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Welcome to 
Hundred Houses Society 

 
Welcome to Hundred Houses Society.  We have produced this Handbook to give 
you all the information you need about being one of our tenants, and some useful 
telephone numbers and practical hints to help you keep your home in good 
condition. 

 
We hope this will help you to get the best possible service from us.  If you are unable 
to find the answer to any query you have, or do not understand anything in the 
handbook, please contact us and we will be happy to help. 

 
Hundred Houses Society is a registered housing society operating under charitable 
rules and was founded in 1933.  The Society is named after our first development of 
100 houses, known as Eastfield. 

 
The day to day affairs of the Society are conducted by staff who are accountable to 
the Board.  The Board and our other three Committees (Housing, Development, and 
General Purpose and Finance Committees) are made up of members who serve in 
an unpaid voluntary capacity. 

 
The Hundred Houses tenants’ association elect two members who sit on the Board 
as tenants’ representatives and have the power to vote.  We have been at the 
forefront of tenant participation and involvement. 

 
It is our policy to improve our existing homes to provide up to date facilities for 
tenants and to expand our property stock to try and assist the many people in 
housing need. 
 
Our funds come mainly from rents, which we use for maintenance and repair work, 
repayment of loans and mortgages, some improvement projects and administration.  
When major improvement projects or new building is undertaken, often the cost is 
partly funded by grant from the Housing Corporation, and loans from building 
societies.  
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To provide high quality affordable housing and 
sustainable neighbourhoods  
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�  To ensure that the Society is effectively led and governed by a Board containing 

the right balance of skills and expertise 
 
�  To understand housing needs and be innovative and imaginative in meeting them 
 
�  To work with our customers to achieve excellence and continuous improvements 

in our services, aiming consistently to be in the top quartile of registered social 
landlords, as measured by the Housing Corporation 

 
�  To be fair in the way that we employ staff and recruit Board Members and to be 

fair in the way that we provide housing services to a diverse community 
 
�  To build and maintain housing that is sustainable in global and local terms, meets 

current and future needs and expectations and is located in neighbourhoods that 
are good places to live in   

 
�  To maintain a development programme of new affordable housing of at least 50 

dwellings a year (including Fallowfield), between 2002 and 2007 and to complete 
the redevelopment of the Fallowfield estate by 2006 

 
�  To build housing and communities that are of a high quality and sustainable in 

the longer term in relation to their physical, social and economic attributes 
 
�  To make the best use of new technology in communicating with our customers 

and other stakeholders and improving our business performance 
 
 

 � � � � � � � � � �
 
�  We recognise the right of everyone to be treated with fairness and dignity, and 

we welcome and respect diversity in our society 
 
�  We will seek excellence in all we do and seek constant improvement in the way 

that we run our business 
 
�  We will be open and accountable to our customers, partners and other 

stakeholders. This means that we will be honest, forthright, co-operative and 
transparent in our business approach 
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�  We will always put our customers at the very heart of our decision making  
 
�  We will seek to fulfil our social purpose by valuing our staff, our customers and 

our other partners and we will encourage them to attain their full potential 
 
�  We will strive to be innovative, flexible and honest and to deal with everyone in 

an open and non-bureaucratic manner 
 
Our promise to you 
 

We will: 
 

�  Put our customers first and give a service that is flexible and 
personal and responds to your needs 

�  Answer your enquiries as quickly as possible in a straightforward 
and helpful way 

�  Try to give you other options to consider if we are unable to give 
direct help 

�  Consult you about changes in policy and activities in your area 
�  Take any complaint seriously and inform you of the outcome of any 

investigation 
 
How to contact us       
 

You can write to us or visit us at our main offices:  
         
·  Hundred Houses Society 
      51 Scotland Road 
      Cambridge 
      CB4 1QW 

·  Telephone (01223) 315036     

·  Fax: (01223) 315087 

·  Email info@hhs.org.uk 

·  Website hhs.org.uk 
 
Our offices and switchboard are open to the public Monday to 
Thursday 9.00am – 4.30pm, and Friday 9.00am to 4.00pm excluding 
public holidays.  We will also carry out home visits upon request and 
where reasonable up until 7 p.m. during normal working days.   On the 
last Tuesday of each month our offices will open at 11.00am.  This is 
so that we can carry our regular training sessions for our staff. 
 
All visitors are very welcome, but it is helpful to make an appointment 
first, as otherwise we cannot guarantee to provide you with as much 
detail as you might need. 
 

Tenants’ Association 
 

�  All tenants are members of the Tenants’ Association 
�  You elect your own area representative 
�  Area representatives meet monthly and form their own Committee 
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�  Area representatives meet with staff quarterly via the Tenants’ 
Discussion Group 

�  Tenants’ Association Committee elect 2 members to Hundred 
Houses Society Board 

�  Surgeries are carried out at villages where the Society has stock 
�  Ensures total accountability and tenant participation 

 
Your Tenants Association meet monthly to discuss housing issues that effect the 
lives of all Hundred Houses residents and the communities in which they reside.  
The Tenants Association promotes the welfare of all its residents. By working with 
the Society it ensures your concerns are listened to. A list of your Tenant Association 
representatives is attached for your information. By working in partnership with the 
Society it is hoped that residents will be able to make real choices on housing 
matters and ensure that their properties and neighbourhoods are well maintained.    
 
As well as organising things of interest for residents to participate in, your Tenants 
Association substantially contributes to ©Newsround© the newsletter that is for 
Hundred Housing Society residents. You can become involved in your Tenants 
Association by becoming a Committee member. As a Committee member you will 
have the opportunity of meeting staff at a quarterly forum. Please contact your local 
Tenant Association representative detailed on the list enclosed with your sign up 
pack. They will be only too pleased to hear from you. 
 
Emergency Repairs Service     
 
Our tenants, some of whom are members of the Tenants 
Association, run the emergency out of office hours repairs service. A 
full list of the emergency repair  
Team is given with your sign up pack. Please contact your nearest 
representative. If you fail to get them in feel free to select any one from the list. If you 
are uncertain as to whether it is an emergency please refer to the repairs and 
maintenance section in this handbook.  
 

Our commitment 
 
Customer care & services standards 
 
Our main service standards are listed below: 

 
·  We will reply to all letters within 5 working days.  If we are unable to do this 

because your enquiry requires further investigation, we will write and let 
you know how long it is likely to take 

·  We will write to you in clear English and avoid jargon, and all letters will 
state the name of the person dealing with your enquiry 

·  We will answer all telephone calls within 5 rings, and you will be told the 
name and/or section of the person answering your call 

·  We will see all visitors to our offices within 5 minutes, and interviews will 
be carried out in private rooms, subject to availability 

·  If you ask for a home visit this will be arranged within 2 weeks of your 
request at a mutually convenient time 

·  All staff and contractors will carry photo identity cards and will produce 
them on their visit 
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·  If you don©t have a phone we will visit or write to you within 3 working days 
·  We will respect your privacy and will only enter your property if invited to 

unless it is an emergency  
 
Unfortunately, sometimes things do go wrong, and if this happens we want to know 
so that we can apologise to you and try to put things right.  
 
