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INTRODUCTION
This Handbook has been written to provide you with information about your almshouse, about Cambridge United Charities (the Charity) which owns it and about King Street Housing Society (KSHS) which is employed by the Charity to manage it.

This Handbook supplements and explains the rules and regulations set out in the Letter of Appointment, a copy of which you signed when you accepted appointment. Additional information is given in order to help you deal with situations that may arise while you live in the almshouse. 

The Charity and KSHS hope that you will find the information in this book useful, and they wish you much happiness in your new home.

Contacts

Cambridge United Charities      

The Assistant Clerk to the Trustees

c/o The Guildhall, Cambridge CB2 3QJ


Tel. No:       01223 457086

Email :          assistant.clerk@cambridgeunitedcharities.org

Website:       www.cambridgeunitedcharities.org
________________________________________

King Street Housing Society               

89 King Street, Cambridge CB1 1LD

Tel. No.:       01223 312294
Email:          info@kingstreeths.org.uk
Website:         www.kingshs.org.uk
Office hours:  Monday - Thursday     8.45am -  4.45pm

                       Friday                          8.45am - 4.30pm

CHAPTER  ONE – The Charity
1.1 Introduction
Cambridge United Charities has a long history going back at least as far as the 17th century and possibly before. As its modern name implies it is a combination of many charities. The Charity is fortunate to have been left land and other investments by wealthy Cambridge citizens in the past. As well as benefiting the almshouse branch charity, part of the income is to be "expended on the poor and needy of the City” and upon the young.

The Charity does not actively fundraise, but seeks to continue the philanthropic work of the original benefactors through the careful stewardship of existing resources. (It is sometimes assumed that there is a connection with a local football club but there is none. The similarity of names is merely a coincidence!)

A maximum of twelve voluntary Trustees meet at least three times a year, to administer the Charity. The Clerk and the Assistant Clerk to the Trustees and an Accountant deal with all other matters.

The Charity’s governing document is a Charity Commission Scheme dated 24 July 1970.

1.2 Cambridge United Charities is a member of the Almshouse Association. Contact details for the Association can be found in Chapter 8.

1.3 Cambridge United Charities is a Registered Charity (Number 204640). Contact details for the Charity Commission can be found in Chapter 8.

CHAPTER  TWO – The Almshouses
2.1 
The aim of the Charity is to provide convenient and comfortable accommodation in a setting which allows residents to retain their independence. The almshouses are unfurnished dwellings. It is a condition of living in one of the almshouses that the resident is capable of independent living. Neither the Charity nor KSHS provides personal care. However, the Charity wishes residents to be able to remain in their home provided that they do not become a risk to themselves or to others. Those in declining health or infirmity may need to arrange for additional support from professional carers. 

2.2
The Charity owns twenty nine one-bedroom unfurnished almshouses which are available, in general, to older women with limited financial resources who have lived in Cambridge for at least two years or have a strong local connection. The almshouses are located in John Street, King Street, St Anthony’s Walk and Church Street, Chesterton.

2.3
 Since 2003 day-to-day management of the almshouses has been in the hands of King Street Housing Society, a local Registered Social Landlord which owns or manages many properties in the city.

2.4    Residents of the almshouses are not tenants, but are ‘beneficiaries of the Charity’ who pay a Weekly Maintenance Contribution towards the cost of services provided.

2.5
Vacancies at the almshouses are advertised locally by KSHS including through the local Choice Based Lettings Scheme. Direct applications to KSHS are also accepted. Further details are available from KSHS. If you are eligible but there is no current vacancy, you may ask to have your name added to the waiting list.

 CHAPTER  THREE – The Managing Agent
3.1      Introduction

· Acting as Managing Agent to the Charity, King Street Housing Society (KSHS) aims to provide you with a first class service.

· It aims to treat people fairly and earn the loyalty and respect of its customers.

· It is always trying to improve the way it runs its business.

3.2
Customer Care Standards -  what you can expect from KSHS

3.2.1 Staff will always:

· Be polite, helpful and well informed

· Respond quickly to your enquiry or request

· Treat you with respect, and ask that you treat them with respect also

· Respect your confidentiality

3.2.2
Phoning the office

· Your call will be answered promptly

· Staff will give their name and ask how they can help you

· If you leave a message a member of staff will phone you back as soon as is possible. If you don’t have a phone staff will visit or write to you within 5 working days

3.2.3
Visiting the office

· Staff will wear name badges, so you know who you are talking to

· Generally, you will be seen by reception staff as soon as you enter the office – if they are busy you will not normally have to wait longer than 5 minutes

· Please tell them if your enquiry or request is confidential - you will be taken to a private room or asked to make an appointment in advance

3.2.4
Letters and emails

· KSHS aims to reply to all letters and emails within 5 working days. If this is not possible, staff will write and tell you how long it is likely to take.

3.2.5
At your home

· Your privacy will be respected

· Staff and contractors will always produce a valid form of identification

· If you ask for a home visit, this will be arranged within two weeks at a mutually agreed time

3.3 Complaints Procedure
KSHS has a complaints policy which the Charity has adopted. This involves a number of steps. Both KSHS and the Charity wish to know if they have got things wrong – please do not suffer in silence. Complaints help to identify areas where improvement in service may be needed.

Please refer minor matters, such as maintenance items, to KSHS, to be dealt with in accordance with the timetables set out in Chapter 5

3.3.1 Procedure - General

· In the case of other problems please speak to a member of the KSHS staff – if they cannot resolve your complaint, an official form will be filed and this will be referred to a KSHS manager. Please provide as much information as possible.

