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In 2004 the Association undertook a survey of all the
owners in our area of operation who receive a Property
Management service from us. The responses from the
survey showed that there was still some confusion
amongst many owners about the relationship between
them and the Association. There was also confusion
about what services the Association provides and charges
owners for and what services are the responsibility of
North Lanarkshire Council.

This handbook has therefore been produced as a
reference document for owners to help clarify the
Association’s role as the Property Manager for your area.
The handbook outlines the type of Property Management
services provided by the Association and explains why
these services are important. We hope that the handbook
will help owners understand their own role in maintaining
the area they live in and why everyone has to make a
contribution to the cost of providing a Property
Management service in their particular area.
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Introduction

The handbook is intended to be used as a reference
document but is NOT a replacement for personal contact
with the Association. If you need more detailed
information or advice on any matter regarding the service
we provide or your obligations as an owner, we are happy
to discuss this at the office or in your own home.

The offices of Wishaw and District Housing Association
are situated at:

55 Kirk Road, Wishaw ML2 7BL
Tel: 01698 377200/372776
Fax: 01698 358712

E-mail: assoc@wishawdha.org.uk
Web: www.wishawdha.org.uk

Opening Hours:

Monday – Thursday 9.00am – 4.30pm

Friday 9.00am – 4.00pm

Closed for Lunch 12.30pm – 1.30pm

Appointments can be made outwith these hours by
arrangement.

PLEASE KEEP THIS HANDBOOK SOMEWHERE SAFE AS
YOU MAY NEED TO REFER TO IT IN THE FUTURE.



Wishaw and District Housing Association is a non-profit
making organisation operating within a defined area in
Wishaw and the surrounding areas.

We were established in 1978 to improve local housing
provision, initially through the rehabilitation of turn of the
century tenement flats that had structural problems and
were lacking in amenities. Once this objective was
successfully completed we turned our attention to
building new housing, which we have been doing now for
a number of years. In 1996 the Association acquired a
number of rented properties in Wishaw, Netherton,
Muirhouse, Newmains and Shotts through a voluntary
transfer from Scottish Homes (formerly known as the
Scottish Special Housing Association). As part of that
transfer the Association also took on the role of Property
Manager for the common areas within the estates.

The day-to-day operations of the Association are paid
for from the income the Association receives from rents,
occupancy charges (to sharing owners) and the Property
Management accounts we issue to owners. The building
of our new rented developments are funded in part from
private mortgages (which are repaid from the
Association’s rental income) and partly by grants called
Housing Association Grant, known as HAG, which are paid
by the Scottish Executive.

How the Association is managed
The Association is governed by a Board of Directors
consisting of 16 local residents who have chosen to
become members of the Association and who have been
elected to the Board at our Annual General Meeting.
Board members give their time on a voluntary basis and
are therefore unpaid.

Wishaw & District Housing Association
Owners’ Handbook About the
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The Board defines the Association’s values and
objectives and plans and controls the Association’s affairs
through a committee system that looks at all the core
functions of the organisation.

Members of the Board of Directors do not involve
themselves in operational matters but employ salaried
staff to provide professional advice and to manage the
day to day running of the organisation. 

As the Association is in receipt of public funds we must
adhere to strict laws and regulations. To ensure that we
continue to meet these we are audited annually and
periodically inspected by the government’s housing
regulators, Communities Scotland.

The Association employs a Housing Officer who deals
specifically with our services to owners and sharing
owners and also with applications from any of our tenants
who wish to buy their home through the Right to Buy
legislation. If you have any problems with the services the
Association provides to you as an owner your Housing
Officer is your first point of contact. If you wish to have a
meeting with your Housing Officer an appointment can be
made at the office. Home visits and evening
appointments can be arranged if you are unable to come
into the office and/or unable to call in during normal
office hours.

Please note that ALL enquiries, complaints etc, should
always be reported to the office and not to individual
Board Members.

Membership of the Association
To qualify for membership of the Association you must be
resident within the Association’s area of operation and at
least 18 years of age (unless you are a tenant or sharing
owner when you must be at least 16 years of age).

Although you are an owner who receives services from
the Association, this does not automatically mean that
you are a member of the Association. To become a
member you must apply to the office to purchase a share
in the Association. This costs £1.00 and lasts for a
lifetime.

The Board of Directors will normally approve
applications for membership from owners, tenants and
sharing owners to whom we provide a service.
Consideration will also be given to applications from
other residents in our area of operation who support the
aims of Wishaw and District Housing Association and are
interested in its work.

Members are entitled to attend and vote at all General
Meetings of the Association and to stand for election to
the Board of Directors.

If you have any queries about membership, or you
would like to discuss standing for election to the Board of
Directors then please contact the office.
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As an owner you are entirely responsible for your own
property and what happens in your own home.
However, within the building that you live in there will be
common parts to the building and common areas around
the building that you do not own outright but which, as an
owner of one of the properties in the building, you have
bought a joint right and responsibility to maintain as part
of its general upkeep. The responsibility for ensuring that
these common areas/parts of the building are maintained
to a safe and satisfactory standard is generally delegated
to a Property Manager for the building, with the
Association generally performing this role. This handbook
will therefore describe the role of the Property Manager
within your building and your rights and responsibilities
as an owner. 

The Association’s role as Property
Managers
In the building where you live Wishaw and District
Housing Association is likely therefore to have a dual role
– as the public sector landlord of the properties we
continue to own and as the Property Managers for the
common areas/parts of the building. The services the
Association provides to you as an owner will therefore
primarily be through its role as the Property Managers for
your building. 

The role of Property Manager (or Factor, as it is
sometimes known) is conferred on the Association under
the terms of the Deeds of Conditions, which is a legal
document included in the Title Deeds documentation you
signed when completing the transaction for buying your
house (more information on what is contained in this
document is given in this handbook under the section
titled ‘Deed of Conditions’).
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Under the terms of the Deed of Conditions, the
Property Manager has the responsibility to maintain all
the common areas/parts of the building on behalf of all
the residents and for the benefit of everyone living there.
So long as the Association retains ownership of at least
one property within your building it is willing to take the
responsibility of carrying out this role. 

In some Deed of Conditions the right of the
Association to be the Property Manager (or to appoint a
Property Manager of our choice) will last for a period of
30 years from the date of the first Right to Buy sale in that
particular building. After this period, and where the other
owners in a building are in the majority, the Deed of
Conditions allows for the possibility that a majority of
owners could vote to change the Property Manager. In
other styles of Deed of Conditions the Deed allows for a
majority of owners in a building to vote at any time to
change the Property Manager. 

It is very important for owners to remember that,
although the Association will organise and oversee the
maintenance of the common areas/parts of your building,
every owner living in the building has a legal obligation to
maintain the common areas/parts and to contribute to
the costs incurred in doing so.

This handbook is intended to explain in greater detail
the Association’s role as Property Managers in your
building and also explain why you, as an owner, have a
responsibility to pay a share of the costs incurred by the
Association in maintaining the building you live in.

What does the Association do as
Property Managers?
As Property Managers the Association will:

• Carry out regular inspections of the common
areas/parts and implementing, by contract works,
any required works to the common parts of the
building identified as a result of our inspections.

• Organise and supervise a 5-yearly cyclical contract
to paint all of the relevant common areas/parts of
the building.

• Organise and supervise the landscape contract
which will cover the cutting of the common grass
areas, maintaining any common shrub beds and
spraying any weeds in the common areas.

• The ongoing maintenance and control of trees in
the common areas.

• The ongoing maintenance of any lighting to
common parts of the building, such as lighting to
the back-court and close areas of the building.

• Obtain the consent of all owners where any
improvement works to common areas/parts are
proposed.

• Convene meetings of all residents within a building
as appropriate.

• Maintain a list of approved contractors and ensure
all works to the building are carried out at
competitive rates, safely, competently and
timeously in accordance with our Repairs &
Maintenance Policy.

• Consult with owners where repair costs are above
the limit specified in the Deed of Conditions for the
building.
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• Manage the payments to contractors and
consultants for these works.

• Issue regular accounts to owners to reclaim their
share of the costs of work carried out to common
areas/parts and, where required, instigate legal
action for the recovery of debts owed.

What are the common areas/parts?
Although you own your own property and are responsible
for the upkeep and maintenance of your own flat and any
garden, there are common areas/parts of your building
that also require upkeep and maintenance. Each building
may have different areas/parts that are deemed
‘common’ under the Deed of Conditions but most often
these will comprise of:

• The common roof and attic space of the building,
along with the fascia and soffit boards of the roof.

• The external walls and foundations of the building.

• The rainwater goods (ie, the gutters and
downpipes) of the building.

• Any closes and stairs in the building, including
close doors, close windows, door entry systems and
close lighting.

• The back-court areas, including the common grass
areas, bin stores, drying areas, parking bays,
footpaths and external lighting. 

• Any entrance halls, stairways, railings and landings
in the building.

• The common services (ie water, gas and electricity
supplies) and related pipes, tanks, cable ducts, etc.

• The boundary fencing and walls around back-court
areas.