We record complaints and compliments so as to be able to report our level of 
service. 
 
Complaints  
 
We treat the following as a complaint: 
 
      

·  Failure to provide a service or achieve service 
standards 

·  Failure to fulfil statutory or contractual 
obligations 

·  Dissatisfaction with a policy, decision or action 
·  Dissatisfaction with staff or contractor attitudes 
·  You feel we have acted with bias or unfair 

discrimination 
 
 
Please let us know as soon as things go wrong by contacting the relevant member of 
staff.  Usually most complaints can be resolved informally at this first stage. 
 
If you are unhappy with the initial response, stage two is to contact the service 
Manager.  At this stage your complaint will be formally recorded and dealt with in the 
following way: 

 
·  He / she will reply to you within 5 working days 
·  If he / she is unable to send a full reply,  an acknowledgement will be sent 

within 5 working days  telling  you when you can expect a full reply.  If this 
is not possible we will tell you the reason for the delay and the date we 
expect to get back to you 

 
If you are still dissatisfied with the reply, stage three is to write to the Chairman who 
will discuss the matter with the Chief Executive and respond to your complaint within 
10 working days.  In same circumstances your compliant may be referred to the 
Board.  If this is the case you will be told when the meeting will be held. 
 
Ultimately, you can contact the Independent Housing Ombudsperson, who will 
investigate your complaint independently, but it is essential that you have followed 
the first three stages first. 

 
Equal Opportunities 
 
Hundred Houses Society, in implementing its policies, will comply with the statutory 
legislation contained in the Race Relations Act 1976, The Sex Discrimination Act 
1975, The Disability Discrimination Act 1995, and the Disabled Persons Act 1944.  
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The Society will adhere to the performance expectations beset by the Housing 
Corporation in relation to race, equality and equal opportunities. 
 
The Society recognises that certain groups experience particularly severe 
discrimination and disadvantage.  In working with the local authority and other 
housing providers policies will be amended and appropriate strategies undertaken to 
ensure the Society continues to operate in a non discriminatory way. 
 
We aim to treat everyone equally, regardless of his or her sex, sexuality, marital 
status, race, religion, language, disability or ethnic origin.  We will do this by:  

 
·  Providing an interpreter if you find it hard to understand English 
·  Providing assistance with completing forms if you need help 
·  Visiting you at home if you cannot get to the office 
·  Following up all complaints of unfair treatment  
·  Taking action against neighbours who commit acts of racial harassment 
 

Please tell us if you think you have been unfairly treated or if you would like a full 
copy of our equal opportunities policy.  If you would like this publication translated 
please tick the appropriate box on the right on the attached sheet. 

 
Right to information and confidentiality 
 
Under the Data Protection Act, we must, upon your written request, make available a 
copy of any personal information that relates specifically to you.  Certain information 
may be withheld if a third party supplied it in confidence, or 
if it relates to any legal action being taken against you. 

 
If you wish to see this information, please write to us.  We 
will make this information available to you within 14 days.  
To protect the information that we hold you will have to 
produce proof of identity.  There may also be a small 
administrative charge for this service.  If the information 
supplied to you is incorrect, you are entitled to have it amended or deleted as 
appropriate. 

 
We will also ensure that all personal information we receive and hold about our 
customers, potential customers or others who may be affected will be treated with 
complete confidentiality.  There are some circumstances when we will pass on 
relevant information, for example, in our duty to assist in the prevention and 
detection of crime, in order to process a benefits claim, or for research purposes by 
independent organisations.  Generally the only people with access to your 
information are the staff that deal with you.  We do, however, provide tenant names 
and tenancy dates, when requested, to council tax departments, gas, electricity and 
water boards, social services and police.  We also provide housing benefit 
departments with information they need to process a claim. 

 
Keeping you informed and keeping you involved  
 
We have a range of policies relating to all services, which are available on request.  
We think it is important for all tenants and other customers requesting a service from 
us to have the opportunity to influence decisions that affect the management of their 
homes, estates and communities.  We always welcome your views and opinions 
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through your Tenants’ Association so that we can incorporate them into our policies 
and working practices.  Some of the methods we use to consult with you include: 

 
·  Customer surveys by letter and telephone 
·  New tenant and community surveys 
·  Informal drop-in sessions and surgeries 
·  Focus groups 
·  Individual consultations on more complex contract works 
·  ‘Newsround’ the newsletter produced for the Society’s 

residents 
·  An annual review on our performance 
·  Local tenant groups 
 

We also keep in regular contact with your Tenants’ Association representatives.  
Details of your representatives are published in Newsround, or are available on 
request from the Society, and you can speak to them about any issues that you may 
have.  

 

Your tenancy 
 
If you first became one of our tenants before 15th January 1989 you are a secure 
tenant, otherwise you will have an assured tenancy.  Your tenancy agreement will 
tell you whether you are assured or secure. 
 
There are some legal differences, but wherever possible we 
treat assured and secure tenants in the same way.  The main 
difference is the way rents are set.  This is explained in the 
Rents section of the handbook. 
 
Your tenancy agreement forms a legal contract between you 
and the Society.  Tenants also have statutory rights (rights that come from 
legislation), which are different for assured and secure tenants.  The Housing 
Corporation, which funds and monitors housing associations, sets out standards of 
services and tenants’ rights and publishes residents’ charters covering secure and 
assured tenancies.  If you have not received a copy of this please ask us for one. 

 
Security 
 

 
Your rights 

 
Your responsibilities 

You can stay in your home 
for as long as you like 

 
This applies as long as you keep to your 

responsibilities 

You must occupy your home as your 
only or principle home 

and 
you must keep to the terms of your 

tenancy agreement 
 

Remember, if you do not keep up to these responsibilities the Society can take 
legal action to seek possession of your home. 
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Grounds for possession 
 
There are several grounds that could be used to evict you if you break a condition of 
your tenancy.  These are as follows: 
 
 
You must not: 
 
·  Obtain the tenancy by false pretences 

·  Have rent arrears 
·  You must not leave your home and show no intention of returning, or sub-let your 

home.   As well as losing your right to your home anyone staying there will also 
be evicted.  