· The manager should respond within 5 working days. If this is not possible he or she will contact you to tell you when a full response will be made. The manager may wish to speak to you to discuss the complaint. 

· If you are unhappy with the response it will be referred to the Chair of the KSHS Committee of Management.

· The Chair will respond to you within 10 working days. If you are still unhappy you can seek legal advice or make a complaint to the Housing Ombudsman.  Contact details for the Ombudsman  are in Chapter 8


3.3.2
Complaints about KSHS

If you are not happy with any part of the service provided by KSHS as Managing Agent, then you also have the right to complain to the Trustees of the Charity by contacting the Assistant Clerk to the Trustees. Please be prepared to put your complaint in writing.

3.3.3   Complaints about other residents

If your complaint is about another resident please put your complaint in writing to KSHS who will notify the Charity Trustees via the Assistant Clerk. But before doing so please read Chapter 6 on the subject of nuisance, harassment and domestic violence.

Your complaint will be treated confidentially but you will be asked to agree that the terms of your complaint are passed on to the other resident to enable her to answer it. 
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4.1  Health and Safety Policy

Set out below is the Health and Safety Policy for our Almshouses:

The Trustees of the Charity are committed to ensuring a safe living and working environment for all those who have access to the almshouses.

This commitment has four elements:

1. Full compliance with current Health and Safety legislation and regulations.

2. An assessment of the risks faced by everyone (residents, staff, visitors and agents/contractors) who has access to the almshouses and appropriate action taken to minimise these risks.

3. Provision of appropriate and suitable training and information to ensure that everyone is aware of the risks and knows how to respond. 

4. Regular 5-yearly inspections of the almshouses and subsequent maintenance programmes that give high priority to Health and Safety issues. Any defects with Health and Safety implications should be dealt with within 24 hours. 

When KSHS is selecting contractors, it ensures that it has sight of the contractors’ Health and Safety policies. KSHS also carries out annual Health and Safety inspections and risk assessments. 

KSHS is responsible to the Charity for Health and Safety matters in the almshouses. However, everyone has a part to play. Anyone who is concerned about a Health and Safety issue must bring it to the attention of KSHS as soon as possible. 

Slips, Trips and Falls

It is most important that you exercise care when using the footpaths to the front and back doors and common staircases at all times but particularly in wet, snowy or icy weather. Whilst, where appropriate, every reasonable precaution will be taken to keep these areas free of hazards, residents are reminded to tread carefully and use the handrails where fitted.

If you, another resident or a visitor falls and cannot get up please call an ambulance and explain that someone has had a fall and requires assistance to stand up again. 

Ambulance crews are trained in safe lifting techniques and their vehicles carry specialist equipment. The staff of KSHS cannot help in these circumstances as specialist training is needed to avoid further injury.

Showers

If a shower is fitted in your home and is not used for a prolonged period of time (on holiday or in hospital, for instance), there is a significantly higher risk to users from inhaling spray containing Legionella bacteria when it is next used. Please place a plastic bag over the shower head before turning on the water. This can be removed once the water begins to flow. 

4.2 Careline Alarm Service

The Careline Alarm Service is provided by Cambridge City Council to residents of the almshouses. The fee for the service is paid for by the Charity.

The Service comprises a portable alarm connected to 24 hour support services (365 days a year) via your telephone, and a key safe to enable access by emergency services. Any resident who would like to have this service installed or upgraded should contact KSHS. 

If a Careline Alarm facility is already fitted in your almshouse you will be shown how to use this when you move in.

Please DO
use the call system by day or night to get help for a sudden illness or accident.

Please DO NOT
use the alarm to make normal contact

.

Please DO  
make sure that your alarm button is always around your neck or within easy reach
4.3      Fire Precautions

The almshouses comply with the appropriate fire regulations, and all dwellings are fitted with flame-retardant doors, which must not be left open.

· KSHS will make an annual check on smoke alarms

Preventing fire (Do’s and Dont’s)

Please DO

· be careful with electrical equipment. Turn off or unplug items when not in use, especially at night

· close kitchen and living room doors when you go to bed or when leaving the house: this helps stop fire spreading

Please DO NOT

· leave pans (especially chip pans) unattended

· wedge fire doors open – they prevent fire and smoke spreading only when shut

· plug too many electrical appliances into the same socket

· use free-standing paraffin or bottled gas heaters

· light an open fire (even if there is a fireplace in the almshouse)

In case of fire – DON’T PANIC!

· If you discover a fire in your home that cannot be put out immediately, or safely, the first priority is to get everyone out of the property. Make sure that escape routes such as corridors and patio windows are not blocked

· Dial 999 and ask for the Fire Service

· When you have called the Fire Brigade you can try to put the fire out – but only if there is no danger to life

· Do not try to rescue belongings or other items from the property.

· Leave the premises, shutting the door behind you

If you are trapped by fire

· Try to get into a room where there is no fire – preferably one looking onto the street. Shut the door behind you

· Put a blanket or rug at the bottom of the door to keep the smoke out. Shout for help from the window

· Avoid needless injury – don’t go out through the window unless you are forced to

If the communal fire alarm sounds

· In certain almshouses a communal fire alarm is fitted. When you hear the fire alarm, follow the Fire Procedure.  If it is safe to do so, please evacuate the building by the nearest route to the Fire Assembly Point.  Do not attempt to put the fire out or to collect personal belongings.  Stay calm and help other residents to leave the building (but only if at no risk to yourself).