The Association, as Property Managers, will try to
ensure that these common areas/parts are properly
maintained on behalf of all of the residents. It is the
residents’ responsibility to report to the Property
Manager if any common area/parts require maintenance.
In addition, our Technical Services and Tenancy Services
staff will visit and inspect the common areas of your
building from time to time with a view to identifying any
issues relating to their upkeep or repair. 

Paying for the maintenance of the
common areas/parts of your building
Every resident in your building has an interest in keeping
the building and surrounding area a safe and pleasant
place to live. Every owner has a legal obligation to
contribute to the upkeep, repair and maintenance of all
the common areas/parts of the building because these
are jointly owned by all of the owners in the building
(including the Association, as owners of the properties
which we rent to tenants).

As the Property Managers of your building, the
Association therefore instructs and manages contracts
and individual repairs on behalf of all the residents to
ensure that all of the common areas/parts are well
maintained and kept safe. However, the Association is
obliged to recover the costs of providing these repair and
maintenance services from residents as the Association
receives no funding for providing these services and they
will not be carried out by the local authority.

Tenants living in properties owned by the Association
are charged a monthly service charge on top of their rent
to pay their share of providing the regular, general
maintenance services to the common areas/parts of their
building, such as regular landscaping work to the back-
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court areas. Their share of one-off repairs to the common
areas/parts, such as a repair to a boundary fence, are
paid for from an amount included in their monthly rent
charge. 

Owners are recharged their share of the service charge
and the cost of one-off repairs to the common
areas/parts through the Property Management Accounts
that are issued by the Association. A fuller explanation of
these charges is included in this handbook in the section
titled “Your Property Management Account”.

Improvement works to common parts
The vast majority of the works that the Association will
arrange to be carried out at your building will be fairly
minor, routine repairs and ongoing maintenance. In the
main these works will be of relatively low cost and the
Association will normally arrange to have the works
carried out without prior consultation with residents,
although on the rare occasions where the costs are higher
the Association will seek to consult with owners living in
the building prior to instructing any works.

However, there may be occasions where the
Association wishes to propose improving (as opposed to
simply repairing) the amenities within the building, for
example installing a door-entry system to a building
which has never previously had one. The Deed of
Conditions for your building will normally set out how a
decision on improvement works of this type is reached by
the owners. Under some types of Deed the Association
(as Property Manager) must get the signed agreement of
all owners before instructing improvement works to the
building. Under other types of Deed a majority of owners
can vote to implement improvements and this vote is
binding on all owners living in the building, whether they
voted on the proposal or not.
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Your Property
Management
Account

Property Management Accounts are issued by the
Association either six monthly or, more commonly,
annually and are the method we use to recharge you for
your share of the costs incurred by the Association in
maintaining the common areas/parts of your building.

What is included in your Property
Management Account?
Your account will detail:

The period covered
Generally the account will cover a twelve month period.
Both the Service Charge and the Buildings Insurance
elements of your account are charged from 1st April to
31st March and are paid in advance for the coming
financial year.

However, by their very nature, one-off repairs to the
common areas/parts of the building cannot be predicted
and therefore can only be charged for after they have
arisen (i.e. in arrears). Your account will therefore include
all repairs of this type carried out in the period from the
last account up to the date of issue of the new account.
Every effort will be made to ensure that repairs carried
out just prior to the accounts being issued are included
so that you are not paying for repairs that were carried
out a very long time ago.

Service charges 
In most buildings the Association provides a range of
regular, planned services, primarily designed to ensure
that the common areas around the building are properly
maintained all year round. In the main these services are
for the regular cutting of common grass areas and the
pruning of common shrub beds, but can also include in
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some instances the electricity costs associated with the
service provision of lighting the common areas of the
building or the provision of a common TV aerial. The
annual cost involved in providing these services is split
equally amongst every resident in the building and is
called a Service Charge. In just about every area where
the Association has properties the largest cost element of
this Service Charge will be made up by the cost of
maintaining the common grass in the back-court areas.
This work is generally put out to tender each year in a
Landscape Contract and the work generally includes the
following:

• Regular cuts of the common grass areas throughout
the cutting period, which runs from April to October
of each year.

• Weeding and de-littering of any common shrub
beds and the pruning and cutting back of shrubs
and bushes in common areas.

• Weed spraying of other common areas, such as
footpaths and car parking areas.

N.B. Not all of these services will be provided in
every area and you will be issued with exact details of
what regular services are provided at your building
when we send you your Property Management Account.

Tenants of the Association who live in your building
will pay exactly the same Service Charge as owners, as
the total cost of providing the services each year is
divided equally between every resident, regardless of
tenure. Your Property Management Account will show you
the full cost of providing the service in your building,
multiplied by your equal percentage share of the cost to
give you your own annual contribution. The Service
Charge may be broken down into its component parts if
we provide more than one type of service at your
building. For example, where we have the responsibility
for maintaining the common lighting in a building the
component parts of the service charge will show the split
between: 

• Landscape maintenance (ie grass cutting/shrub
bed maintenance) and;

• Common electricity (ie the cost of electricity for the
lighting of common areas).

Towards the end of each year owners and tenants will
be consulted on the services that the Association is

planning to provide to maintain the common areas in your
building over the coming year and, where possible, we
will include the cost of providing these services as part of
the consultation process. 

Common repairs
Charges shown under this heading are your share of the
cost of any one-off repairs that have been carried out to
the common areas/parts of your building during the
specified invoice period, such as repairs to a boundary
fence, repairs to a leaking roof or the repair of an outside
light in the close or back-court area.

If any common repairs of this type have been carried
out at your building during the invoice period, your
Property Management Account will give details of when
the job was carried out, a brief description of the work,
the total cost of the work and your own percentage share
of the costs, based on how many people live in your
building.

Your percentage share of common repairs
Like the Service Charge costs in your area, the costs of
any common repairs carried out to the common areas/
parts of your building are divided equally between every
tenant and owner living in that building. The rent that the
Association charges to our tenants includes an element to
cover their contribution to the costs of any common
repairs that have been carried out in their building.

As an owner, the percentage share of your contribution
to cover the cost of common repairs will be determined by
the number of residents (regardless of tenure) that live in
your building. For example, if you live in a large tenement
with 36 properties, you will generally be responsible for
2.78% (i.e 1/36th) of the cost of any common repairs. 
If you live in a small building of only 8 flats you will be
responsible for 12.5% (ie 1/8th) of the costs.

On certain occasions this percentage may vary for
certain types of repair. An example of this would be if the
repair is to a common footpath which only serves two
flats in a particular building. In this case if you live in one
of the two flats served by the footpath you would expect
to pay 50% of any repairs to this common footpath. The
division of costs for such repairs will be determined by
the terms of your Deed of Conditions and what is laid out
in your Title Deeds.
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Buildings insurance
If you have taken up the option of insuring your property
through the Association’s block Building Insurance Policy
your annual premium will be recharged to you as part of
your Property Management Account. The actual amount
of your premium is determined by the assumed re-
instatement value of your property and is set by the
insurance company who provide us with the policy, not
the Association.

Any owner who resides in an area where the
Association provides a Property Management service can
insure their home through the Association’s block
Building Insurance policy. Our premiums can often work
out cheaper than the usual insurance providers due to the
large number of properties that we already insure. More
information on the current level of our premiums and the
cover provided are available from the office. For further
information on insuring your home please refer to the
section of this handbook titled Buildings Insurance.

The Management and Administration fee 
In order to provide a Property Management service to
owners the Association needs to employ staff to carry out
a number of functions relating to this service provision.
As well as Technical Services staff that regularly inspect
the common areas/parts, identify and instruct the
necessary works required and then oversee any repair
instructed, the Association also employs a Housing
Officer dedicated to owners and sharing owners. Part of
this Officer’s remit is to be responsible for managing the
owned stock and overseeing the Property Management
service, dealing with a range of enquiries from owners
and collating, issuing and administering the Property
Management accounts.

The Association’s regulating body, Communities
Scotland, requires the Association to ensure that we
cover all of our costs relating to the provision of the
Property Management service to owners. For this reason
your account will include a Management and
Administration Fee which is designed to recover the
Association’s costs in providing the service to owners. The
Management and Administration Fee can be set in one of
two ways:

1. As a percentage of the total Property Management

invoice for the period (i.e not including any balance
carried over from the previous account). This means
that the Management and Administration fee that
you pay is directly proportional to the costs
involved in providing the services and repairs to
your building.

2. A flat rate fee charged to every owner, irrespective
of the actual charges for the period, thereby
allowing owners to know in advance what their fee
will be and to budget for the fee that will be
charged.

The Association is committed to ensuring that costs to
owners are kept as low as possible whilst still allowing for
the provision of the highest standard of service possible.
The method of setting the Management and
Administration fee will be reviewed regularly both to
ensure that charges to owners are minimised but, at the
same time the fee is actually covering the costs involved
in providing the service. Owners will be kept advised of
any changes to the way the fee is set or, if applicable, the
percentage charged.