 
You or your guest(s) must not:   
 
·  Break  the tenancy agreement 
·  Cause nuisance to your neighbours 
·  Use your home for illegal or immoral purposes 
·  Damage your home or its common parts 
 
Other grounds for the Society to obtain possession of a property are: 
 
·  We need the property empty to carry out necessary or major repair work – we 

may offer you suitable alternative accommodation 
·  You have inherited the tenancy and it is too large for you (this does not apply to 

husband, wife or cohabitee) – however we would offer you suitable alternative 
accommodation 

·  Your partner has left because of domestic violence 
 
Taking legal action 
 
There are three main stages in gaining possession.  We have to: 
 
·  Warn you what we plan to do by issuing a notice to seek possession 
·  Apply to court for a possession order 
·  If this is granted we can then seek a warrant for eviction 
 
Can I use my home as a business? 
 

 
Your rights 

 

 
Your responsibilities 

 
You  do not have the right to use 

your home as a business, 
it depends on the type of work. 

 

 
You must first ask for permission 
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Remember 
We will consider all requests and be reasonable in our response. 

If you think it could disturb your neighbours or will be unlawful we will refuse 
permission. 

 
 
 
 
 
Lodgers and sub-letting 
 
A lodger is someone who pays you rent and lives with you, sharing your home.  A 
sub-tenant is someone who pays rent to you but lives separately from the rest of the 
household. 
 

 
Your rights 

 

 
Your responsibilities 

 
You have the right to take in a lodger 

 
You do not have a right to take in a sub-

tenant but we may allow it 
 

We only refuse permission if we have a 
good reason 

 

 
You must tell us 

 
You must not make your home  

overcrowded 
 

You must ask permission 
 
 

Remember 
We will need to know the name, age and sex of the lodger/sub-tenant, which room 
they will occupy, how long the arrangement is for and how much you are charging. 
 
 
If you are thinking about having a lodger or sub-tenant: 
 
·  You must agree how to split bills such as gas and electricity 
·  They have to keep to the terms of your tenancy agreement and you are legally 

responsible, for example, if they harass or cause nuisance to neighbours 
·  The rent you receive will affect your housing benefit, if you are currently in receipt 

of benefits 
·  You will have to sort out disputes with your lodger/sub-tenant 
·  Obtain some legal advice so you are clear about your responsibilities 
 
If you sub-let all of your home you risk losing your tenancy. 
 
Can I leave my home temporarily? 
 

 
Your rights 

 

 
Your responsibilities 

 
You can leave your home temporarily for 

up to 4 weeks only as long as you 
continue to pay the rent 

 
If you intend to leave your home for more 
than 4 weeks you  must: 
·  Tell us where you are going 
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·  Tell us when you return 
·  Pay rent while you are away. 

Remember 
If someone else stays in your home while you are away you are still responsible for 
making sure the terms of the tenancy are kept, including paying rent.  We will take 
action against you for any arrears or breach of the agreement. 
 
If you are going to be away for over a year we must ask you to give up your tenancy 
but may offer to re-house you when you return.  Your home must continue to be your 
only or principal home. 
 
Will I have to leave the property as I found it? 
 
We will arrange to inspect your home and assess the condition, durability and safety 
of any alterations you have made.  If the alterations fail to meet our standard you will 
be asked to rectify the problem or restore the property to its original condition.  If we 
have to carry out reinstatement works, you will be recharged the costs.  
 
We will not increase your rent as a result of improvements carried out at your 
home at your own expense. 
 
Succession 
 

 
Your rights 

 

 
Your responsibilities 

 
The following people can succeed to a 

tenancy when the tenant dies: 
 

·  Surviving joint tenant husband or wife 
or cohabitee who lived there at the 
time 

 
·  Close relative who lived there for a 

year before the death 
 

 
The person who claims to succeed must 

contact the Society 
 

She/he will have to prove she/he has the  
right  to succeed 

 
We treat same sex partners in exactly the same way as heterosexual partners.  For 
further information of your succession rights, please contact the Housing Services 
Manager. 
 
Assignment 
 
Assignment is when you transfer your tenancy to someone else. 
 
 

Your rights 
 

 
Your responsibilities 

 
You can assign your tenancy if: 
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·  You exchange your home with 
someone else – Mutual Exchange 

·  You have a court order – this will be 
for example as a result of a divorce 

·  The person you are assigning to 
could succeed 

You must obtain permission 
 
 
 

You must inform us 

 
Leaving your home 

 
 

Your rights 
 

 
Your responsibilities 

 
You can leave your home when you like! 

 

 
You must give us four weeks notice in 

writing 
You must pay rent until the notice is up 

and the keys are returned 
You must leave the property clean and 

tidy & allow us to inspect it 
You must take all your possessions with 

you 
Remember 

If you have damaged the property in any way we will charge you for repairs.  You are 
responsible for reading your meters, paying your bills and getting your phone 

disconnected.  Please provide us with a forwarding address. 
 
Joint tenancy or sole tenancy 
 
A sole tenancy is where only one person is named on the tenancy agreement.  A 
joint tenancy is where two people are named on the tenancy agreement. 
 

 
Your rights 

 

 
Your responsibilities 

 
 

A joint tenancy can be created if your  
partner has been living with you for more 

than a year 
A joint tenancy can only be made into 

a sole tenancy if both tenants 
agree, or there is a court order, or 

one tenant dies 

 
You must ask in writing for a joint 

tenancy 
You must not be in rent arrears 

You must not be in breach of your 
tenancy agreement 

You must contact the Society 

Remember 
Joint tenants both have the rights and responsibilities set out in the agreement, even 
if one leaves.  If one tenant formally ends the tenancy the tenancy comes to an end. 

 
Consultation  
 
You have a right to be consulted about any plans we have to significantly change the 
management or maintenance of your home.  The way we do this will depend on what 
the planned changes are.  We may consult by sending individual letters, by holding 
meetings for groups of tenants, by seeking views through the tenants’ association or 
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through the publication of the tenants ‘Newsround’.  We may also carry out surveys 
and make use of the information supplied by focus groups. 
 
 
 
Right to buy 
 
As Hundred Houses Society is a registered charity you do not have the right to buy 
your property. 
 

Paying your rent 
 
The rent you pay helps to cover our costs in supplying, 
managing and maintaining homes.  The following costs 
are included in the income we receive: 
 
·  The building and acquisition costs 
·  Repairs and maintenance 
·  Modernisation and improvements 
·  Management and staff costs 
·  Loan repayments 
 
Assured rents are determined by a government policy called rent convergence.  
The government has told housing associations (like Hundred Houses Society) to use 
a single method of setting rents, based on the same rent formula.  These formulae 
rents are known as target rents.  This means that by 2011/2012 the rent for your 
home, and for all housing association and local authority properties, will reflect the 
property©s value and the average income of people living in the same county. 
 