Where appropriate, please make sure you know the location of Fire Assembly Points and can find them in the dark.
4.4
Your Personal Security

Please consider the following:

DO
keep your front door locked at all times.


If fitted, use the spy hole and chain to identify callers before opening the door. The chain should only be used to open the door a few inches when identifying callers and not be kept on permanently. You must not fit locks and chains without consent as these may delay helpers in an emergency.  

DO NOT
allow a stranger to enter your home without proof of identity; if you are in doubt, please call KSHS, a family friend or the Police.


Leave ground floor windows open so that intruders can gain access.


Keep large amounts of cash or valuables in your home.

BEWARE OF BOGUS OFFICIALS.  

Always ask for proof of identity. 

4.5   The Master Key

KSHS holds a Master Key which can open your front door but it will only be used in an emergency or with your permission.  

The Police Crime Reduction Officer will be able to advise on making your home more secure. 

Your privacy will be respected.  The staff of KSHS have strict instructions only to enter your home in the following circumstances:

· if you ask her or him to do so, or 

· if you have given permission for work to be done in your absence, or

· in an emergency

Please take great care if you get extra keys cut for your almshouse, as this may reduce security for you or your neighbours. If you change the keys to your property, for whatever reason, please provide KSHS with a copy of the new keys so that access can be gained in the event of an emergency, or to carry out repairs with your permission.

CHAPTER  FIVE – Services Provided 
5.1
General 

The staff of KSHS aim to support the general wellbeing of residents without interfering in their lives or intruding on their privacy. Neither the staff of KSHS, the staff of the Charity or the Trustees provide personal care, or fetch shopping or prescriptions except in emergencies. However, they will advise you how you can get the help you need elsewhere.

In an emergency, and if contacted, KSHS will call for help on your behalf and notify your family and friends.  At other times they will help you to arrange support or care from the local health or social services authorities.

5.2
Property Maintenance

As the agent of the Charity, KSHS is responsible for most maintenance and repair to the structure of your almshouse and essential services. Some repairs inside your home are your responsibility.

KSHS is responsible for:-

· external and internal repairs to the almshouses, including washbasins, baths, toilet fittings (but not seats and lids), kitchen units, plumbing, central heating and hot water systems;

· repairing empty almshouses quickly and to a decent standard before new residents move in;

· external decoration of properties and internal decoration of communal areas;

· external window cleaning and internal window cleaning in communal areas;

· providing a reliable day-to-day repairs service ;

· carrying out regular maintenance work, e.g. central heating servicing.

· an annual check of smoke alarms

Residents are responsible for:-

· keeping the inside of their almshouse in good order

· maintenance and replacement of cookers and refrigerators and other white goods

· maintenance of fitted heaters

· internal decoration

· internal cleaning, including windows

· ensuring adequate ventilation to prevent condensation, particularly in the winter months

•   testing the installed smoke alarms regularly and changing the battery    when required

5.3
Repairs and Decorations
KSHS is responsible for both external and internal repairs to your home and the communal areas.  Please report all wants of repair to KSHS who will arrange for repair work where appropriate.  You will be consulted in advance about arrangements for redecoration if your own decorations have been damaged by the work.  You will be informed when the work will start and how long it is planned to take. Workmen will not be allowed to enter whilst you are out unless you have agreed to satisfactory arrangements.  An exception will have to be made if an emergency arises or access is required to rectify an urgent problem.  Please do not let anyone into an almshouse unless you know who they are! If in doubt, call KSHS.

To report a problem or request a repair, please telephone or call in at the KSHS office. The repair will be given a priority category to indicate its urgency, as follows:-

• 1. emergency – 24 hours (e.g. flooding, dangerous electrics etc)

• 2. urgent – 5 working days

• 3. routine – 20 working days

KSHS provides an emergency call out service that operates overnight and at weekends. The telephone number is given on page 35.

“Emergency” means what it says. It covers any danger to life or limb, flooding or where the property is insecure. Total loss of heating and hot water will only be treated as an emergency in the winter months. Please do not call the emergency call out service unless it is an emergency.

When you report a repair you will be asked how access can be gained to your home. A specific appointment can be arranged if you need it. If you are happy for access to your home using the Master Key this will be done, but only with your express permission. Sometimes KSHS carry out an inspection to check what works are needed.

The outside of the property will be redecorated as part of our external maintenance and painting programme. This programme is designed to ensure that all dwellings are redecorated externally at least once every five years. If you think your almshouse has been missed out please let KSHS know.

Residents are responsible for the following repairs:-

• Repairing any damage caused by you, your family or visitors – this    includes glazing

• Replacing light bulbs

• Replacing or obtaining extra door keys

• All internal decorations and curtain rails

• Tap washers - Cambridge Water Company will re-washer taps for a reasonable fee with reductions for people on benefits. 

Telephone number 01223 706050

• Connection of residents’ own dishwashers and washing machines to plumbing and drainage systems

• Sink and bath chains and plugs

• Toilet seats and lids

• Any items installed by you

• Hat and coat hooks and rails

• Keeping drain gratings clear and ensuring damp-proof membranes are not bridged

• Cleaning the almshouse including toilets, hand basins, baths and showers, insides of windows and doors

• Upkeep of private gardens (if any), including shrubs and hedges (communal areas and gardens are maintained by KSHS)

• Washing lines and rotary dryers, unless these are for communal use

• Dealing with vermin, including wasp nests and insect infestations

Although all the above repairs are the resident’s responsibility this list may change from time to time. Please contact the KSHS office if you want more details.