VAT
The Association is required by the government to charge
VAT (or Value Added Tax) on any services provided to
owners by the Association. We therefore must charge VAT
of 17.5% on our Management and Administration Fee.

The balance carried forward on your account
If, for any reason, you have not paid off your last invoice
in full the balance outstanding will automatically be
carried forward to your next account and added to the
overall invoice total.

Similarly, if you have a credit on your account this will
also be carried forward and will contribute towards the
latest invoice total. In some cases you may wish your
credit balance to be transferred to your Cyclical
Maintenance Savings Fund (see details below) to build up
a fund for any future, more costly bills.

Voluntary contributions to your Cyclical
Maintenance Savings Fund
The Association recognises that sometimes the cost of
services and common repair works that require to be
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carried out in your building may be expensive and, as
such, your invoice may be higher than usual. The
Association therefore operates a ‘Cyclical Maintenance
Savings Fund’ facility for all owners. The fund acts as a
type of savings account and can be used at any time to
save towards your annual invoice. 

Contributions to the fund are made on a purely
voluntary basis and your Property Management account
will show the running total of what, if anything, you have
paid into your own fund.

A fuller explanation of how the Cyclical Maintenance
Savings Fund may help you to budget for future repairs is
included in this handbook in the section titled ‘The
Cyclical Maintenance Savings Fund’.

Interim invoices
The vast majority of repairs carried out by the Association
to the common areas/parts of your building will be
relatively inexpensive when shared between all the
residents in the building and these repair costs will
normally be recharged as part of your Property
Management Account. However, there may be occasions
when a repair within a common area costs an
exceptionally high amount. In order to recoup this money
as soon as possible and to avoid high annual accounts
being issued to owners, the Association reserves the right
to issue interim invoices at any point throughout the
financial year.

Paying your Property Management
Account
Full payment of your account is due within 28 days of
receipt. However, you can make an arrangement to pay
the account in weekly or monthly instalments, but this
must be agreed with your Housing Officer in advance.

If you wish to pay by instalments it is extremely
important that you contact the office as soon as you
receive your account to make a suitable payment
arrangement. 

The Association is keen to make payment of your
account as easy as possible and offers a number of
payment methods:

Allpay.net swipe card 
All owners have been issued with a Yellow Allpay swipe
card that can be used in any Post Office or any shop
displaying the PayPoint, Payzone or epay sign. When you
get your swipe card you will also be given a list of all local
outlets where the card can be used to make a payment.
You can use your card to make a payment to your
Property Management account from anywhere in the UK
and your payment will be credited to your account within
24 hours.

By using the swipe card you have the flexibility of
paying any amount at any time at your convenience with
either cash, cheque or debit card. You cannot make a
payment using a credit card. 

Please Note – If you lose or misplace your card, there
will be a charge for a replacement, so please ensure that
you keep it in safe place.

Telephone payments
If you have a debit card you can pay your Property
Management account by using the allpay.net telephone
system. This automated service will give you step by step
instructions and is available 24 hours a day, 7 days a
week. However if you need the assistance of an operator
you will need to call during office hours. 

The number for the telephone banking is 
0870 770 0472.

To make a payment you will need your 19 digit allpay
swipe card reference number and your bank details
including your debit card number, the card’s expiry date
and the issue number (if applicable).

Please Note – You cannot make a payment using a
credit card.

Internet payments 
You can make payment online via the internet anytime of
the day or night outwith normal business hours. To make
a payment online you should log onto www.allpay.net and
follow the link titled ‘MAKE A PAYMENT’. You can also
access the allpay.net website via a link on the
Associations website.

To make a payment you will need your 19 digit allpay
swipe card reference number as well as your debit card
details (again, credit cards will not be accepted). The first
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time you use the system you will be asked to enter and
confirm a password as an added security measure as well
as an email address so that the payment can be
confirmed. You will need to remember your password as
you will be asked for it each time you log on to the system.

Direct debit
With a direct debit regular payments are debited from
your bank account and paid directly to the Association.
These payments can be made weekly, fortnightly, monthly
or yearly on a day or date that suits you. 

Direct debit is an ideal way of making regular
contributions to your Cyclical Maintenance Savings Fund
(see details of how this fund works in the section titled
‘The Cyclical Maintenance Savings Fund’ in this
handbook) but please remember that you can only make
weekly, fortnightly or monthly payments towards your
actual Property Management invoice with the
Association’s agreement. You should also remember that
it will be your responsibility to ensure that there are
sufficient funds in your bank account to allow the
payment to be made.

If you wish to set up a direct debit or if you want more
information on how they work please contact the
Association.

Bank standing order
If you wish to make your payments to the Association by
bank standing order you will need to contact the office for
the Association’s bank details. With a bank standing order
it is your responsibility to make sure that the order is set
up for the correct amount and to make any amendments
to the order as required. Like a direct debit, it is also your
responsibility to ensure that there are sufficient funds in
your bank account to allow the payment to be made.

Please Note – Cash payments will not normally be
accepted at the Association’s office and you are asked to
not send cash into the office.

Difficulties in paying your Property
Management Account
The Association understands that most people will
experience some financial difficulties at some point in
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their lives and, as a result, may not always be able to
immediately meet all of their financial commitments. 
At the same time we have a duty to ensure that everyone
meets their responsibilities and their obligations to
contribute to the costs of maintaining the common
parts/areas of their building. The Association therefore
views any debt owed to it as very serious and will take
action, including legal action where necessary, to recover
all monies owed, no matter how small.

If you find that you are unable to make full payment of
your Property Management invoice within the 28 days or
find that you are unable to pay one of the agreed
instalments, it is therefore extremely important that you
contact the office immediately and discuss the matter
with your Housing Officer.

If you simply do not pay your invoice or make a
payment, your Property Management account will go into
arrears and action may be taken against you. 
The Association will also have the right to charge you
interest on any arrears on your account.

Please remember that your Housing Officer is here to
help but can only do so if you are willing to co-operate
and discuss the problem.

Wishaw & District Housing Association
Owners’ Handbook



The Cyclical
Maintenance Savings
Fund

What is it?
The Cyclical Maintenance Savings Fund is a type of savings
account that allows owners to put money away to cover
future years when their Property Management account
costs may be high. This can be especially useful for owners
in the older tenement blocks where expensive works such
as re-roofing or replacement of gutters and downpipes
will eventually be required. However, all owners should
be aware that there may be works that require to be
carried out at any time to common areas/parts of the
building that could be expensive. Owners are therefore
encouraged to plan for the future and to take precautions
to ensure that they are able to meet the potentially high
costs. The Cyclical Maintenance Savings Fund is one way of
doing this although you should bear in mind that the
monies are held in a non-interest bearing account.

How to make contributions to the fund
Contributions are made on a purely voluntary basis. 
Any money paid into your Property Management account
over and above the amount we have invoiced to you for
common charges can be transferred into the Cyclical
Maintenance Savings Fund on request.

Payments into the Fund can be made as one-off
payments throughout the year or made on a regular basis
(e.g. monthly) using your Allpay card or via direct debit. 

Refunding contributions
If you sell your house any credit in your Cyclical
Maintenance Savings Fund, after the deduction of any
outstanding monies owed to the Association, will be
refunded to you as soon as possible after the date of sale.
Refunds will be made by cheque.
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Looking after
your home

Insuring your home

Buildings insurance
It is a legal requirement (usually under your Deed of
Conditions as well as under the terms of the Tenements
(Scotland) Act 2004) that you make sure that you have
adequate buildings insurance cover for your property. 
If you live in a tenement flat or four-in-a-block flat you
must also insure your shared liability for any common
parts of the building. 

Owners can cover their property through our block
buildings insurance policy which, because of the large
number of properties we insure, make the premiums for
individual owners very competitive. The policy is a full
reinstatement value policy and covers your property and
the common parts of the building that you live in against
damage caused by fire, flood or storms but it will not
cover repairs or replacements required due to normal
wear and tear.
Your own individual annual premiums are based on the
size and likely reinstatement value of your property and
are recharged to you as part of your Property
Management account.

Many owners choose to arrange their own buildings
insurance but if you do choose to insure your property
with another provider you must let us know and be
prepared to provide the Association with a copy of your
up-to-date policy documents if asked. You must also
advise your insurance provider of your responsibility to
insure an equal share of the common parts of the building
you live in as part of your policy.

Details of the block buildings insurance scheme
available through the Association and an indication of
your own premium payments are available from the
office.
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MAKING A CLAIM UNDER THE ASSOCIATION’S BLOCK
BUILDINGS INSURANCE POLICY
If your property is insured under the Association’s block
buildings insurance policy and you need to make a claim
at any time you should initially contact your Housing
Officer at the Association’s offices for a claim form.
However, the completed claim form needs to be returned
directly to the insurance company for them to assess and
make a decision on. 

Please Note – The Association has no influence over
the insurance company’s assessment of your claim or
over any subsequent offer of settlement and because we
are not the insured party we cannot pursue a claim on
your behalf.