Your rent will be reviewed annually in line with the Society’s rent policy that has 
applied the principles of rent convergence.  Our rents will be affordable for people on 
low incomes, and will not discriminate between those who are eligible for housing 
benefit and others. 
 
Fair rents for secure tenancies (those granted prior to 1989) are determined by the 
rent officer who is responsible for setting the maximum rent we can charge.  
However similar to assured rents they will be expected to converge to the set target 
rents by 2011/2012.  Every two years we have to forward property details to the Rent 
Office Service, which registers a new fair rent for the property.  When requesting a 
new fair rent we will ask the rent officer to set a rent as calculated by the rent 
convergence system above.  However, it is the responsibility of the rent officer to set 
a new fair rent and this figure could be higher or lower than the rent we put forward.  
When the proposed rent registered by the rent office is less than the Society©s 
requested rent then the registered rent is implemented.  If the registered rent is 
higher than the requested rent the Society will usually only apply the requested rent. 
The requested rent in all cases will mirror the equivalent assured rent under rent 
convergence. 
   
Rent Appeals 
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You have the right to appeal against your rent if you think it has been calculated 
incorrectly.  In the first instance you should contact us and we will explain in detail 
how it has been calculated. 
 
If you think your rent is too high you can appeal through our complaints procedure 
outlined earlier or by referring the matter to an independent Rent Assessment 
Committee (Assured Tenants) or the Rent Assessment Panel (Fair Tenants).  If it 
decides you are paying too much we will reduce your rent.  However, this works both 
ways and your rent may be increased if the Committee/Panel decides that you are 
not paying enough.  Your local Citizens Advice Bureau can provide further details on 
who to contact. 
 
Service Charges 
 
Some properties may also have a service charge.  This normally 
covers such things as the lighting and cleaning of communal 
areas, landscaping, door entry systems, or other services.  The 
service charge is usually reviewed annually and is payable in 
addition to your rent. 
 
Payments 
 
We aim to make the process of paying your rent as easy as possible and you should 
find at least one payment method to suit you.  We accept rent payments on a 
weekly, or monthly basis in advance. 
 
Standing Order From your bank or building society on 1st of each 

month.  You control this system and if there is a 
change in your rent, you have to inform your bank of 
that change. 

 
Direct Debit    From your bank or building society on the 1st of each 

month.  This system enables the Society to amend 
your payment directly without you having to inform 
your bank or building society of a change in the rent 
due.  

 
Post Office At any Post Office in the country by cash or cheque 

with your rent payment card.  Please make cheques 
payable to ‘Post Office Counters Ltd’. 

 
Cash, Cheque,  At our office.  Please make your cheques and postal  
Postal Order orders payable to ‘Hundred Houses Society Ltd’. 
or debit card 
  
By Post Please send your cheque or postal order to our offices 

with your name and address on the back so that we 
can credit your rent account.  Please do not send 
cash to our office. 

 
Door to door By prior arrangement, a service of collecting rent from 

your home may be provided.  This will be in 
exceptional circumstances at the discretion of the 
Society. 

 



 17 

 
Remember that you are responsible for paying all the rent that is due up to and 

when you end your tenancy. 
 
 
 
 
Benefits 
 
If you are on a low income you may be eligible for housing benefit to pay some or all 
of your rent.  Your local council runs the scheme, but the government sets the rules.  
You can apply for housing benefit whether you are working or not. The amount of 
benefit you get depends on: 
 
·  Your income and savings 
·  The size of your family and your ages 
·  Who else lives in your home 
·  If anyone is disabled 
·  How much rent you pay 
 
It is important to complete and return your housing benefit application to your council 
as quickly as possible, as housing benefit is not normally backdated.  If you are 
entitled to housing benefit you will be asked to complete an instruction that allows 
your benefit to be paid directly to us. 
 
If your circumstances change in any way you must notify the council immediately so 
that your benefit can be re-calculated.  As a result of any changes your benefit may 
be stopped, increased or reduced.  If you do not tell the council straight away you will 
have to pay back any housing benefit that has been overpaid to you.  Here are some 
examples of what you should tell them: 
 
·  When the income or savings of anyone in your household changes 
·  If you or anyone in your home moves away, temporarily or permanently 
·  If you or anyone in your home goes into hospital or becomes disabled 
·  If anyone moves into your home 
·  If your rent changes 
 
These are only examples. 
 
For further details and an application form please contact your local council’s 
housing benefit section. 
 
We check all rent accounts every week, and provide: 
 
·  Statements on demand 
·  Details of your rent account by phone 
·  A regular statement every 6 months 
·  Reminders if you have an arrear on your account or 

if your account is more than 6 weeks pre-paid 
·  Personal interviews or visits to your home to offer 

help and advice 
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·  Free advice about claiming benefits 
·  The chance to spread the amount owed over an agreed time 
·  Complete confidentiality 
 
Please help us by letting us know straight away if you have any difficulty paying your 
rent, and by responding promptly to reminder letters.  If you do not you may find that 
we start to take legal action against you through the courts to repossess your home.  
Of course we would wish to avoid this sort of action, as this not only causes a great 
deal of worry, but could also mean that the tenant has to pay court costs.  
Tenants who are evicted because of rent arrears are often regarded as being 
intentionally homeless and may find problems in getting alternative housing. 
 
If you have problems with your money and want some free private advice, you could 
contact your local Citizens Advice Bureau and ask to speak to their money advice 
officer. 
 

Repairs maintenance and improvements 
 
The chances are that you will be in touch with us 
concerning maintenance to your home.  When you report 
your repair please let us know: 
 
·  Your name, address and a daytime telephone number 
·  The times when someone is usually at home, to 

enable the repair to be carried out or an inspection to 
be made 

·  As much detailed information about the repair as possible 
 
We will try to order your repair on the day you report the problem.  However, if the 
repair is complex we may need to arrange an appointment with you in order to carry 
out an inspection first.  When the repair order has been passed to our contractors 
you will receive details of the work to be carried out.  The contractor will then contact 
you to make an appointment for the work to be done. 
 
All our contractors and staff are required to carry identification.  If you have any 
doubts about any callers, please contact us before you allow them into your home. 
 
Emergency Repairs     
 
Requests for an emergency repair normally includes situations where there is an 
immediate risk of personal injury or of serious damage to property.  
Hundred Houses Society aims to make the situation safe on the 
same day as your report.  This may mean that a temporary repair is 
made pending a further visit.  For example, we may not have a 
replacement hot water cylinder, but will stop it leaking and return to 
replace it as soon as possible. 
 
