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and the £1 for life membership means that you will have
the right to vote at Annual General Meetings on elections
to the Board of Management (and put yourself forward
for election) and other major issues.

If you are interested in getting involved in any of the ways
mentioned here please contact your local ACHA office for
more information.

Tenant participation is about tenants taking
part in decision making processes and

influencing decisions about:

� housing policies;
� housing conditions; and
� the standard of housing (and related) services.

It is a two way process which involves the sharing of
information, ideas and power. Its aim is to
improve the standard of housing conditions
and services.



The day to day work of
ACHA is carried out by
around 190 staff
currently employed by
the Association. The
most senior member of
staff is the Chief
Executive. There are 4
departments within
ACHA and each one is
led by a Director.

ACHA Committee
Structure Chart
(right)

ACHA Organisational
Structure Chart
(over page)

11

Bo
ar

d
of

M
an

ag
em

en
t

Ar
ea

Co
m

m
itt

ee
Co

wa
l&

Bu
te

Ar
ea

Co
m

m
itt

ee
M

id
Ar

gy
ll

&
Ki

nt
yr

e
Ar

ea
Co

m
m

itt
ee

Ob
an

Lo
rn

&
Is

le
s

Ar
ea

Co
m

m
itt

ee
He

le
ns

bu
rg

h
&

Lo
m

on
d

Structure of the Organisation



12

Th
is

de
pa

rtm
en

ti
s

re
sp

on
sib

le
fo

rt
he

As
so

cia
tio

ns
fin

an
cia

la
nd

in
fo

rm
at

io
n

te
ch

no
lo

gy
re

so
ur

ce
s.

Th
is

de
pa

rtm
en

ti
s

re
sp

on
sib

le
fo

rt
he

da
y-t

o-
da

y
m

an
ag

em
en

to
f

ho
m

es
in

re
la

tio
n

to
le

tti
ng

s,
re

pa
irs

an
d

es
ta

te
m

an
ag

em
en

t
th

ro
ug

h
a

ne
tw

or
k

of
ar

ea
of

fic
es

.

Th
is

de
pa

rtm
en

ti
s

re
sp

on
sib

le
fo

rt
he

m
od

er
ni

sa
tio

n
of

ho
m

es
,f

or
th

e
bu

ild
in

g
of

ne
w

ho
m

es
an

d
de

ve
lo

pm
en

t
pr

oj
ec

ts
.

Th
is

de
pa

rtm
en

ti
s

re
sp

on
sib

le
fo

r
hu

m
an

re
so

ur
ce

s,
co

m
m

itt
ee

m
an

ag
em

en
t,

co
m

pl
ia

nc
e

an
d

pe
rfo

rm
an

ce
.

Ch
ie

fE
xe

cu
tiv

e
Al

as
ta

ir
M

ac
Gr

eg
or

Di
re

ct
or

of
Fi

na
nc

e
&

IT
Ni

ck
Po

lla
rd

Di
re

ct
or

of
Ho

us
in

g
&

Ne
ig

hb
ou

rh
oo

d
Se

rv
ic

es
Ch

ris
tin

e
Jo

hn
st

on

Di
re

ct
or

of
In

ve
st

m
en

t&
Re

ge
ne

ra
tio

n
Li

nd
a

Ha
ig

Di
re

ct
or

of
Hu

m
an

Re
so

ur
ce

s
&

Co
rp

or
at

e
Se

rv
ic

es
Co

le
tte

Be
nh

am



ACHA is bound by the Data Protection and Human Rights
Act 2001 which means that:

� We will make sure that all personal information
remains confidential and is not passed on to
anyone else without your express consent.

� As a tenant of the Association, you are entitled to
inspect your personal information held in our
files. We cannot disclose data if it relates to
another person who can be identified in the
same file. Applications to view information must
be made in writing to the Director of Housing and
Neighbourhood Services, ACHA 63 – 65
Chalmers Street, Ardrishaig, Argyll PA30 8DX
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Your housing
serviceYour Housing service
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Your Rent (and Housing Benefit)

ACHA relies on rent payments to fund the services to
tenants. Rent can be paid by standing order or direct
debit. These methods are the easiest ways for you to pay
and we would be happy to discuss this further with you.
Alternatively, you can make payment by cash, cheque,
debit or credit card. We are keen to create further
options to give you more flexibility in your rent payment
options and hope to develop other payment facilities in
the near future.

Remember that ACHA has a rent guarantee that rents
will not increase by more than the RPI (inflation) plus 1%,
each year for the first five years (from 2007 – 2012).

Housing Benefit is provided by Argyll and Bute Council
but you can pick up an application form in any ACHA
office.

Should you experience difficulties paying your rent,
please let us know immediately. We will do our best to
help you catch up. If you are unable to pay the total
amount you owe, we can enter an agreement with you on
how you can pay it off gradually. This will involve paying



an extra amount in your
rent over a period of time
until the debt is paid off.

If you make no attempt to
clear or reduce your
arrears, we will go to
court to reclaim our

money. This can lead to the loss of your home. This
action affects all your family and may also affect your
chances of being re-housed by another housing
association in the future.

