formal investigation or any other delay. 

Brief details of an informal complaint will be recorded for monitoring purposes, but will not be recorded in the formal 

complaints register. 

  

Stage 2 Complaints 

 

While we would hope that most problems can be sorted out quickly & informally, you have every right to make a formal 

complaint. 

 

You should write to us within 2 weeks of the event or incident you wish to complain about. 

 

We will acknowledge your complaint within 5 working days and will write to you within 20 working days to let you know 

the result of our investigation. 

  

Ombudsman 

 

If you are still unhappy after the appeal has been dealt with, you can appeal to the Scottish Public Services Ombudsman. 

 

You can contact the Ombudsman at: 

 

Scottish Public Services Ombudsman 

4 Melville Street Edinburgh 

EH3 7NS 

Tel: 0800 377 7330 

Email: ask@spso.org.uk 
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Section 6: Frequently Asked Questions 
 

Here are a few examples of our most frequently asked questions and answers: 

 

All of our key policies can be accessed in the publications section of our website: 

www.hillcrest.org.uk/Housing+Association/Publications/ 

 

Can I put up a satellite dish? 

 

It is essential that you ask our permission before putting up a satellite dish. You should put your request in writing to us. 

If we find that a dish has been put up without our written permission we will insist that it be taken down. 

 

Can I buy my property? 

 

A very small number of tenants have the right to buy (RTB) their home. This is not a decision made by Hillcrest but by 

government legislation.  Only those tenants who have a tenancy start date prior to 1 January 1989 are eligible to 

purchase their home.  In addition those tenants who were part of the stock transfer in Angus have a preserved RTB. 

 

The RTB is to be abolished on 31 July 2016, and at that date NO tenant will have the right to buy. 

 

How do I complain about Service? 

 

Refer to Section 10 of this handbook 

 

How do I complain about problems with my neighbours? 

 

Refer to Section 8 of this handbook 

 

Can I transfer/exchange with another tenant? 

 

Yes you can, as long as it’s with either another Hillcrest tenant, or other Housing Association tenant or a local authority 

tenant and providing that both landlords give written permission. You can get further information from the information 

sheets on Transfers, and Mutual Exchanges (available in all of our offices). 

 

Can I have a rent statement? 

 

You will receive a statement from us four times a year. If you require a statement at any other time please contact us. 

 

What happens if I lose my keys or fobs? 

 

If you lose your keys, break them or they are stolen we do not keep any replacement or duplicate keys for your 

property. You will have to arrange for a joiner to gain entry to your property and pay for this service yourself.  

 

http://www.hillcrest.org.uk/Housing+Association/Publications/
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On many of our developments, the keys are security keys. This means the blanks are not available from a normal key 

cutter. You will need a letter of authority from us to take to a specific locksmith who can cut a replacement for you. 

Before issuing the letter, we will have to see ID from you and ask you to provide a signature. If you lose your fob you will 

need to pay for a replacement. 

  

Can I make an alteration to my property? 

 

Yes, but first you must write us to ask permission before carrying out any alterations including, for example, installing a 

shower and putting up external fences, gates and sheds. 

 

Can I apply to be a sharing owner or a Homestake owner? 

 

We have some properties which are for Shared Ownership or Homestake and tenants can apply for these. 

 

This is entirely different from buying the home you are living in and renting. If you would like to know more about 

Shared Ownership or Homestake, please contact your local office for information and an application form. 

 

If you have any more questions that are not covered in your handbook, please contact your local office. 
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Section 7: Useful contacts 

 

Hillcrest Housing Association 

Head Office 

FREEPOST RSLG-SXSY-JAHS 

1 Explorer Road Dundee 

DD2 1EG 

Tel: 0300 123 2640 

Fax: 01382 564895 

Email: customerservice@hillcrestha.org.uk  

 

Angus Office 

FREEPOST RRSR-CLHZ-EAHZ 

1 North Grimsby Arbroath 

DD11 1NU 

Tel: 0300 123 2640 

Fax: 01241 877630 

Email: customerservice@hillcrestha.org.uk 

 

Dundee Office 

FREEPOST NAT22732 

4, South Ward Road 

Dundee DD1 1PN 

Tel: 0300 123 2640 

Fax: 01382 201772 

Email: customerservice@hillcrestha.org.uk  

 

Edinburgh Office 

FREEPOST RRSR-CGKR-GZGA 

126 Canongate, Edinburgh, EH8 8DD, 

Tel: 0300 123 2640 

Fax: 0131 558 9888 

Email: customerservice@hillcrestha.org.uk  

 