Tables showing how we prioritise repairs are shown on the next page.  The time 
taken depends on the sort of repair you need. The following table shows how we 
prioritise repairs and gives some examples.  In some cases there may be 
unforeseen delays, such as severe weather conditions, or a shortage of labour or 
materials.  We will keep you informed of any such delays. 
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Priority Target Definition Examples 
 

Emergency 
 

Made safe within 
24 hours 

Where there is an 
imminent risk of 
personal injury or 
of serious damage 
to the property 

·  Burst pipes 
·  Complete loss 

of heating in 
winter 

·  Failure of 
electrical 
system/lighting 

Urgent Within 5 working 
days 

Where there is no 
risk to health or 
safety, but the risk 
is a serious 
nuisance 

·  Dripping 
overflow pipes 

·  General 
electrical work 

Routine Within 20 working 
days 

Standard repairs 
required to keep 
the property in 
reasonable order 

·  Plastering 
·  Repairs to 

doors and 
windows 

Specified time 
 

Individual 
completion 

Larger repairs or 
work which cannot 
be undertaken 
within 28 days 

·  Damp course 
repairs 

·  Repairs to 
empty 
properties 

 
The following table shows who is responsible for the maintenance and repair of 
items around your home: 
 
 
 

 
Our responsibility 

 
Your responsibility 

Electrical  
Installations 
 
 

·  Wiring 
·  Plug sockets, light fittings 

and switches 
·  Appliances supplied by us 

·  Plugs, fuses and bulbs 
·  Batteries 
·  Fluorescent tubes and 

starters 
·  Door bells 
·  Your own appliances 

Gas  installations ·  Piping and outlets 
·  Annual servicing 
·  Appliances supplied by us 

·  Your own appliances 

Structural stability 
 

·  Roofs, walls, floors, stairs 
and ceilings 

·  Window frames, external 
doors and frames 

·  Chimneys 

·  Keeping gullies clear 
·  Improvements that you 

have made with our 
consent at your own cost 

·  Glazing 
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·  Drains, gutters and 
external pipes 

·  Stores and garages 
owned by us 

 Our responsibility Your responsibility 
Security 
 

·  Faulty external doors 
·  Window catches and 

security devices 

·  Lost keys 
·  Additional locks 

Water services 
 

·  The plumbing system 
·  Water tanks, cylinders, 

pipework and stopcocks 
·  Pipes damaged by 

freezing 
·  Lagging for hot water 

cylinders and pipes 

·  Washing machine fittings 

Sanitary 
installations 
 

·  Sinks, basins, WC pans, 
cisterns, baths, showers 

·  WC seats and lids (due to 
fair wear and tear) 

·  Waste pipes and taps 
·   

·  Accidental damage 
·  Plugs and chains 
·  Blocked internal waste 

pipes and taps 

Solid fuel systems 
 

·  Fire bricks, grates and 
back boilers 

·  Annual service 

·  Sweeping chimneys 

Decoration 
 

·  All external surfaces 
previously decorated  

      (every 5 years) 

·  All internal surfaces 
·  Anything not supplied by 

us 
Miscellaneous 
 
 

·  Access paths and steps 
·  Drainage 
·  Boundary walls 
·  Communal areas 

·  Gardens, hedges and 
trees 

·  Paths other than access 
paths to front and rear 
doors 

·  TV aerials unless stated  
·  Clothes posts, lines and 

rotary dryers. 
 
We will not be responsible for repairing or renewing any item that has been damaged 
on purpose or by neglect or misused by you, your family or visitors to your home.  If 
we do carry out these repairs, you may be charged. 
 
In exceptional circumstances we may waive certain tenants’ responsibilities where 
they are unable to carry out certain repairs because of old age or disability, and 
where there are no relatives or others who are able to help. 
 
Right to Repair 
 
You have a legal right to repair if our Contractors do not complete certain repairs on 
time.  These are generally repairs that affect health, safety or security.  Qualifying 
repairs include: 
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·  The loss of electrical power 
·  Blocked drains and soil pipes 
·  Leaking roofs 
·  Insecure external windows, doors or locks 
 
If our contractors do not complete qualifying repairs on time, you should tell us 
straight away so that we can contact them to find out why.  If the work is still not 
completed we may pay you compensation, in line with our compensation policy.  The 
right to repair scheme is complex and does not apply to all repairs.  There are certain 
exemptions to the scheme and further details and advice is available from our 
offices. 
 
You have the right to carry out improvements/alterations to your home, but only with 
our written agreement.  Please send us details, including drawings and a written 
specification and remember that you will be responsible for the cost and ongoing 
maintenance of the work.  We will not refuse any request without good reason, but 
we will give consideration to safety and the future re-letting of the property.  We may 
also inspect the work to ensure that it has been carried out in a good and proper 
manner.  You must also ensure that planning permission or building regulations are 
met at your own cost. 
 
If you move, compensation may be payable after your tenancy ends.  Your claim 
must be made in writing and include a description of each improvement for which 
you are claiming and receipts for all the work done or details of any grants payments 
you received.  If you qualify, the amount that we will refund you is worked out on the 
basis that the value of the improvement depreciates over a period of time. 
 
The scheme is complex and there are certain improvements that do not qualify under 
the scheme.  Certain costs and personal circumstances are also excluded from the 
calculation.  If you want further details, please contact your housing office. 
 
Compensation 
 
We have committed ourselves to making good any failure of service. If we fail we will 
give you compensation in line with our policy. In the event that you are required to 
leave your home because of redevelopment works or other works of a substantial 
nature, you will be entitled to a home loss or disturbance payment. Please ask for 
further details. 
 

Choosing tenants    
 
One of our main purposes is to provide affordable 
homes for those who are inadequately housed or 
homeless, and for others who are unable to find 
suitable affordable housing locally. 
 
We work closely with local councils who nominate tenants to us for housing from 
applicants registered on their housing and transfer lists. 
 
When a home becomes empty, we aim to offer it to the most suitable applicant in the 
greatest need as soon as possible, provided no major repairs or improvements are 
required. 
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The following circumstances will be taken into account when considering people 
general social housing: 
 
·  People who are homeless or are being threatened with homelessness 
·  People fleeing domestic violence, racial harassment or other violence 
·  Homes which are overcrowded or lacking facilities (e.g. an inside WC) 
·  People who need to move to give or receive help from a relative 
·  People with medical needs where a move would alleviate the problem 
·  People who have difficulty securing settled accommodation because of social or 

economic factors 
·  Those who have dependent children or who are expecting a child 
 
We measure how much housing need people have through a points/choice based 
banding system based on the above criteria.  The more need you have the more 
likely you are to be offered a property. 
 
People who have a history of violence or harassment, or those who have rent 
arrears or broken other conditions from a former tenancy, may not be offered 
housing. 
 