In some circumstances KSHS can arrange to do the repair but you will be charged for it.

5.4
Glazing
Broken and cracked windows and door glass will be repaired and/or replaced as part of normal service. But you will have to pay if they were damaged deliberately or accidentally. Check if your own insurance policy covers this.

Breakages through vandalism or burglaries are fortunately rare. KSHS will give fast and sympathetic help in such cases. First tell the Police, then KSHS.

5.5
Damaged property

Tell KSHS as soon as possible if fire, frost, flood or other incidents damage your home. Phone the emergency number if emergency repairs are needed outside office hours. Please do not abuse this service.        An emergency means that there is a danger to life or limb or that the property is at risk. Minor leaks and heating breakdowns are not emergencies. Wait until the next working day to report them.

5.7
Making alterations to the Almshouses

You must not carry out any alterations, repairs or decoration to your home without first obtaining written permission from the Charity. Please discuss your plans with KSHS, who in turn will consult the Charity.  Failure to obtain written permission could mean that the work needs to be put right when you leave and the cost charged to you.
Conditions will attach to the permission for work. These will ensure that work is carried out safely and to a good standard. Failure to comply with the conditions may involve a recharge to you if a contractor is employed to make good the work.

Here are some examples of where permission is required:

· Television aerials and satellite dishes

· Internal decoration of anything formerly undecorated, or using a         textured coating for any walls, such as Artex

· External decorations

· Greenhouses or sheds

· Tree planting (trees can cause damage to the foundations of houses)

If in doubt always check with KSHS first. 

5.7
Insurance

The Charity insures the buildings and its own goods: it is your responsibility to insure your home contents and personal possessions. For further guidance contact KSHS. 

5.8
Cash and Valuables

Please do not keep more cash in your home than you need for your day-to-day expenses.  Please put the rest in a bank or building society.  Do not ask the staff of KSHS to take care of money for you as they are not allowed to do so.

5.9
Television

The Charity is registered with the TV Licensing Authority and residents over the age of 75 are registered for the free TV Licence.
For those residents between the ages of 60 and 75, the Charity pays the relevant fee. If you have any problems with the Licensing Authority please contact the Housing Officer.
Please be considerate. TVs, radios, stereos and musical instruments which are too noisy can be a great nuisance to neighbours.

5.10
Cleaning

You are responsible for keeping your home clean.  However, if this becomes difficult for you, please tell KSHS, who may be able to help you arrange for cleaning help.

5.12
Communal Facilities

If you live in a flat you may share the hall and stairs with other residents. Please help to keep the shared areas clean and tidy. You should not store items in these areas, as this may be a Health and Safety risk or break fire regulations.

Please use refuse collection and clothes drying facilities for their proper purpose. Please do not store personal items there.

Please dry laundry within your flat or in the drying areas, keeping the area well ventilated. Drying them on the balcony can make your home and the surrounding area look untidy.


Gardens

Communal gardens are laid out for the use and benefit of all residents.   Some properties have areas which residents are encouraged to maintain themselves. The major work of grass cutting is the Charity’s responsibility, although, in some cases, more active residents often do this themselves.  If you would like to help with gardening please ask KSHS.

Laundry

In some blocks of almshouses a laundry is available to all residents.  When you first move to your new home you will be shown how to use the machines.  Use of the laundry may be restricted so that you and your neighbours are not disturbed by noise.  The machines are intended for residents’ laundry only.

5.13  Induction/Guidance
When you take up the appointment and move into your almshouse KSHS will arrange an induction, in the form of informal guidance and discussion, to cover: 

· Action to be taken in the event of fire and other emergencies

· Operation of all equipment in your home including the Careline Alarm system, central heating and lift/stair lift where fitted.

· Health and Safety issues

· Security

            Further guidance will be given from time to time to update you.

CHAPTER  SIX – Terms of Occupancy 
6.1
Letter of Appointment 

You will have a copy of the Letter of Appointment, which you signed when you were appointed as a resident.  Please keep it safe. 

You are a beneficiary of the Charity and not a tenant. You pay a Weekly Maintenance Contribution and not rent.

When you sign your Letter of Appointment you agree to its conditions and the Regulations for Residents. It is a very important document and you should make sure that you understand it before you sign it. From time to time the Trustees of the Charity may change these conditions and regulations. If they do you will be notified in writing.

In certain circumstances the Charity may have no alternative but to set aside your appointment which means that you will have to leave the almshouse. These circumstances include: 

· You do not comply with the Regulations set out in your Letter of Appointment, in this Handbook or elsewhere. These Regulations are made for the benefit of all residents. 

· You are no longer qualified to live in the almshouse. It is possible that your circumstances could change to make you no longer eligible. For example you could win or inherit a significant sum of money. 

· You may no longer be able to look after yourself even with all the help of your family and/or care provision. There may come a time when this is putting yourself and/or the other residents at risk. 

The Trustees will only set aside the appointment as a last resort, after a fair process of investigation and warning. They will give you as much time and help as possible to find alternative accommodation.

6.2
Moving into your New Home

Once you have accepted the almshouse and the paperwork has been signed you will get two sets of keys.

Your new home will have been inspected and will be in a reasonable state of repair. Have a good look around the property and check that nothing is wrong. Check the heating controls, the location of things like stopcocks and fuse boxes and make sure you know how to make the windows and doors fully secure. You can make a note of information such as this in the ‘About Your Home’ section at the back of this Handbook. If in doubt, do ask KSHS for advice. Let them know immediately if you are unhappy with anything.