Home contents insurance
It will always be your responsibility as an owner to ensure
that the contents of your home are adequately insured.
This not only includes moveable items such as
entertainment equipment, jewellery and cash but also
decorative items, white goods and fixtures and fittings
like furniture and carpets, washing machines and cookers
and kitchen units and bathroom suites.

If you do not have any insurance cover for your
belongings please give serious consideration to obtaining
cover before you have a disaster in your home.

Owners are eligible to apply for low-cost home
contents insurance through a scheme administered by
the Scottish Federation of Housing Associations. 
The scheme will insure most house contents against fire,
theft, flood and vandalism in your house, garden shed or
adjoining garage, with articles under five years old
covered on a ‘new for old’ basis.

Further details of the scheme and application forms
are available from the Association’s office.

Maintaining your own property

Regular maintenance works
All properties need ongoing, regular work carried out on
them to ensure that they remain safe for you, your family
and visitors to your home. Keeping up with essential
maintenance works will also help make sure your home
remains looking good and continues to be a valuable
asset. Owners of detached, semi-detached and terraced
houses will be responsible for carrying out all aspects of
the repair and maintenance of their property and are
advised to:

• Have gas central heating systems serviced every
year by a CORGI registered plumber.

• Repair leaking pipes and water tanks straight away,
as leaking water can do a lot of damage to
brickwork and to wooden surfaces.

• Not to block up ventilation bricks or pile soil against
external walls as this can lead to condensation and
damp problems.

• Regularly check that gutters, rainwater pipes and
drains are not blocked.

• Paint the external wooden surfaces of your home
such as window frames, soffits and fences every
four to five years to protect them from the elements
and prevent the wood from rotting.

For owners in tenement buildings where the
Association is also the Property Manager of the building,
some of the above noted works will be instructed and
managed by the Association in this capacity. If you are in
any doubt as to whose responsibility it is to ensure
maintenance works are done to your property please
contact your Housing Officer. 

Future maintenance
Virtually every element of the fabric of your property has
a lifespan and as an item nears the end of its life you, as
the owner, will have to make arrangements for it to be
replaced. Some of these items can be expensive and
owners are therefore advised to plan for future
maintenance and to make financial provisions to cover
the costs.
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To help you plan for these future repairs the key
elements of your house and their respective anticipated
lifespans are noted below:

ROOFS LIFESPAN

Tiles 30 years

Flashings 30 years

Gutters 20 years

Downpipes 20 years

Ridges 30 years

Facia Boards/Soffits 20 years

EXTERNALS LIFESPAN

Painterwork 5 years

Roughcast 30 years

Doors 20 years

Windows 20 years

Fences/Gates 15 years

INTERNALS LIFESPAN

Extractor Fans 15 years

Central Heating System 20 years

Sanitary Ware 25 years

Electrics 20 years

Kitchen Units 12 years

Pass Doors 20 years

Smoke Alarms 10 years

Please remember that most items will need repair and
maintenance works during their lifetime and that the
lifespans given are only an indication of how long each
element of the building is expected to last before they
require to be replaced. 

Again, owners of detached, semi-detached and
terraced houses will be responsible for organising and
paying for all required works to be carried out whilst
owners in tenement accommodation will have some of
the works organised by the Association if we still own at
least one of the flats in your building. However, every
owner in tenement accommodation will be jointly
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responsible for the costs incurred in carrying out the
required work and are strongly advised to make suitable
financial plans.

Access to Association contracts
Wishaw and District Housing Association carries out a
rolling programme of contracts designed to replace and
/or maintain the key building elements of the properties
that we own. These contracts are likely to be for things
like replacing the kitchens or bathrooms, re-roughcasting
external walls, re-roofing, replacing heating systems,
painting doors and windows, etc. 

If you live in a tenement flat some of these contracts
will automatically affect you if, for example, the contract
is to replace or repair a common part of your building,
such as the roof. On a contract like this you will be
notified in advance of the work that is to take place and
details of your share of the cost of the work will be
invoiced to you by the Association on completion of the
contract. 

However, if you live in a detached, semi-detached or
terraced house you will have the responsibility to
organise every aspect of the maintenance of your home.
When we arrange a contract to carry out work to our own
properties in an area, the Association will endeavour,
where appropriate, to notify all owners in that area of the
type of contract work being carried out so that you have
the opportunity to make an arrangement with the
contractor to carry out similar work in your own house. 
Of course any arrangement you make with our appointed
contractor for work to be carried out in your house is a
strictly private arrangement between you and the
contractor. The Association will not become involved in
any dispute between you and the contractor over the
work carried out or the price you pay for the work. 

Vandalism
Any damage to your own property or to your building
caused by acts of vandalism, such as broken windows or
graffiti, should be immediately reported to the Police.
This is especially important if you intend to make an
insurance claim for the damage, as your insurance
company may not pay for the repair without a Police
Incident Number.



Safety and maintenance tips 
This section of the Handbook contains useful information
that should help you to keep you and your family safe in
your home.

Gas leaks
If you smell gas or suspect that there is a gas leak in your
house:

• Put out any naked flames and turn off any gas.
appliances such as cookers and fires immediately.

• Put out cigarettes and don’t light any matches.

• Do not turn any electrical switches, including light
switches, on or off.

• Turn off the gas supply at the meter.

• Open all windows and doors to get rid of the gas.

• Phone Scottish Gas on 0800 111999.

Carbon monoxide poisoning
Carbon Monoxide Poisoning can be caused by faulty gas
appliances such as a gas fire or a central heating boiler.
You can help reduce the risks of Carbon Monoxide
Poisoning further by taking the following precautions:

• Do not use any gas appliance that you think is not
working properly.

• Never restrict the air-flow through a gas appliance
by covering it up or by blocking air vents.

• Do not close, seal up or block air vents that are
fitted in your windows.

• Do not block the outside flues.

• Consider getting a Carbon Monoxide Alarm.

Smoke detectors
We strongly recommend to all home-owners that you
install smoke detectors in your home. If you have a smoke
detector fitted in your home it will either be battery
operated or run from the mains electricity with a battery
back up. It is very important that these batteries are not
removed. In the event of a fire in your home, the lives of
you and your family may depend on the vital warning a
smoke detector gives.

In order to ensure that your smoke detector remains in

working condition you should take the following
precautions:

• Never try to disconnect or remove the alarm.

• Do not paint over the alarm.

• Do ensure that the alarm is kept free from dust by
hoovering or dusting it regularly.

• Do check your alarm at least once a month by
pressing the test button until the alarm sounds.

• Do change the battery in your alarm as soon as
you hear the signal to indicate that the battery is
running down. This signal is a regular bleep from
the alarm.

If you are worried that your smoke alarm is not
actually working please arrange to have it checked out
immediately by a suitably qualified contractor.

Fire prevention
Although nobody can completely protect their home from
fire you can help reduce the risks by taking the following
precautions:

• Keep matches out of the reach of children.

• Do not keep flammable liquids (e.g. petrol) in your
house.

• Do not dry clothes etc, next to a fire.

• Don’t put a portable fire near curtains or where
you have to squeeze past it.

• Where possible unplug electrical appliances when
they are not in use and do not overload sockets.

• Keep a fire extinguisher and fire blanket handy.

• Work out your escape routes in case there is a fire
and make sure stairs and passages to back and
front doors are kept clear.

• Do not remove self-closure mechanisms from
internal fire doors.

BEFORE GOING TO BED:

• Empty ashtrays into something that cannot burn.

• Switch off all electrical appliances and pull out
plugs.

• Close all internal doors as this will help prevent a
fire spreading.
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• Never smoke in bed.

• Make sure all candles are properly extinguished.

If you want further advice on how to minimise the risks
and protect your family from the dangers of fire, contact
your local Fire Prevention Officer.

WHAT TO DO IF THERE IS A FIRE IN YOUR HOUSE
In the event of a fire which you cannot control:

• Close the door of the room where the fire is.

• Make sure everyone in the house leaves the
building as quickly as possible.

• Warn your neighbours.

• Call the Fire Brigade from a mobile, a neighbour’s
house or the nearest call box. Never go back into
your house to use the phone.

• Do not go back into the building until the Fire
Officer tells you it is safe to do so.

Burst pipes
Winter brings the worry and all too often, the misery of
burst pipes, so in very cold weather be prepared and
follow these preventative steps:

KEEP THE HOUSE WARM
Always keep the house at a reasonable temperature and
in very cold weather consider keeping your central
heating on all the time.

If you have a loft in your house, it is a good idea to
open the hatch as this gives additional protection to your
water tank and pipes in the roof space.

KNOW WHERE THE STOP-COCK IS
Make sure that all the family knows where the stop-cock
is located and that there is easy access to it in case of an
emergency.

TURN OFF THE WATER
Turn off the water and drain down the hot water cylinder if
you are leaving the house for any length of time.

If you need advice on how to do this contact a suitably
qualified contractor.

If you do have a burst pipe or any sign of flooding in
your home:

• Turn off the water at the stop-cock.

• Open all sink and bath taps.

• Switch off the electricity at the mains.

• Turn off the central heating system and any water
heaters.

• If possible, collect water in the bath for washing
and for flushing the toilet.