Transfers        
        
You may apply for a transfer to alternative housing.  This could 
be to another Hundred Houses home or by nominating you to 
another social housing provider. 
 
People wanting a transfer will also be allocated a colour 
banding need status in accordance with our choice based lettings system.  The 
higher the need band, all other things being equal, the more choice tenants will have.  
The length of time on the transfer list will also be relevant here.  Alternative housing 
will not normally be offered where there has been a breach of tenancy conditions at 
the transfer applicant(s) present address. 
 
In order to decide what type of tenancy and what type of property should be offered 
to applicants, we take the following into account: 
 
·  The number of bedrooms and living rooms needed 
·  The type of property required 
·  Access to the property 
·  Access inside the property 
·  The location of the property in relation to the needs of the household 
·  Other services required (e.g. sheltered or special needs services) 
·  The permanent or temporary nature of the accommodation 
·  Achieving a balanced community 
 
Preference will be given to the elderly and those with physical disabilities for 
bungalows and ground floor flats, and other flats with lifts. 
 
Acceptance of the tenancy     
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Once a tenancy has been accepted, we will ask for the first period’s rent to be paid in 
advance. 
 
We do not usually ask for character or bank references, unless these are required 
specifically for certain types of properties (e.g. shared ownership homes), or if the 
local authority requires us to check this information in order to comply with their 
planning agreements.  We do seek previous landlord’s references where applicable. 
 
You will always be allowed to view the property in advance, and we can arrange for 
you to view the property with one of our housing staff if you want.  He/she will 
answer any questions you may have. 
 
Refusal of an offer 
 
You must provide an explanation for refusing an offer.  If it is considered reasonable, 
a further offer will be made subject to availability.  If your explanation is considered 
unreasonable no further offer of accommodation will be made.  If you feel you have 
been treated unfairly you can make an appeal. 
 
Shared Ownership 
 
The Society has limited shared ownership properties designed to 
help people who cannot afford to purchase a home outright.  
Usually the person purchases a share of the property and pays 
rent on the remaining share. 
 
Priority will be given to eligible buyers who are nominated by the local council and 
who also comply with any planning agreement relating to the scheme. 
 
Adaptations        
 
If you are disabled or have problems getting round your home 
we can help by assisting to fix grab rails, banisters or lever taps 
at your home.  In some circumstances we may be able to 
arrange for homes to be adapted by providing ramps or 
showers. 
 
Generally any adaptation that is required is usually made after reference to the 
appropriate professionals e.g., Social Services, or G.P.  In certain circumstances you 
may also have to apply for a grant or other funding or contribute something towards 
the cost of these works. 
 

Living in your home 
 
As a tenant you must ensure that you, your family and your visitors act in a 
reasonable manner and do not damage the property or cause a nuisance or 
annoyance to anyone else living in or visiting the neighbourhood.  Examples include: 
 
·  Not harassing anyone in the neighbourhood or using violence or threats of 

violence against them 
·  Not using insulting or abusive words or behaviour that is likely to offend 
·  Not playing near or congregating close to someone else’s home 
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·  Keeping your home and garden clean and tidy 
·  Keeping noise levels from your home and garden at a reasonable level 
·  Not using your home for any illegal or immoral purposes 
·  Not carrying out major vehicle repairs, or leaving untaxed or unroadworthy 

vehicles on our land 
·  Keeping your pets under control 
 
The following list gives further guidance: 
 
Bonfires Ask your local council about the rules on bonfires in 

your garden.  If they are permitted, pre-warn your 
neighbours.  You can be fined for allowing smoke to 
drift across a road or for causing a nuisance through 
the creation of smoke.  

 
Communal areas and facilities 
 
These usually relate to areas in blocks of flats and can be either:         
   
·  Internal – e.g. corridors, stairways, lifts, communal rooms, door entry systems, 

alarms 
·  external – e.g. shared gardens, parking areas, footpaths, drying areas 

Generally a service charge will be made where these areas are maintained by us 
and include: 
 
·  Cleaning of communal areas and facilities in blocks of flats 
·  Checking and maintaining alarm and lift systems 
·  Ensuring the properties meet fire and building regulations 
·  Carrying out internal communal decorations every 5 years 
·  Maintaining landscaped areas 

A service charge may also be charged on any property that benefits from the 
provision of communal services. 

Condensation  
 
Condensation occurs in most homes at some time. You will usually notice it on 
windows, and as long as it clears away quickly there is nothing to worry about. 
Problems can start when the surface stays damp and mould grows. Below are a 
number of steps you can take to reduce it. 
 
·  Try to keep your home warm, with low background heating all day 
·  Never use paraffin heaters or bottled gas heaters 
·  Try to avoid drying clothes inside 
·  Make sure tumble dryers are vented to the outside 
·  Keep your bathroom and kitchen doors closed when in use 
·  Do not let kettles or pans boil longer than is necessary, and use lids on pans 
·  Ventilate your home and keep air vents clear. 
·  If mould starts to develop, control it by using a mild bleach solution 
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Decorating You are responsible for decorating the inside of 
your home, and for keeping your home in a good 
and clean condition (see also new homes). 
      

 
 

We are responsible for decorating the exterior of your home. 
 
Gardens If you have a garden, you are responsible for keeping it free of litter, 

rubbish and weeds.  You must also keep your garden tidy by cutting 
the lawn and trimming trees, shrubs and hedges regularly.  You are not 
allowed to cut down any trees in your garden unless you have our 
written consent.    
 
We will maintain communal gardens and 
planted areas of flats and other blocks of 
properties. Usually part of the service charge is 
used to pay for this service. 

 
Helping the   
environment 
and saving The following are some ideas on how you can save energy and money 
you money and make the environment more sustainable in the future: 
 

·  Turn down your heating by 10C 
·  Turn off heating in empty rooms, unless it is very cold or you have 

condensation. 
·  Put foil behind your radiators 
·  Only heat water when you need it 
·  Turn off lights in empty rooms 
·  Switch off when not in use appliances such as televisions and hi-fis 
·  Compare energy efficiency on new kitchen appliances before 

buying 
·  Ask your council to remove your old fridge or freezer. 
·  Fit low energy light bulbs.  
·  Choose rechargeable batteries 
·  Fit draught excluders to doors and windows 
·  Lag your hot water tank and pipes 
·  If possible use public transport or walk or cycle on short trips 
·  Make sure your car is properly serviced and cut your speed. 
·  Encourage wildlife into your garden by planting flowers, shrubs and 

trees 
·  Make your own compost from organic waste such as leaves, 

vegetable peelings and eggshells 
·  Recycle as much as you can 

 
For more information on how to save money and help the environment, contact your 
local council. 
 