6.3
Your Rights and Responsibilities
As a beneficiary of Cambridge United Charities you have a number of rights. These include the right to live peacefully in your home and to have certain repairs carried out. 

You also have responsibilities – to pay your Weekly Maintenance Contribution, to look after your property and to be a good neighbour. These rights and responsibilities are set out in this section and in your Letter of Appointment.
6.4
Access to your home
 (See also Chapter 4.5 The Master Key)

Your right to occupy your home peacefully will not be interfered with, except when:

• KSHS needs to gain access to inspect the condition of the property

• Urgent repairs are required to your home or adjoining property.

Reasonable notice will be given in these instances.

In an emergency reasonable efforts will be made  to contact you, but sometimes it may be necessary to use the master key to gain access, or as a last resort to force entry, for example if your property is on fire or being flooded.

6.5
Relatives and Visitors

The staff of the Charity or of KSHS cannot take the place of your relatives or friends.  We hope family and friends will give you just the same support as they would if you were living elsewhere.  With their help and co-operation, and if necessary support from Social Services, it is hoped you will be independent for as long as you wish.

If you wish to have a relative or friend to stay for more than seven consecutive nights, please seek permission in advance from KSHS. 

KSHS needs to know who is in the almshouses for the safety and security of the whole community. However, do remember that you are responsible for your visitors at all times.

6.6
Lodgers

You are not permitted to have lodgers (except short-term visitors as stated in section 6.5 (above).
6.7
Sub-letting
You may not sub-let any part of your home. Sub-letting means parting with all or part of your property to another person who has sole possession of all or part of your home.

6.8
Illegal Use
You must not use your almshouse, the garden or any associated buildings for an illegal purpose. You are responsible for your own behaviour and that of any visitors when they call to see you in your almshouse. If any breach of the terms of your occupation occurs as a result of the behaviour of you, or any of your visitors, action will be taken against you as the resident.

6.9
Nuisance

Allegations of nuisance will be investigated, but neither the Charity nor KSHS will become involved in minor squabbles between neighbours, as this can often make the problem worse. If your neighbours are too noisy, you should politely ask them to reduce the noise level. They may not be aware that their noise is causing annoyance to you. You should try to sort out the problem between yourselves before you involve KSHS.

You can contact Cambridge City Council’s Environmental Health Department to seek advice on noise or other nuisance. In some circumstances it may be appropriate to call the Police, for example, a noisy party in the late evening.

If you suffer from a persistent nuisance from another almshouse resident who has refused to stop the nuisance you should contact KSHS. Please keep a record of all dates and times you are disturbed. Action will be taken if it appears that a breach of the terms of occupancy exists and that there is sufficient evidence to support this. You could have to give evidence in Court. Your neighbour will have to be given full details of the behaviour complained of and will have the right to give their own side of the story.

You can also take your own legal action against neighbours causing a nuisance. You should seek advice from a solicitor, the Citizens Advice Bureau or an advice centre. (Contact details in Chapter 8)

6.10
Harassment and Domestic Violence

The Charity will not tolerate any form of harassment or violence: this includes violence or threats of violence to friends, relatives, neighbours, staff, contractors or agents while they are carrying out their work. The Charity may seek to evict you if you commit an act of harassment or violence.

If you are a victim of harassment, discrimination, or abuse you should contact KSHS immediately. Allegations of racial and sexual harassment are taken very seriously and prompt action to investigate and respond will follow. Legal action will be taken against anyone who perpetrates harassment or discrimination. The Charity has adopted the KSHS equalities policy, a copy of which is available from the KSHS office.

If the harassment or abuse involves violence or threats of violence, or damage to property, or any other criminal act, you should contact the Police. Both the Charity and KSHS will work closely with other agencies, including the Police, to help victims and take action when appropriate.

 6.11
When could legal action be taken against you?

If you have broken one or more of the terms of the Letter of Appointment, for example by non-payment of the Weekly Maintenance Contribution or causing nuisance, the Courts may be asked to end your occupation of the almshouse. You will be given a minimum of two weeks’ notice of intention to do this.

In some cases of nuisance, Court action may be started immediately after the service of a notice.

The Court will tell you when the hearing is to take place, and you will be able to attend to put your side of the case. If the Court decides on to make a possession order you will receive a notice from the Court with the details of the judgement against you. 

You should seek independent legal advice as soon as you receive any notice from the Court.

6.12
Absence from Home

If you go away for any period greater than 7 days please inform KSHS who need to know in case there is an emergency.  Should you decide to return home earlier than expected please also advise KSHS. It may be advisable in winter months to take precautions against frost by either  leaving your heating on while you are away or by turning it off and draining the water system.  Please contact KSHS for advice on how best to protect your almshouse while you are way. (See Chapter 7.6)

6.13
Weekly Maintenance Contribution (WMC) 

New residents are requested to pay the Weekly Maintenance Contribution (WMC) which is due each Monday, by Standing Order or Direct Debit.  Residents who have been with the Charity longer may be paying by other methods.  Should there be a need for you to open a bank account, then KSHS will help you to organise this. You will be given a minimum of month’s notice of any increase in the WMC which is usually reviewed with effect from April 1st each year.