• Call a plumber.

• Warn any neighbours who might suffer damage
(e.g. your downstairs neighbour if you are in an
upper flat).

If your pipes have frozen take the same steps but only
open the cold water taps.

Door safety and door entry systems
Some flatted properties are fitted with door entry systems
at the common entrance to the building. These systems
are fitted for the security and peace of mind of all the
residents who live there.

However, door entry systems are only an effective
security measure if they are used correctly. If the building
you reside in has a door entry system please ensure that
the entrance door is always kept shut and is never
wedged open. Be aware that burglars are likely to make
up a convincing story when challenged so make sure that
you only allow access to people who are visiting you and
people who you know.

Self-closing doors
Many common entrances to buildings are fitted with self-
closing doors that are designed to ensure that the door is
always closed. While this type of door does help with the
security of the property, please remember that they are
potentially hazardous, especially for young children.
Children should, therefore, be discouraged from playing
around these doors.

Window safety
All windows represent a potential hazard to young
children, especially windows above ground level. Safety
catches stop windows opening too far and if fitted to your
windows, should be checked regularly to ensure that they
are working correctly. You should also avoid putting
furniture such as beds, chairs, chest of drawers etc below
windows where children can use them as climbing frames.
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Dampness and condensation
Very occasionally a property will be affected by dampness
or condensation. There can be a number of reasons for
damp patches appearing in a house but the three main
causes are:

WATER PENETRATION
This is caused by water leaking in through the roof,
window frames or the walls of the house because, for
example, there are missing roof tiles, rotting window
frames or faults in the cavity walls.

Signs of water penetration are damp patches on
ceilings, below windows and/or on the internal walls.
Mould growth and a musty smell may also be noticeable.

If you notice any signs of water penetration you must
get the cause investigated immediately and arrange to
have remedial works carried out as quickly as possible to
avoid further damage to the property.

RISING DAMP
This can be caused by the breakdown of the damp-proof
course, which results in a salt-like deposit appearing as a
tide mark on the wall. Although there is normally no
mould growth, there may be a musty smell in the room.

If you suspect that your home has rising damp it is
important that you have it investigated and treated by a
specialist.

CONDENSATION
More often than not the appearance of dampness is
caused by a problem with condensation. This happens
when there is too much moisture in the air, too little heat
(or too much) and inadequate air flow in the room.

Condensation usually appears as damp patches and
mould on surfaces, clothes and furniture with a musty
smell in the room. These conditions will worsen in cold
weather.

TO HELP PREVENT CONDENSATION YOU SHOULD:

Reduce the amount of water vapour produced in the
room:

• Dry clothes outdoors whenever possible.

• If your tumble dryer is not vented to the outside,
you will need to allow more ventilation in the room
when it is being used.

• Don’t allow kettles and pans to boil away any
longer than is necessary.

• Keep kitchen and bathroom doors closed when
cooking or bathing as this will help prevent water
vapour spreading to other rooms.

Keep the house warm:

• Try to leave the heating on low throughout the day
in cold weather.

• Keep the house well ventilated.

• Open the windows a little, especially if the room is
steamed up.

• If you have an extractor fan in the bathroom and/or
the kitchen, use it. 

• Make sure wall and window vents are kept open at
all times.

• Don’t put furniture hard against the wall as this
prevents air from circulating.

• Open doors to ventilate cupboards and wardrobes.

• Never block up chimneys and if you wish to block
up a fireplace, please ensure that you fit an
appropriate air vent.
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Your rights and
responsibilities
as an owner

Deed of Conditions
As an owner you have legal and social obligations to both
the Association and your neighbours. Most of these
obligations are laid out as conditions within the Title
Deeds documentation that you signed when you bought
your property. The majority of these conditions will apply
to all owners living in your building and are contained in
the Deed of Conditions, which is one of the legal
documents which make up your Title Deeds and which
your solicitor should have provided you with at the time
you bought your home.

Your solicitor should have already advised you of the
main terms of the Deed of Conditions but for your
information and easy reference, the following is a
summary of the standard conditions that are generally
contained in a Deed of Conditions for a tenement
building.

Please remember that the following is only a guide to
the likely conditions to be found in your Deed of
Conditions. You should always refer to the actual Deed if
you need to clarify anything relating to your own building
and you should obtain a copy of the document from your
solicitor or lender if you do not already have one. 

Standard Conditions likely to be found within a Deed
of Conditions:

1. Access Rights:

a. The Property Manager has a reserved right of
access to all properties within the building for the
purpose of inspecting the condition and standard of
maintenance of the property, provided access is
requested at a reasonable time and reasonable
prior notice is given to the owner.

b. The Association (provided that we own at least one
property within the building) or our appointed

23

Y
O

U
R

 R
IG

H
T

S
 A

N
D

 R
E

S
P

O
N

S
IB

IL
IT

IE
S

 A
S

 A
N

 O
W

N
E

R

Wishaw & District Housing Association
Owners’ Handbook



contractors, has a right to temporarily occupy any
property within the building for the purpose of the
construction, alteration, improvement, maintenance
or demolition of any of the properties that we own,
provided that we make good any damage caused.

c. The Property Manager, or his appointed
contractors, has a right of access to any property
within the building for the purposes of the
inspection, provision or maintenance of any shared
services to the building, such as the mains
electrical supply, mains gas supply, mains water
supply, sewage disposal pipes, drainage outlets,
common TV or radio connections, etc, provided that
we make good or pay compensation for any
damages or loss suffered by the property owner.

d. The Property Manager, the Local Authority and the
various utility suppliers have a reserved right of
access to allow for the inspection, provision and
maintenance of any shared utility services provided
to the building 

2. The Property:

a. The owner of each property is responsible for the
upkeep of their own property and must keep the
property maintained to a satisfactory standard. The
Property Manager has the power to force owners to
carry out works to their property if they consider
that these works are necessary to protect the
appearance, protection or general amenity of the
building. The individual owner has the right to
appeal to an independent arbiter against the
Property Manager’s decision. If the owner fails in
any appeal and also fails to carry out the necessary
works, the Property Manager has the right to carry
out the works and recharge the cost to the owner.

b. The owner must permit access at all reasonable
times to the Property Manager or his appointed
contractor for the purpose of any repair,
maintenance or renewal works required to the
common parts of the building.

c. The property must be used in all time coming as a
private dwelling house for the use of one family
only and for no other purpose. No business activity
should be carried out from the property without the
prior written consent of the Property Manager. 
No property shall be sub-divided.

d. Owners should not undertake any structural or
external alterations to their property without the
prior written consent of the Property Manager. 
The Property Manager will be entitled to make a
reasonable charge in respect of granting or refusing
the necessary consent.

e. In order to preserve the uniformity in the external
appearance of the property and the building, no
change should be made to the colour scheme or
decoration of the exterior, nor should anything be
erected or fixed to the outside walls or windows of
the property without the prior written consent of
the Property Manager. 

The Property Manager is entitled to make a
reasonable charge in respect of granting or refusing
the necessary consents.

f. The property shall not be used for any illegal,
immoral or improper purpose or in any way that
may, in the opinion of the Property Manager,
constitute a nuisance to other residents or result in
any loss of amenity to other residents of the
building.

g. The property shall not be used for the keeping or
breeding of any animals unless the prior written
consent of the Association is obtained. Generally
the Deed of Conditions for a building will allow
owners to keep a reasonable number of cats, dogs
or other domestic pets as long as any such pet does
not become a nuisance to other residents in the
building. 

h. All refuse is required to be disposed of in a secure
and proper manner

24
Y

O
U

R
 R

IG
H

T
S

 A
N

D
 R

E
S

P
O

N
S

IB
IL

IT
IE

S
 A

S
 A

N
 O

W
N

E
R

Wishaw & District Housing Association
Owners’ Handbook



i. No trees will be planted or cut down in the common
areas without the appropriate planning permission
and permission from the Property Manager. 

3. Garden Ground:

The unbuilt areas around a building should be
maintained tidily and used as drying areas, garden
ground, pathways or driveways and no building or
other erection can be placed on these areas without
the prior written consent of the Property Manager. 
If any owner has their own garden ground, the Deed
will specify that they will be responsible for its
upkeep and for a half share in the upkeep and
maintenance of any boundary walls, fences or
hedges around their garden. Commercial vehicles,
caravans, boats, trailers, etc, should not be parked
in the common parking areas without the prior
written consent of the Property Manager.

4. Common Areas/Parts: 

a. The common areas/parts of the building are jointly
owned by all the owners in the building.

b. The Property Manager of the building will have the
full power to instruct such works as he, in his
judgement, considers necessary or desirable for the
repair, maintenance and renewal of the common
areas/parts of the building.

There will be a specified repairs limit in the Deed of
Conditions (usually approx £200 per owner) and, if
the repair is likely to cost more than this amount,
the Property Manager is required to report this
matter to owners in advance of the work taking
place and can only go on to instruct the necessary
works if a majority of owners agree. 