Perthshire/Fife Office 

FREEPOST RSBL-STTU-GKJC 

55 Huntingtower Road Perth 

PH1 2LH 

Tel: 0300 123 2640 

Fax: 01738 630590 

Email: customerservice@hillcrestha.org.uk  

 

mailto:customerservice@hillcrestha.org.uk
mailto:customerservice@hillcrestha.org.uk
mailto:customerservice@hillcrestha.org.uk
mailto:customerservice@hillcrestha.org.uk
mailto:customerservice@hillcrestha.org.uk
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Dundee 

Dundee City Council 

Head Office: 50 North Lindsay Street, Dundee DD1 1QE  

Telephone: 01382 434000 

Website: www.dundeecity.gov.uk  

 

Dundee West Housing Office 

Housing Enquiries  

Telephone: 01382 307301  

 

Dundee East Housing Office 

Housing Enquiries  

Telephone: 01382 307401 

 

Housing Benefits & Council Tax Enquiries 01382 431205 

Rent Direct & Council Tax   0800 250025 

Council Tax     01382 434000 

Social Work     01382 434000 

Cleansing Department    01382 434000 

Special Collection    01382 436238 

Dog Warden Service    01382 436285 

Pest Control     01382 436288 

Benefits Agency     08444 742651 

Citizens Advice Bureaux    01382 307494 

Dundee Women’s Aid    01382 207099 

Domestic Abuse 24 hour helpline  0800 0271234 

Samaritans     01382 832555 

Mediation Service     01382 459252 

 

Perthshire 

Perth & Kinross Council 

Pullar House, 35 Kinnoull Street, Perth, PH1 5GD 

Telephone: 01738 475000 

Website: www.pkc.gov.uk  

 

Housing Benefit  & Council Tax Enquiries  01738 476049 

Council Tax     01738 477430 

Housing Advice Centre    01738 474500 

Social Work     0845 3011120 

Refuse Collection    01738 476476 

Benefits Agency     0844 474 2651 

Citizens Advice Bureaux    01738 450580 

Women’s Aid     01738 639043 

http://www.dundeecity.gov.uk/
http://www.pkc.gov.uk/
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Fife 

Website: www.fife.gov.uk 

 

Benefits & Council Tax    08451  551155 

Fife Council Area Office (Glenrothes)  03451 550000 

Fife Council Area Office (Lochgelly)   

Police (For non-emergencies)   101  

 

Dog Warden 

Central       01592 417918 

East      01334 412720 

West      01383 313700 

 

Special Refuse Collections   08451 550022 

Benefits Agency     0844 474 2651 

Citizens Advice & Rights Fife   03451 1400 092 

 

Angus 

Angus Council 

Head Office: Orchardbank Business Park, Orchardbank Forfar DD8 1AX 

Telephone:  

Website: www.angus.gov.uk  

Email:  accessline@angus.gov.uk  

Angus Council has an ACCESS line that can help you with any general enquiries, they will direct your call to the 

appropriate department: 0845 2777 778 

 

Edinburgh 

City of Edinburgh Council 

Head Office: Waverley Court, 4 East Market Street Edinburgh EH8 8BG 

Website: www.edinburgh.gov.uk  

 

Housing Benefit     0131 4695000 

Housing Department    0131 2002000 

Cleansing Department    0131 5293030 

Social Work     0131 200 2324 

 

General contact numbers and websites 

Scottish Housing Regulator   0141 241 5642   www.scottishhousingregulator.co.uk 

Scottish Water     0845 602 8855   www.scottishwater.co.uk  

Crimestoppers     0800 555 111 

Scottish Public Services Ombudsman  0800 377 7330   www.spso.org.uk  

Scottish Federation of Housing Associations 0141 332 8113   www.sfha.co.uk  

http://www.fife.gov.uk/
http://www.angus.gov.uk/
mailto:accessline@angus.gov.uk
http://www.edinburgh.gov.uk/
http://www.scottishhousingregulator.co.uk/
http://www.scottishwater.co.uk/
http://www.spso.org.uk/
http://www.sfha.co.uk/
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Police Scotland non-emergency   101      

 

Energy Suppliers 

British Gas     0800 048 0202  www.britishgas.co.uk  

SSE      0845 026 0655  www.hydro.co.uk 

Scottish Power     0800 0270072   www.scottishpower.co.uk  

SSE      0845 026 0658  www.sse.co.uk 

 

 

 

 

 

 

 

http://www.britishgas.co.uk/
http://www.hydro.co.uk/
http://www.scottishpower.co.uk/
http://www.sse.co.uk/