The amount you pay covers part of the cost of running the almshouses and includes:

· water and sewage charges
  

· gas central heating and hot water              

· upkeep of the garden

· repairs and maintenance as detailed in this Handbook

      

· cleaning and lighting of communal areas

· insurance of the building but not of your furniture and possessions      

· Cambridge Careline Service
6.14
Central Heating and Hot Water

Each almshouse has its own thermostat set at a temperature to suit you. If you need assistance with this, please speak to KSHS. It is important for your health and wellbeing that you keep your home at a comfortable temperature.

The use of portable paraffin, oil or gas heaters is strictly prohibited. Portable heaters of other kinds may only be used with written consent.

6.15
Electricity Supply

The meters, their locks and fittings or utility supplier should not be altered by residents. If the supply is disconnected for any reason, please tell KSHS at once.

6.16
Moving Out

If you wish to give up occupation of the almshouse you must give the KSHS written notice of at least 4 calendar weeks, starting on a Monday.  During this notice period you remain responsible for the payment of the WMC even if you have already moved out.  Residents or, in the event of death, their personal representatives are responsible for WMC until the premises are cleared of all personal possessions and vacant possession is given by handing over the keys to KSHS.

When you move out, you must give “Vacant Possession”. 

This means: 

1. You must not allow anyone to stay in the almshouse after you move out
2. You must remove all your furniture and personal belongings
3. You must clear rubbish from both the inside and outside
4. You must leave your almshouse clean and tidy.

· You can arrange with the City Council or a local charity to collect any large items of furniture you do not want. (see Chapter 8)

· Please take care not to damage the property or decorations when moving out, particularly when removing screws, pictures, carpets, etc.

· Leave fixtures and fittings such as gas fires and kitchen cupboards that are the property of the Charity.

· Turn off the water stop tap before leaving.

· Always use an expert or consult us before removing any of your own gas or fixed electrical appliances. Don’t leave live exposed wires or open gas pipes. You may be liable if there is an accident.

· Leave a forwarding address with KSHS.

· Tell the electricity companies you are moving out and read your meter or you might have to pay the bills of the next resident 

· Inform your telephone provider in good time if you want to be disconnected or connected.

· Tell Cambridge City Council so it can assess your new Council Tax and if appropriate cancel your Housing Benefit.

· Advise other people of the move – your doctor, your employer etc.

· Arrange for the Royal Mail to redirect your mail to your new address.

· Before you vacate the property the KSHS Housing Officer will visit to check that everything is in order.

Remember:

· Anything you leave behind will be cleared out and disposed of. You will be charged for the cost of this work.

· If any work is required when you leave that is your responsibility, including repairs, fixtures removed by you and a rubbish clearance, and the cost of this will be charged to you.

· You will continue to be charged the  Weekly Maintenance Contribution after the 4 week notice period until KSHS has the keys and Vacant Possession.

Returning the keys

· A minimum of two keys for each lock (including communal doors, sheds and any outbuildings) must be returned to KSHS directly by mid-day on the day agreed for your departure.

· As the resident it is your responsibility to ensure that KSHS receives the keys.

6.18
Pets

Generally, pets are not allowed. Some types of small animals or caged birds may be acceptable but must not become a nuisance to other residents.  If you wish to keep a pet you must first obtain the written permission of the Charity. Application for permission should be made via KSHS.

Please tell KSHS about arrangements you have made for the care of your pet(s) if you are away on holiday or become ill.

CHAPTER  SEVEN – Other Information

Some information and advice on how to make the most of living in your almshouse 

7.1
Access to Files – Data Protection Policy

KSHS as Agent for the Charity will hold some information about you. You have the right to see this information. Please contact KSHS for details and for a copy of its Data Protection Policy. In general, the minimum amount of personal information about you and your family is held. It is not shared with third parties without your permission.

7.2
Doctor

The choice of GP practice is entirely yours, but the Charity does require that you register with a GP.

If you do not have a GP, or you are moving from another area, KSHS will be able to give you the names of GP practices in the neighbourhood. The name of your GP must be given to KSHS so that help can be obtained in an emergency. Please notify them if you change your GP.

You have every right to keep your medical affairs entirely to yourself if you wish.  However, if you have a chronic health problem, you may feel safer if KSHS knows about it so that appropriate action can be taken promptly in an emergency.  Personal information like this will be kept confidential within the Charity and KSHS.

7.3
Emergencies, Sickness and Disability

If you are ill or in difficulties, KSHS will make every effort to get in touch with relatives, friends, the GP, ambulance or Social Services on your behalf.

To make it possible to act quickly, KSHS must have the names and addresses of your nearest relatives or friends.  Please let them know about any changes of address or telephone numbers of your relatives or friends.

Please make sure KSHS is notified if you go into hospital.

If you have a disability or become disabled while living in the almshouse, it may be possible to obtain equipment or to make alterations to your home to help you to live an independent lifestyle; ask KSHS about this.  You must not make any alterations to your home (e.g. fitting ramps or stair lifts) without the Charity’s permission.

7.4
Floors and Carpets

· Do not use carpet tacks or nail fixing rods directly into floor tiles – you may damage them and possibly breach the damp-proof membrane. You will have to pay for replacement or repair.

· Do not damage plastic tiles by putting hot objects on or close to them.

· Do not use soda, caustic materials or harsh scouring compounds on tiled floors.

· Do not fit laminate flooring in flats as it causes noise problems.

· If you live in a flat, floors of sitting rooms and bedrooms should be carpeted to lessen sound transmission to the person living below.

7.5
Ventilation and the Prevention of Condensation

· Provide adequate ventilation when cooking or drying laundry indoors

· Keep your home reasonably warm all day and at night.