The Property Manager does have the authority to
instruct and carry out any temporary or emergency
works he considers necessary to protect or make
safe the common areas/parts of the building
without prior consultation with owners.

c. Each owner is required to pay an equal share of the
cost of any works carried out by the Property
Manager to the common areas/parts of the
building.

d. In some Deeds the Property Manager is given the
right to charge a “Float” (ie. a deposit) to each new

owner in lieu of common charges. 

e. The Property Manager will prepare a statement of
all common charges liable by each owner and will
issue an invoice for these charges on a regular
basis. The owner will have usually a minimum of 10
days (the Association has decided to extend this
voluntarily to 28 days) within which to settle
invoices. The Property Manager has the power to
take legal action against any owner for unpaid
invoices.

5. Insurance:

It is the owner’s responsibility to ensure that their
property is sufficiently insured against all risks. 
If an owner’s property is destroyed by fire or other
means, the owner is liable for its complete
restoration and rebuilding within a 2-year period.
Each owner in the building must also ensure that
their insurance extends to cover their share of the
common areas/parts of the building that they
jointly own with the other owners of the building.
The Property Manager has the right to request to
see the up-to-date insurance policy details of each
individual owner as required. 

Under some Deed of Conditions the Property
Manager can insist that each owner insures their
property through one policy covering the whole
building. The premiums are then re-charged to the
owners each year by the Property Manager. 

In all of our areas the Association has chosen to
leave the option up to the individual owner. We do
provide a comprehensive “block” policy that
owners are able to join and which will cover them
for their own property and for any common parts to
their building. 

6. Interest on Overdue Payments:

All sums payable by owners to the Property
Managers must be paid within ten days of issue of
their account. Thereafter, interest can be charged
on any outstanding sums at the rate of 12% per
annum from the due date until payment is made. 
In all of our areas the Association has chosen to
extend the normal period for the payment of an
invoice to 28 days. 
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7. The Property Manager:

a. Under some styles of Deed of Conditions the
Association will be the appointed Property Manager
until such time as a majority of the owners within a
building vote for an alternative Property Manager.
The Association carries one vote for every property
which it owns in a building in this type of vote. 

Under other Deed styles, recent legislation means
that the Association has the right to appoint a
Property Manager or to carry out the role of
Property Manager itself for a period of 30 years
after the date of the first Right to Buy sale within
that particular building. Thereafter, the owners
within the building are entitled to change the
Property Manager, if they wish, by a majority voting
in favour of a change.

b. The Property Manager is responsible for the general
management and administration of the building
and the powers to carry out necessary works in this
regard will be detailed in the Deed of Conditions.

8. Meeting of Proprietors:

a. The Property Manager may at any time convene a
meeting of owners in the building or can convene a
meeting at the request of any owner. Notice of any
meeting must be given to all owners at least 7 days
in advance.

b. The Deed will specify how many owners must
attend any such meeting to constitute a quorum.

c. A chairman will be appointed by those attending
the meeting.

d. All matters discussed will be determined where
necessary by a simple majority of votes of those
attending the meeting.

e. The type of matters discussed and voted on could
include the type of repair, maintenance, renewal or
improvement works required in the building. 
It could also include voting on any proposals
considered necessary to ensure the preservation,
use, cleaning and enjoyment of the common
area/parts of the building. In some Deeds a simple
majority can also decide on the matter of who is to
be the Property Manager of the building. Where the
Association continues to own any properties within

a building the Deeds allow the Association to veto
any decision made at a meeting which prevent
works being carried out to the common areas/parts
where it considers this may interfere with its
obligations and duties to its tenants.

f. Subject to the right of the Association to veto
certain decisions, all decisions and regulations
made at any meeting of owners shall be binding on
every owner in the building, whether they were
represented or not.

9. Arbitration

All questions, disputes or differences which may
arise between the Property Manager and any owner
can be referred to an Arbiter for a final decision on
the matter. The Arbiter is generally appointed by
mutual agreement between the parties, but if this
cannot be agreed the Deed will specify the Arbiter
to be used. 

Variable conditions
In addition to the standard conditions which will apply to
everyone in your building, some owners may have
additional conditions they are expected to observe,
dependent on the position of the property they own
within the building. 

These additional conditions are known as ‘Variable
Conditions’ and will normally detail an owner’s
responsibility as regards any parts of the building they
have a responsibility for but which are not common to
everyone in the building, eg. If you have a footpath to
your own front door that you only share with your next
door neighbour, you will both have a condition in your
Title Deeds specifying that you have a responsibility for
50% of the cost of any repairs and maintenance required
to this section of the footpath.

General rights and expectations

Selling your property
If you are selling your property it is important that you
make sure your solicitor contacts the Association to
advise us of the details of the sale including:

• The actual date of sale
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sell or let the property without your permission.
If you are not married or civil partners but are living

together as husband and wife, the partner that is not the
legal owner does not have an automatic right to remain
living in the house if the owner asks them to leave. However
they can apply to the Courts for Occupancy Rights which,
if granted, gives them the same protection under the
Matrimonial Homes Act as a legal spouse or civil partner.

Although staff at the Association’s office will be able to
give you advice on your position regarding your rights to
stay in the property, as with all personal legal matters you
are advised to seek further professional advice from a
solicitor or Citizen’s Advice Bureau.

Suffering or threatened with domestic
violence
If you or any member of your household is suffering
violence from your partner or your partner is threatening
violence, you can apply to the Courts for an interdict. 
An interdict is a legal instruction and its terms can range
from banning your partner from the house to demanding
that s/he refrains from certain behaviour. It can also
include powers that allow the Police to arrest your partner
if s/he breaks the terms of the interdict.

N.B. You can apply for interdict against any person
that is threatening you or a member of your household,
even if they do not live with you.

Being a good neighbour
Even with the best of intentions, problems and arguments
can sometimes develop between neighbours. These often
arise out of thoughtless behaviour by one person or
because one person does not realise the effect their
behaviour has on those living around them. This can
cause considerable distress and upset. You can help
avoid difficulties by ensuring that you, members of your
household and visitors to your house show consideration
to the other residents in your building.

Neighbour disputes most commonly arise where there
are shared amenities or shared responsibilities and we
respectfully request that you read the following sections
carefully.
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• The name of the new owners

Your solicitor should also ask the Association to advise
of any common charges that you are due to pay up to the
date of sale. This will ensure that you are not held
responsible, and therefore not charged, for repairs or
services carried out in your building after you have sold
the property. 

Renting out your property
Even if you decide to rent out your property, you must
remember that you, as the owner, will still be responsible
for ensuring that the Property Management account is
paid in full and on time and you should therefore tell us
where we can contact you. If you want your Property
Management Account to be sent to an alternative address
this can be arranged and you should discuss the details
with your Housing Officer.

You should also be aware that you will require to get
the consent of your mortgage lender before you rent out
your property as this may affect the terms of your loan.

Rights of occupancy
As the owner or joint owner of your property you have the
right to live in your house and this can only be taken away
from you by a court of law. However, other members of
your household may also have legal rights to occupy the
house and to deny these rights may be a criminal act.
You, your partner, spouse or civil partner should be aware
of your legal position regarding your own and each
other’s rights to stay in the house. If you need advice or
guidance on this you are strongly advised to speak to
your legal advisor.

Marital/relationship breakdown
The Matrimonial Homes (Family Protection) Act 1981 gives
certain rights to both the legal owner and his/her partner
to live in the house in the event of a breakdown in the
relationship or marriage. These rights apply to both
partners even if the house is only in one partner’s name.

For married couples and civil partners, these rights are
automatic and you can go to court to have them enforced
if your husband/wife or civil partner refuses you entry to
the property, tries to force you out of the house or tries to
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Litter and bulk refuse
Littered and untidy bin areas soon become a health
hazard and can attract pests and vermin as well as being
very unpleasant to live with. It is your responsibility to
make sure that your household rubbish is bagged
correctly and put in your bin securely. If you have a
wheelie bin please put it out for collection on the right
day and return it to your garden or bin-store as soon as
possible after collection.

If you have an elderly neighbour please help them by
putting their bins out for collection.

Large items of rubbish, such as old furniture or old
cookers and fridges must not be left outside on the
pavement or simply dumped in a bin-store. You must
contact the Cleansing Department to arrange for a special
uplift of any large items like this that you wish to dispose
of. The telephone number of the local Cleansing
Department is given at the end of this handbook in the
section titled ‘Useful Addresses and Telephone Numbers’.

Gardens
If you have your own private garden you must keep it in
good order. You may think that the condition of your
garden only affects you but an untidy garden can be
upsetting to neighbours who work hard to keep their own
environment pleasant and tidy and it can also detract
from the general appearance and amenity of a building. 

Car parking
Many of the properties built by the Association have
individual parking bays as well as common parking
spaces for visitors, with some residents having a
designated parking space. All residents in our properties
are asked to respect their neighbours’ individual spaces
and ensure members of your household only park in the

bays designated to you. You should also make sure that
visitors to your house use the spaces provided for visitors
and not your neighbour’s bay unless your neighbour has
agreed.