Housekeeping 
  
You are responsible for paying the following charges related to your home: 
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·  Your rent – to us 
·  Council tax – to your local council 
·  Water and sewerage charges 
·  Gas, electricity, fuel and telephone charges 
·  Insurance for your personal possessions 
·  Television and other licences 

 
Neighbour 
Disputes Neighbour disputes arise when two or more people or households who 

live close to each other annoy each other by the way they live their 
lives.  The problem can be more accidental than deliberate.  People 
often talk about neighbours causing ‘nuisance’.  To take legal action on 
the grounds of nuisance the problem has to be having a serious affect 
on your life. 
 
There are various common sense things you can do to ensure good 
relations with your neighbours. 
 
Noise       
        
At night or early in the morning listening to someone 
else’s loud music, a blaring TV or spinning washing 
machine can be extremely annoying. Try to avoid 
causing these problems by keeping noise levels down.  Be sensitive to 
special needs – a shift worker may need quiet during the day, those 
with young children need to get them to sleep in the early evening.  
You should be reasonable about the situation, a parent may not be 
able to stop their baby crying during the evening.  If you’re having a 
party, speak to your neighbours first. 
 
Communal areas 
 
Communal areas eg. hallways, entrance lobbies, should not be 
eyesores or create health and safety risks.  So keep these areas clean 
and tidy and don’t leave rubbish or equipment lying about blocking the 
way.  Don’t allow gardens to become overgrown or dumping grounds.  
But also, be reasonable – there may, for example, be nowhere else to 
store the pushchair other than in the corridor. 
 
Pets 
 
Pets are not a problem if properly looked after.  But 
dogs barking and roaming the streets can be 
annoying and frightening.  Dog mess is not only 
unpleasant but also a health hazard.  If you want a pet, talk to us about 
it.  If we agree you can keep a pet keep it under control and clear up 
any mess it makes.  Generally, pets in flats without their own entrance 
are not permitted. 
 
TV aerials and satellite dishes 
 
TV aerials must not be fixed to chimney stacks.  Satellite dish aerials 
must not be fixed to the chimney stack or on the floor elevation of the 
property.  There are other regulations with regard to satellite dishes 
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and the Society©s consent is required prior to erection.  Please contact 
the Housing Services Manager to discuss these.  Where cable TV is 
available we would expect tenants to use this service instead. 
 
 
 
Children playing 
 
People sometimes complain about children playing 
in the street and making a noise.  Parents must 
ensure children are not being unreasonable and 
annoying neighbours, on the other hand we expect 
people to be tolerant of children©s normal play. 
 
Cars        
 
Parking or mending your own car is not a problem, but fixing several 
cars on the street is unreasonable.  
Don©t create eyesores and be 
reasonable about parking. 
 
When will we get involved? 
 
Some disputes make life unbearable and we will get involved in some 
cases.  This will depend on whether:  
 
·  The complaint is reasonable 
·  The problem is severe and still on-going 
·  We can do something about it 

 
We will only get involved if you have done all you can to solve the 
problem. 
 
Only cars or similar sized vehicles that are taxed and roadworthy can 
be parked on land owned by the Society.  
 
What you can do: 
 
Speak to your neighbour.  They may not know they are bothering you.  
They may be willing to stop doing whatever it is that is annoying you. 
 
If the problem is serious enough you can take legal action against the 
neighbour.  There are two types of action: 
 
·  An injunction, where the court orders you to do or stop doing 

something 
·  Action under the Environmental Protection Act, where a court can 

order someone to stop the nuisance 
 
The local council©s Environmental Health department can take action 
against certain forms of nuisance, in particular noise nuisance.  They 
tend to get involved in serious cases, and in particular where there has 
been an attempt to sort the problem out first. 
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Talking to both sides: 
 
Our aim is to solve the problem, not take sides.  By talking to you and 
your neighbour we hope to find a solution you can both agree to. 
 
Taking sides can make matters worse.  We prefer mediation.  This 
means we try to get both parties to work out a solution.  We suggest 
referring the problem to an independent mediator who can help you to 
agree a solution.   
 
If it is clear that one side is acting unreasonably 
and other attempts to sort it out have failed, we 
may write to them, warning them of legal action 
if the problem continues. 
 
We don©t usually transfer people because of 
neighbour disputes.  All other attempts to sort 
the problem out must have been tried and we 
must be sure that we won©t be simply moving the problem elsewhere. 
 
We will take legal action if the dispute is serious, and if other attempts 
to sort the problem out have failed.  The actions we can take are: 
 
·  Injunction - to make a tenant do or stop doing something if they are 

breaking their tenancy agreement.  We will need sufficient evidence 
and usually witnesses. 

 
·  Possession proceedings - in extreme cases if the tenant is causing 

a nuisance we can take them to court to take possession of their 
home.  We will need sufficient evidence and usually witnesses. 

 
·  In the most extreme cases we may seek anti-social behavioural 

orders for tenants or their guests to stop them from doing 
something that is causing a nuisance to others. 

   
Harassment 
 

As part of our commitment to equality of opportunity we condemn all 
forms of harassment.  We do all we can to prevent harassment, take 
action against people who harass others and support tenants who are 
harassed. 
 
Harassment is not the same as a 
neighbour dispute.  Harassment is usually 
motivated by prejudice.  Acts of 
harassment are nearly always carried out 
on purpose to cause suffering. 
 
What you can do: 
 
·  If you are being harassed let us know 

 
·  We will give you an incident report form for you to fill in. This will 

help us take effective action 
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·  Report incidents to the police. They can take action against people 

who harass 
 
 

What we will do: 
 
·  We will visit you to find out more about what has happened 
·  Damage to your property will be repaired and graffiti removed 

 
If you agree we will: 
 
·  Approach the alleged harasser, explain the Society©s policy and 

warn of action we will take if harassment continues 
 

·  Speak to the witnesses 
 

Within two weeks we will decide what to do and let you know.  What we 
will do will partially depend on what you want.  But we will not always 
be able to do everything you want us to do.  Even after investigation it 
is sometimes difficult to be clear exactly what is happening.  The action 
we take well depend upon: 
 
·  How serious the attack/s have been 
·  How the harassment is affecting you 
·  How effective we think a course of action will be - there©s no point 

going to court if we know we won©t win 
·  What evidence is available 

 
Some of the ways we can support you: 
 
·  Provide additional security to your home 
·  Try to find alternative accommodation with the council or another 

registered social landlord 
·  Put you in touch with other agencies that can provide you with 

advice and support 
·  Offer you a transfer - this is only possible in the most serious cases 

where there have been physical assaults or a life endangering 
incident, or because of the harassment you are no longer able to 
live in your home.  Although we will do our utmost, we will not 
always be able to offer you the transfer you want, when you want it 

 
What we can do to deal with the harasser: 
 
·  Visit and send warning letters.  Sometimes this action alone will 

stop the harassment. 
·  Take legal action.  It is possible to take out injunctions.  We can 

also go to court to repossess their home 
 
Legal options 
 
Possession proceedings. 
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Harassment is a breach of the tenancy agreement.  We can evict a 
tenant if we can prove they have caused harassment. Proving 
harassment depends on having witnesses and sufficient evidence. 
 