· Allow plenty of air to circulate within your home. Fresh air prevents condensation.

· Open night vents in windows to improve ventilation.

· Do not cover wall airbricks or disconnect or block electrical ventilators.

· Do not seal up unused fireplaces.

7.6
Frost Precautions

· You should keep some constant background heating on or turn off the water stop tap if you go away during winter. Make a point now of finding out where it is! Contact KSHS if you cannot find it. Turn it on and off a few times during the year to make sure it works when needed.

· Ask KSHS for advice on protecting pipes or draining systems. If your pipes burst when you are away you may be liable for any damage caused to either your own or your neighbour’s property as a result.

If your water pipes freeze up

· Turn off the water stop tap (often found beneath the sink).

· Turn on all taps to the sink, basin and bath until the tank has been drained.

· Telephone the office or the emergency number if outside office hours.

· Try to gently unfreeze the pipe by applying warmth from a hairdryer or with warm rags.

7.7
Waste Disposal and Recycling

Waste bins are provided. Please make sure that the waste storage area is kept clean and tidy. All waste food should be wrapped before putting it in the appropriate bin.

Where there are recycling bins or boxes, please sort your waste according to the way in which it will be taken away/recycled. 

Make a note in the ‘About Your Home’ section of your bin collection days.

7.8
Going Away

· Let KSHS know if you will be away for more than 7 days.

· Turn off the water and electricity at the mains. If you are unsure how to do this seek advice from KSHS.

· Get a friend or neighbour to check your home from time to time.

7.9
Being a Good Neighbour 

Please keep an eye on any frail neighbour – particularly during cold spells. Telltale signs of trouble are milk left on the doorstep and uncollected papers.

· An occasional call can sometimes help pinpoint health or care problems, cheer the person up and combat his or her feelings of loneliness and isolation.

· Remember – people may not be able to shop or care for themselves when ill. They may cut down on heating to save bills and this can be fatal in cold weather. 

· Your occasional call may prove a lifesaver!

7.10
Council Tax

Each resident is responsible for paying her own Council Tax.  You will be advised how to pay and about available benefits.

7.11  Housing Benefit

If your income consists of the basic retirement pension and you have little or no capital you will almost certainly be entitled to Housing Benefit to help you with your housing costs.  To claim Housing Benefit you should ask for a form at your local Benefits Office (DWP) or Cambridge City Council Housing Department.  If you do have some additional income to your basic retirement pension you may still be entitled to some help with housing costs.  Again, forms to claim this are available from KSHS.

KSHS, the Citizens Advice Bureau or Age UK will help if you are unsure of your entitlement or need help in completing the form. A small part of the Weekly Maintenance Contribution is for the support provided by the Charity: this is not eligible for Housing Benefit.

7.12
Personal Problems

If you have any personal problems over money or any other matter and you have no family or friend who you feel able to consult, the Charity will be glad to give whatever help or advice it can. Please consult KSHS first but if you wish to see a Trustee please contact the Assistant Clerk who will facilitate this.

7.13
Wills and Lasting Power of Attorney
You are strongly advised to make a will.  If you wish to leave personal property to a relative or friend a will is essential.  If you have made a will please inform KSHS where it is kept and who is the Executor.

A solicitor is the best person to help you make a will, and if you require assistance in finding one, you can contact the Citizens Advice Bureau. 

You should also consider making a Lasting Power of Attorney by which you can choose, and give instructions to, a person or persons who you wish to have care and control over your financial affairs and of medical decisions if a time comes when you are not able to do so for yourself.

7.14
Gifts and Legacies
It is the policy of the Charity and of KSHS that no individual involved in the running of the Charity or of the almshouses should accept any gift or legacy from a resident. 

If you wish to donate anything to the Charity please contact the Assistant Clerk to the Trustees. All such matters will be dealt with confidentially.

CHAPTER  EIGHT – Useful Contacts, Organisations and Advice Services 
8.1
Local
Cambridgeshire Police
Emergency calls:  999  

Non urgent calls:
0345 456 456 4

Cambridge City Council: 

01223 457000

The Guildhall, Peas Hill,

www.cambridge.gov.uk

Cambridgeshire County Council: 
 Freephone 0800 243916

Shire Hall, Cambridge CB3 0AP

01223 717111 


www.cambridgeshire.gov.uk

Citizens Advice Bureau

0844 848 7979

(9.30am  to 1pm – Mon to Fri)

66 Devonshire Road

Cambridge CB1 2BL


Cambridge Water Company  
01223 706050
90 Fulbourn Road, Cambridge CB1 9JN

Cambridge Dial-a-Ride
01223 506335

Accessible minibus service for people unable to use public transport


Unit B, Rene Court, 1 Coldhams Lane,

Cambridge CB1 3EW

Shopmobility

City Council service providing wheelchairs, mobility scooters and escorts to enable people to shop and use other facilities in Cambridge


Grafton East 01223 461858


Grand Arcade 01223  457452
Cambridge British Red Cross  01223 868696
Loan of wheelchairs, walking aids, commodes etc. free of charge


Unit C, 511 Coldhams Lane, 

Cambridge  CB1 3JS


Open Tues, Wed & Friday 9.15am-3.00pm

Camsight
01223 420033

Resource centre, advice and practical support for blind and 

visually impaired people)

167 Green End Road 

Cambridge CB4 1RW

CAMTAD 01223 416141

(Campaign for Tackling Acquired Deafness)

Advice and practical support for people with hearing difficulties)

8A Romsey Terrace

Cambridge CB1 3NH

Cambridge Re-Use 
01223 576353
Sells items of second-hand furniture and household equipment at low cost to people on low incomes.