Taxis
If you order a taxi late at night or early in the morning,
please ask that the driver does not sound his/her horn as
this disturbs other residents.

Pets
Make sure your pets are kept under control at all times
and do not allow them to foul in common areas, play
areas or public footpaths. If they do foul then please
clean up after them immediately.

Anti-social behaviour
You should respect the right of your neighbours to live in
peace and comfort and in a safe environment. You should
ensure that neither you nor members of your household
nor visitors to your home (including friends of your
children) conduct themselves in such a manner as to
cause any annoyance, nuisance or distress to your
neighbours. 

If you are suffering from nuisance behaviour caused by
a neighbour, or anyone living with them or visiting them,
you should contact the Association for advice on what we
can do to help. However, you should remember that the
Association has very limited powers to take action against
perpetrators of anti-social behaviour that are not tenants
of the Association.

Noise levels
Please remember that noise travels – especially the bass
notes in music.

You should ensure that the noise within your house is
kept to a reasonable level at all times but especially late
at night or early in the morning. If you are having a one-
off party please tell your neighbours beforehand and ask
your guests to show respect to other residents.

Do not, under any circumstances, play any sectarian
music at a level that could be heard by others.

Try not to slam doors as this is very likely to disturb
your neighbours – especially if you live in a flat. You
should also be aware if you have wooden or tiled floors
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that the sound of footsteps can be greatly amplified.
If you do experience problems from noisy neighbours,

you can take action by reporting the matter to the
Association, the Police or to the Environmental Health
Department of the Council. However please remember
that the Association has limited powers to take action
against households that are not tenants of the
Association.

Sectarian or racist flags, banners or posters
You should not, under any circumstances, publicly display
any flags, posters or banners from your property which
are likely to cause offence to others as this could lead to a
criminal prosecution against you.

Vandalism
Any deliberate damage to Association property, including
graffiti, will be viewed as a criminal act and reported
immediately to the Police.

Everyone is asked to share in the Association’s goal to
keep our areas and buildings free from unsightly graffiti
and vandalism. If you witness any person damaging the
Association’s property or damaging any common areas
which are maintained by the Association you are asked to
contact the Police immediately and also to let the
Association know as soon as possible. Not only does this
allow us to take action against the perpetrators, it also
allows us to repair any damage caused as quickly as
possible.

Harassment
Harassment should not be confused with neighbourhood
problems, general nuisance, vandalism or other forms of
anti-social behaviour. Harassment is on-going violence
which may be verbal or physical and which is aimed at a
specific person or household purely on the basis of a
personal factor such as nationality, race, religion,
disability or the sex or sexual orientation of that person or
household.

The Association believes that harassment on any
ground is a serious infringement of residents’ rights to
live in safety and security in their own home and
community. It is also a criminal act.

If you are suffering from harassment please contact
the office immediately to arrange a confidential

discussion with your Housing Officer who will be able to
give you advice and guidance on the support agencies
available.

Children playing
The Association recognises that children need to play
and, in this day and age with all the potential dangers to
youngsters, we also realise that parents want their
children to play nearby where they can keep a close
watch on them. This often means that children play in
areas close to buildings such as common grassed areas,
parking bays and back courtyards. We must ask that
parents take responsibility for the conduct and the safety
of their children when playing in these areas and ensure
that they do not cause any annoyance to neighbours or
damage to the property of either other residents or the
Association.At the same time we would ask all residents
to show understanding and tolerance of children playing
in their area.

Please Note – Where the Association has erected ‘No
Ball Games’ notices, these are advisory only and neither
the Association nor the Police can enforce them.
Furthermore, the signs are not intended to ban children
completely from playing in these areas.

Disputes with neighbours
If you find yourself in a dispute with one of your
neighbours you should initially try to settle the matter
between yourselves in an amicable and civilised manner.

The Association’s powers to intervene in a dispute
between owners are limited and will generally depend on
whether one owner’s conduct is clearly in breach of the
conditions contained in the Deed of Conditions for your
building. Where the Association, as Property Manager,
has no powers to intervene and you cannot work out the
problem between yourselves, you may have to consider
consulting a solicitor to get advice on the best course of
action to resolve the issue.

If you do find yourself in the unfortunate position of
having a dispute with a neighbour that you can not
resolve amicably, your Housing Officer will be able to give
you advice on your options.
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The Association will treat all personal information
provided by owners with the strictest of confidence and
will provide that information to staff members only on a
‘need to know’ basis.

Disclosure of information
Confidential information held by the Association will only
be passed to another recognised statutory agency or
organisation in line with the Data Protection Act 1988.
Personal information will normally only be disclosed to a
third party with your express permission unless there are
exceptional circumstances as allowed under the Act.

Exceptional circumstances include where:

• There is clear evidence of fraud or criminal activity.

• Disclosure of the information is required in
connection with criminal proceedings.

• The information is essential to allow the
Association to carry out its duties.

• Disclosing the information is for the protection
and/or safety of the owner, a member of their
family, staff or other members of the public.

Where your permission is required, it will be deemed
to have been given on receipt of a mandate signed by you
and any other joint owner.

Access to your personal information
During the course of your dealings with the Association
you may provide information to us of a personal nature.
For owners, the information we hold about you is likely to
be very limited, but we do hold a file on every owned
property in areas where the Association has a role as
Property Managers.

As an owner you have a legal right under the Data
Protection Act to view the information and records held in
your own file, with the exception of anything that would
compromise the confidentiality and/or safety of another
person. You can also give your explicit authority for
another person over 16 years old to view your file on your
behalf.

Requests for access to a file must be made in writing
and the Association will aim to respond within 20 working
days from the date of receipt of a written request. Under
normal circumstances there will be a fee of £10.00 made
for requests for copies of information. This fee is to cover
administration, stationery and postage and incidental
expenses. However, the Association reserves the right to
waive the fee of £10.00 where it is felt appropriate to do
so and you will not be charged for any costs incurred by
the Association in providing the information in alternative
formats such as large print, Braille or translating the
information into another language.

If you find any information within your file that is
wrong or out of date you can ask for the information to be
corrected. Where you believe data or reports are
inaccurate, unfair or mis-representative you can submit a
request for the information to be amended and your
request will be considered after the Association has
carried out a full investigation to establish the facts.

For further details on access to files or disclosure of
information as allowed by the Data Protection Act please
contact the Association.
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Most of the complaints and appeals that are received
at this office are made informally and can be solved by
staff better explaining the action taken or by taking
immediate steps to put the situation right.

If this informal approach does not resolve the problem
and you remain unhappy with the service you have
received the Association has a Complaints Procedure that
you are welcome to follow. The procedure allows for your
complaint to be looked at by a senior member of staff
(usually the head of the most appropriate department),
then by the Director and finally by the Complaints
Committee made up of members of the Board of
Directors.

If you are still not happy with the decision reached by
the Complaints Committee, you are entitled to complain
to the Housing Association Ombudsman for Scotland but
please remember that the Ombudsman will not deal with
your complaint if you have not followed the Association’s
Complaints Procedures.

Copies of the full Complaints Procedure and further
information on the Ombudsman Service are available
from the Association’s office.

The Association’s Policies
Wishaw and District Housing Association has a large
number of policies in place that outline the way that
services are provided and give guidance to staff and
members of the public on how decisions should be made.
Policies are intended to ensure that everyone is treated
fairly and in the same way.

There is a policy relating to most of the key areas of
service the Association provides, including our Property
Management service. Policies are regularly reviewed to
ensure that our services continue to meet the appropriate
laws and regulations and our high service expectations.

Consultation
You will be given the opportunity to read and make
comment on all new and reviewed policies that directly
affect the management of your property and the standard
of service provided by the Association. Your comments
and suggestions will be considered by the Association’s
Board of Directors and, where appropriate, will be
incorporated into the policies before they are finally
approved and implemented.32

O
U

R
 S

E
R

V
IC

E
 T

O
 Y

O
U

Our service 
to you

Our Service Standard Charter
Wishaw and District Housing Association strives to
achieve the highest possible standards in customer
service. As such we aim to treat every visitor to our office:

• With courtesy and respect.

• As individuals regardless of race, colour, religion,
ethnic origin, gender, age, sex or sexual
orientation, marital status, political affiliations,
family circumstances or responsibilities, illness or
disability.

To achieve this we will endeavour to:

• Greet you in a welcoming, helpful and pleasant
manner.

• Make you feel at ease.

• Give you confidence in our ability to deal with your
queries professionally and accurately.

In our dealings with you we will:

• Treat all information you provide in the strictest
confidence.

• Not keep you waiting unnecessarily or without
explanation.

• Fulfil any commitments we make to you.

If we fail to achieve these aims in our dealings with
you, please let us know!

Complaints and appeals
Wishaw and District Housing Association is committed to
providing a first class service to all our residents and
customers. However, we recognise that there may be
occasions when we fail or where you are unhappy with a
decision taken by the Association.



Availability
Any policy that relates to our Property Management
service, the method of service delivery and the standard
of customer service are viewed as public documents. As
such residents and members of the public are entitled to
request a copy of either a full policy or a summary of the
policy. Copies of appropriate policies are available from
the office on request free of charge.