To evict someone can take a long time. 
 
Injunctions can be a quick, if temporary solution to stop the actions of 
the harasser.  They can be taken out by the person being harassed or 
by the Society.  You need sufficient evidence and witnesses. 
 
In some circumstances the Society in consultation with the police will 
use anti-social behavioural contracts to abate nuisance or harassment. 
In exceptional cases the Society (in consultation with the police, local 
authorities and other interested parties) will consider applying anti 
social behavioural orders to be applied to perpetrators of serious 
nuisance or harassment. 
 

A safe and secure home 
 
This part of your handbook gives you some advice and 
information about securing and maintaining you home, and 
being prepared for emergencies.  You need to know where the 
gas, electricity and water supplies come into you home and how 
to turn them off in an emergency.  Please tell us about any 
emergencies that have occurred in your home as soon as you 
can. 
 
Gas              If you think you have a gas leak, please call Transco (formerly British 

Gas) immediately.  You will find their number under ©Gas© in the 
telephone directory, or the operator will tell you the number.  If you 
smell gas: 
 
·  Do not smoke or light a match 
·  Do not turn on light switches or electrical equipment 
·  Open doors and windows to disperse the gas 
·  Check if the gas appliance has been left on unlit, or if the pilot light 

has gone out 
·  Turn off the gas supply at the meter if possible 
·  Leave the property and alert your neighbours 

 
Electricity Detailed advice is available from your local electricity showroom.  

Please note the following advice: 
 
·  Never run an electrical appliance from a light socket 
·  Do not run wiring under carpets or rugs 
·  Check flexes regularly for wear and tear 
·  Make sure plugs are wired correctly and fitted with the correct fuse 
·  Always follow the manufacturer©s instructions 
·  Do not overload power sockets 
·  Never take electrical appliances into the bathroom 
·  Switch off and unplug appliances when not in use 
·  Use a circuit breaker when operating electrical equipment outside 
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Water The water supply can be turned off by turning the mains stop tap 

clockwise.  Check it every six months to make sure you can turn it on 
and off.  It is very important to take precautions against burst pipes 
during winter.  If you go away from your home for a short period and 
there is risk of frost, leave your heating on a low setting.  If you are 
going away for a longer period, drain down your system and switch off 
your boiler/immersion heater.  Alternatively you could ask a friend, 
relative or neighbour to operate it for you. 
 

Fires  Always be fire conscious and take the following precautions: 
 
·  Fit a smoke alarm and check it regularly 
·  Extinguish cigarettes carefully 
·  Never leave children alone in the home 
·  Never leave chip pans unattended 
·  Do not obstruct access ways which could be used as emergency 

exits 
·  Use fireguards with all types of open fire 
·  Do not store inflammable products in you home, shed or garage 
·  Keep doors closed 
·  Make sure you switch off and unplug all electrical appliances not 

being used 
·  Have a nightly checklist before you go to bed 

 
Crime 
Prevention Do not make things easy for burglars! 

 
·  Lock all doors and windows when you go out 
·  Do not leave ladders or steps visible in your 

garden 
·  Leave a light on in a room when you are out 

for the evening and close the curtains 
·  If you are away for a longer period use an 

automatic time switch for lamps, and ask a 
neighbour or friend to check your home 

·  Join or start a Neighbourhood Watch scheme 
·  Cancel papers and milk and other regular deliveries when you are 

away 
·  Keep your shed locked, your tools could be useful to a thief 
·  If you witness our property being vandalised, please contact the 

police and let us know 
 
Insurance Hundred Houses Society will insure the structure of your home, but not 

your possessions.  You are strongly advised to insure your 
possessions and any article you are responsible for under a home 
contents policy with a reputable insurance company.  This will usually 
cover you against theft or damage by fire, flood, storm, accident or 
other disaster. 
 
You are also responsible for glazing in your home and we 
recommend your insurance should be extended to cover this. 
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Hundred Houses Society 
 

Staff Structure  
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Useful addresses 
 

Cambridge Citizens Advice Bureau  The Housing Corporation 
72 Newmarket Road  149 Tottenham Court Road 
Cambridge  London 
Tel:  01223 361418  W1P 0BN 
  Tel:  020 7393 2000 
Cambridge City Council - Housing 
Needs 

  

Hobson House  Independent Housing Ombudsperson 
44 St Andrews Street  3rd Floor Norman house 
Cambridge  105-109 Strand 
CB2 3AS  London 
Tel:  01223 45792/4  WC2R 0AA 
  Tel:  0171 8363630 
Cambridge City Council - Revenue 
Services 

  

Mandela House  Huntingdonshire District Council 
Regent Street  Pathfinder House 
Cambridge  St Mary©s Street 
CB2 1BY  Huntingdon 
Tel:  01223 457000  PE18 6TN   Tel 01480 388388 
 
Cambridge Independent Advice 
Centre 
41 Mill Road 
Cambridge. 
Tel: 712222 
 

  
East Cambridgeshire District Council, 
The Grange, 
Nutholt Lane, 
Ely, 
Cambs CB7 4PL  Tel: 01353 665555 

Cambridge Mediation Service  Police HQ 
Llandaff Chambers  Hinchingbrooke Park 
Regent Street  Huntingdon 
Cambridge  PE18 8NP 
CB2 1AX  Tel:  01480 456111 
Tel:  01223 302514   
  South Cambs District Council 
Cambridge Police  South Cambs Hall 
Parkside Police Station  9/11 Hills Road 
Cambridge  Cambridge 
CB1 1JG  Tel:  01223 443000 
Tel:  01223 358966   
  Fenland District Council 
Rent Officer Service  Fenland Hall 
27/28 Bridge street  County Road 
Cambridge  March 
CB2 1US  Cambs PE15 8NQ 
Tel:  01223 358352  Tel: 01354 654321 
   
Cambridgeshire Social Services  Citizens Advice Bureau 
Cambridgeshire County Council  70 Market Street 
Shire Hall  Ely    Tel 0870 7510933 
Castle Hill   
Cambridge CB3 0AP  Citizens Advice Bureau 
Tel: 01223 717958  High Street March 
  Tel 01354 657622 

 
 
 