Welcomes donations of furniture and white goods in working order.

Unit H, The Paddocks, 347 Cherry Hinton Road

Cambridge CB1 1BG

www.cambridgereuse.org.uk

Age UK Cambridgeshire
01354  696650

Age Concern and Help the Aged have merged to form Age UK.

Gives practical support to help older people to lead independent lives, especially the frail, isolated and poor.

Victoria Street Chatteris  Cambs PE16 6AP

Seniorline: 0800 169  6565
Website: www.ageuk.org.uk

COPE
01223 364303

(Cambridge Older People’s Enterprise)  

A self-help Forum and registered Charity run by a small team of volunteers, speaking up on issues affecting the over 50’s. 

Membership is free to anyone over 50 living in Cambridgeshire.

Cambridgecope@hotmail.co.uk
www.cambridgecope50.org

University of the Third Age in Cambridge  (U3AC)    01223 321587

Education and social activities for those no longer in full-time employment

1st Floor, 27-28 Bridge Street

Cambridge CB2 1UJ

8.2 National 

The Almshouse Association

Billingbear Lodge

Maidenhead Road

Wokingham  Berks RG40 5RU

Tel: 01344 452922

Email naa@almshouses.org

Website: www.almshouses.org

The Charity Commission for England and Wales


PO Box 1227


Liverpool  L69 3UG

Tel: 0845 300 0218
Housing Ombudsman Scheme

81 Aldwych


London  WC2B 4HN


Tel: 0300 111 3000

Email: info@housing-ombudsman.org.uk
MIND (National Association for Mental Health)

Granta House 15-19 Broadway
London  E15 4BQ
Tel: 08457 660 163
Fax:0208 522 1725
INFORMATION LINES: 0208 0845 7 660163 
Email: contact@mind.org.uk
Website: www.mind.org.uk.
Royal Association For Disability And Rehabilitation (RADAR)

12 City Forum, 250 City Road
London EC1V 8AS
Tel: 0207 250 3222 
Website: www.radar.org.uk


Disabled Living Foundation

380 Harrow Road
London  W9 2HU
Tel: 0870 603 9177 
Email: dlf@dlf.org.uk

Website: www.dlf.org.uk


Royal National Association For The Blind (RNIB)

105 Judd Street
London
WC1H 9NE
Tel: 0207 388 1266
Helpline: 0845 7669 999 
Website: www.rnib.org.uk

Royal National Institute For Deaf People (RNID) 
0808 808 0123

19-23 Featherstone Street
London  EC1Y 8SL
Tel: 0207 296 8000
 Textphone: 0808 808 9000
Email: informationline@rnid.org.uk
Website: www.rnid.org.uk


Arthritis Care
020 7380 6500

18 Stephenson Way
London NW1 2HD
Helpline: 0808 800 4050
Website: www.arthritiscare.org.uk
The Samaritans: 0845 790 9090

Available 24 hours a day, offering confidential emotional support to those in crisis and in danger of taking their own lives. 

10 The Grove
Slough SL1 1QP
Email: jo@samaritans.org
 

IN CASE OF AN EMERGENCY
If you have a fall or other medical emergency please press your Careline Alarm pendant button or dial 999

EMERGENCY OUT OF HOURS REPAIRS SERVICE

Telephone 07766 655823

When contacting the emergency out of hours repairs service you must tell them your name and address and that you are with KSHS.

The contractor will only deal with emergency repairs and will not take messages to be passed on to KSHS later.

ABOUT YOUR HOME

This section contains important information about your home.  If you are a new resident, this will be filled in by your Housing Officer when you move in.  If you are already a resident, you may want to fill in the details yourself; contact KSHS for help if there is anything you are not sure about: 

Stop Tap – to turn the water supply on and off 

The stop tap usually looks like this:   

Your stop tap is here:
 

Turn the stop tap to the right to turn the water OFF.  Turn it to the left to turn the water ON.  

Electricity consumer unit or fuse board – to turn electricity on and off

The electricity consumer unit or fuse board is here:

  
If your electricity (lights and/or power sockets) goes off check before you report a repair. You may just need to re-set your trip switch or there may be a general power cut in your area

Type(s) of heating and hot water

	Room heating                             (
	Water heating                             (

	Gas central heating
	
	Gas boiler
	

	Electric storage heaters
	
	Electric immersion heater
	

	
	
	
	

	Other:


	
	Other:
	


	The temperature of your heating is controlled by                                (

	A wall thermostat
	

	Radiator thermostats
	

	
	


The on and off controls for your heating and hot water are here:

	Heating controls

(type and location)
	

	Hot water controls

(type and location)
	


Your electricity meter is here:


[image: image2]
Your gas meter for the almshouses is here:


[image: image3]
Your water meter is here:


[image: image4]
Your local council is: Cambridge City Council

The rubbish is collected on (
	Monday 
	Tuesday
	Wednesday
	Thursday
	Friday

	
	
	
	
	


Special instructions for rubbish and recycling:

Your key contact at KSHS is

(  Phone




(  Email

Form completed by:






Date
Almshouse address:

CHAPTER  FOUR – Health & Safety 





Meter reading on          /            /             (Date) was:





The Charity pays for the gas used  for central heating and hot water  








hotwater





The charity pays the water and sewage charges
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