Translation and other formats
All policies, documents available to the public and
information leaflets can be made available in languages
other than English and formats including Braille, audio or
larger print if necessary. Again this service is available
free of charge.

Helping to improve our service
The Association is continually striving to ensure that it
provides the very highest standard of service and is
always seeking opportunities to improve the services we
offer. We therefore welcome constructive criticism and
comments from services users such as owners to
highlight areas where we could do things better.

If you have any suggestions on how we can improve
any aspect of our services you can send them to us by:

• Completing one of the comments forms that are
available in our reception area.

• Writing to us at 55 Kirk Road, Wishaw ML2 7BL

• Emailing us at assoc@wishawdha.org.uk

• Going to the link on the Association’s website at
www.wishawdha.org.uk

• Speaking to your Housing Officer.

We will acknowledge receipt of your suggestion/
comment and will detail what, if any, further action is
being taken.

Resident participation
The Housing (Scotland) Act 2001 places an obligation on
social registered landlords, such as Wishaw and District
Housing Association, to ensure that tenants of the
Association are given the opportunity to take part in and
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influence the development of policies and services
provided by the Association. However, the Association is
committed to involving all residents living in areas owned
or managed by the Association and has therefore
extended these rights and opportunities to owners. 

The opportunity to participate in determining the way
we manage the area in which you live and to influence the
way services are provided to you means that you:

• Will be given updated information on the way we
provide our services

• Will be consulted on any proposed changes to your
services charges

• Have the right to form a residents group and have
that group registered with the Association

• Will be consulted with on any new or revised
policies that directly affect you as an owner within
the Association’s area of operation

• Can contribute to the development of standards
and targets for the services we provide to you

• Will be consulted if the Association wishes to
transfer management of your area to another
organisation

The Association has a Resident Participation and
Consultation Policy and Strategy that demonstrates its
commitment to positive 
participation. You can 
obtain a copy of this 
document from the office.



North Lanarkshire Council
Headquarters
PO Box 14, Civic Centre
Motherwell ML1 1TP
Tel: 01698 302222 
General enquiries 
Tel: 01698 403200

Council Tax
69-71 Merry Street
Motherwell ML1 1JJ
Tel: 01698 332281

238 Main Street
Wishaw ML2 7ND
Tel: 01698 302901

North Lanarkshire
Municipal Bank
69-71 Merry Street
Motherwell ML1 1DJ
Tel: 01698 332262

236 Main Street
Wishaw ML2 7ND
Tel: 01698 302950

162-164 Station Road
Shotts ML7 4AW
Tel: 01501 824758

NLC Housing & Property
Services
Headquarters 
3rd Floor Municipal
Buildings, Kildonan Street
Coatbridge ML5 3NG
Tel: 01236 812500

Private Sector
(Improvement and Repair
Grants)
Municipal Buildings,
Kildonan Street
Coatbridge ML5 3NG
Tel: 01236 812587

First Stop Shops
69-71 Merry Street
Motherwell ML1 1JJ
Tel: 01698 332233

162-164 Station Road
Shotts ML7 4AW
Tel: 01501 824747

236 Main Street
Wishaw ML2 7ND
Tel: 01698 302920

For details of other First Stop
shops and sub-offices please
refer to the listings in the
telephone directory.

Anti-social Task Force
23 Easton Place
Coatbridge ML5 4EW
Tel: 01698 622500 (24 hr)

46 Laurel Drive 
Wishaw ML2 7RD
Tel: 01698 345318 (24 hr)

NLC Social Work Services
Headquarters 
Scott House, 73-77 Merry
Street, Motherwell ML1 1JJ
Tel: 01698 332000

Out of hours standby 
Freefone: 0800 811505

Local Offices

73-77 Merry Street
Motherwell ML1 1JJ
Tel: 01698 332100

King’s House, 10-16 King
Street Wishaw ML2 8BS
Tel: 01698 348200

Shotts Sub Office 
167 Station Road
Shotts ML7 4BQ
Tel: 01501 824700

HOUSING ADVICE

NLC Homeless Persons
Out of hours service 
Tel: 01236 760120
Advice on homelessness is
also available within working
hours at all local First Stop
Shops.

Shelterline 
Freefone: 0808 800 4444
24 hour advice line offering
independent advice on
housing problems. 

Shelter Housing Aid
Centre
53 St. Vincent Crescent
Glasgow G3 8NG
Tel: 0141 221 8995

BENEFITS ADVICE

Benefits Enquiry Line 
Freefone: 0800 882200
Textphone: 0800 243355

Department of Works &
Pensions
Tel: 0207 712 2171
For general enquiries relating
to benefits, rules, regulations
& policies NOT specific to
individual claims.

Housing Benefit
Private Benefits Section
Airdrie South Housing
Office, Broomknoll Street
Airdrie ML6 6BN
Tel: 01236 758040
Advice on making a claim for
housing benefit is also
available at your local First
Stop Shop or at the
Association’s office. Your
claim can also be verified at
these offices.

Jobseeker’s Allowance
Almada Street
Hamilton ML3 0EH
Tel: 01698 484000

Flemington House
Windmillhill Street
Motherwell ML1 2HN
Tel: 01698 483500

Child Benefit
Tel: 0870 155 5540

Family Credit
Tel: 01253 500050

Tax Credits
Freefone: 0800 500222

Disability Living
Allowance & Attendance
Allowance: 
Lo-call: 0845 712 3456
Textphone: 0845 722 4433

Invalid Care Allowance
Tel: 01253 856123

ADVICE &
INFORMATION

Citizens Advice Bureau
Almada Tower, Almada
Street, Hamilton ML3 0EZ
Tel: 01698 283477
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32 Civic Square
Motherwell ML1 1TP
Tel: 01698 251981/259389

Roberts Street
Wishaw ML2 7JF
Tel: 01698 373388

Money Advice

79-81 Merry Street
Motherwell ML1 1JJ
Tel: 01698 266513

10 Motherwell Road
Bellshill ML4 1RE
Tel: 01698 346810

Women’s Aid
National Helpline
Freefone: 0800 0271234 or
Tel: 0131 226 6606

Domestic Violence
Helpline
Lo-call: 0845 702468

Women’s Aid
115 Cadzow Street
Hamilton ML3 6HG
Tel: 01698 891498

Women’s Aid Motherwell
& District
Tel: 01698 322020
Helpline: 01698 321000

Refuge
Tel: 0870 599 5443

The Samaritans 
Lo-call: 0845 790 9090

Local Branch
4 Selkirk Place
Hamilton ML3 6RQ
Tel: 01698 429411

SERVICES & UTILITIES

Environmental Services
Tel: 01698 403110
For cleansing enquiries,

including special uplifts,
reporting road repairs,
lighting faults, abandoned
vehicles and pest control
problems.

Scottish Power 
Customer Services 
Lo-call: 0845 270 0700

Powergen
Customer Services 
Freefone: 0800 363363

Transco – Gas 
Emergencies 
Freefone: 0800 111999

Scottish Water 
Customer Helpline 
Lo-call: 0845 601 88 55 
24 Hour Emergency Line
Lo-call: 0845 600 8855

POLICE

‘P’ Division
Windmillhill Street
Motherwell
Tel: 01698 483000

Police Stations

Harthill, Victoria Street
Tel: 01501 751222

Motherwell, Windmillhill
Street
Tel: 01698 483000

Shotts, Caledonia Road
Tel: 01501 820506

Wishaw, Stewarton Street
Tel: 01698 202600

Strathclyde Police
Crimestoppers 
Freefone: 0800 555111

Use this column for your own contacts

Name:

Address:

Tel:

Name:

Address:

Tel:

Name:

Address:

Tel:

Name:

Address:

Tel:

Name:

Address:

Tel:

Name:

Address:

Tel:

Name:

Address:
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Wishaw & District Housing Association

We aim to produce good quality houses which
people like to live in and to manage these in a
caring and effective manner and to use this, our
core activity, to further social justice and social
inclusion in Wishaw and surrounding districts. 

Wishaw & District Housing Association Ltd 
55 Kirk Road, Wishaw ML2 7BL

Tel: 01698 377200/372776
Fax: 01698 358712
E-mail: assoc@wishawdha.org.uk
Web: www.wishawdha.org.uk

The Association is an approved body for the purposes of

Section 3(i) of the Housing Association Act 1985, is registered

in the Register of Social Landlords defined by the Housing

(Scotland) Act 2001, is registered with the Financial Services

Authority (replacing the Registrar of Friendly Societies) No.

1940 (R) S and abides by the Model HSA (Scotland) Rules. 

We are affiliated to the Scottish Federation of Housing

Association and to Employers in Voluntary Housing.

We were established in 1978 as East Motherwell District

Housing Association and changed our name to Wishaw and

District Housing Association in 1994. Our area of operation

remains the same and covers Wishaw, Craigneuk, Muirhouse,

Netherton, Newmains, Shotts and Harthill.

Designed by Melville Design Associates, Glasgow 0141 637 8594
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