It is always in your best interests to work with us to
resolve any money problems. Our staff are always willing
to assist and can refer you to specialist advisors where
appropriate.

Unfortunately Council Tax payments cannot be made at
ACHA offices. For details of places you can pay your
Council Tax please see the section at the end ‘Useful
Numbers’.
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Most of you will have a Scottish Secure Tenancy (SST),
whilst a few may have a Short Scottish Secure Tenancy
(SSST). Your type of tenancy is stated in your tenancy
agreement. This is the legal contract between you and
ACHA. It sets out the rights and responsibilities that both
you and ACHA must observe.

A tenancy can be a single or joint one. Where it is a joint
tenancy, each tenant is responsible for the rent being
paid and upholding the tenancy agreement. If one tenant
breaches the agreement, the other will be held
responsible. If a joint tenant decides to end their
tenancy, the other tenant has the right to stay in the
house.

Tenancies can be handed on (assigned) to another
person. Lodgers can be taken in, homes can be partly or
wholly sub-let or exchanged with ACHA or other Housing
Association tenants.

With all of the above, certain conditions must be met and
our written permission is required.

When a tenant dies the tenancy will automatically pass
(succeed) to a joint tenant, partner or qualifying occupier
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Your Tenancy



(if there is one) if they are living in the home at that time.

Tenants can stay in their homes for as long as they wish,
provided that they do not breach the terms of their
tenancy agreement. If this happens ACHA can take court
action to bring the tenancy to an end. We do not want
this to happen and will provide you with guidance and
advice to help prevent this action.
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When you take up your new tenancy, you will be given an
appointment at your local office, where we will explain
the conditions of your tenancy, how to pay your rent and
the services that we provide.

You will sign the tenancy agreement and be given a copy.
We will also provide various advice leaflets and a set of
keys to your home. Please be aware that we do not keep
spare keys.

You are strongly advised to arrange home contents
insurance to cover the cost of loss or damage to your
belongings, as a result of fire, flood or break-ins. ACHA
can provide home contents insurance at very competitive
rates through Norwich Union and this can be paid
alongside your rent. Please ask for an application form
at any ACHA office and if you would like assistance or
advice to help you fill it in we would be more than happy
to help.

ACHA staff will carry out a ‘settling in visit’ usually within
4 weeks of you moving in. This is designed to ensure that
your tenancy is running smoothly and to answer any
questions you may have at that time.

18

Moving into your new home



Allocations
and Transfers

All housing
allocations and
transfers are

managed through HOMEArgyll. HOME (Housing Options
Made Easy) Argyll is a partnership between Argyll
Community Housing Association, Dunbritton Housing
Association, Fyne Homes and West Highland Housing
Association.

We operate a common housing register and common
allocation policy. This means that you only need to
complete one transfer application form to apply for re-
housing with any of the four Housing Associations. Your
housing needs will be assessed in the same way by each
partner.

Mutual Exchange

You can also move home through mutual exchange. This
involves two or more tenants exchanging homes with
each other. Permission must be given by us and any other
landlord prior to your move, although we will not refuse
without good reason. Further details are available from
your tenancy agreement or local office.
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Moving Out

If you decide to
terminate your
tenancy with us, we must be notified, in writing, at least
28 days in advance of the date you wish to leave. ACHA
may request that prospective new tenants are allowed to
view the house before you move out. All our tenancies
end on a Sunday and we would expect keys to be
returned no later than 11am on the Monday after your
tenancy ends.

We will arrange to inspect your property before you leave
and you are expected to clear the house completely and
clean it thoroughly before returning the keys. You also
are expected to have a clear rent account before giving
up your house.

If you have made improvements to your home, in certain
cases you may be entitled to claim compensation for this
work. You must seek permission from ACHA before
carrying out improvements to your home (other than
painting and decorating).
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Help and Support to Live Independently

ACHA may be able to provide adaptations to your home
for example, handrails, ramps, special taps, lower work
surfaces and sockets. In certain circumstances we may
be able to convert your bathroom or install a stair lift.
Please contact your local ACHA office for advice.

Special Accommodation

ACHA has a limited number of homes which are reserved
for older tenants or people with disabilities. There are a
number of Sheltered Housing complexes which have self
contained flats with common laundry areas and social
areas. Each flat is connected to the Community Alarm
system.

ACHA has three sites for gypsy/travellers. These are
located at Sandbank in Cowal, Duncholgan near
Lochgilphead and Ledaig by Oban.

21



Who is responsible for repairs to
your home
ACHA are your landlord and are responsible for
carrying out relevant repairs, maintenance and
upgrades to your home. Although we endeavour
to be proactive in highlighting requirements for
maintenance we require your assistance in
aiding us with this task. With ACHA and our
tenants working in partnership we can ensure
that our tenants’ homes meet their high
standards and provide a good quality of home.

Reporting Repairs
Repairs should be reported to ACHA Repairs
Control Centre by phoning the Freephone
number 0800 028 2755. In order that your
repair can be processed as efficiently as
possible you should:
� Describe the repair in as much detail as

possible.
� Tell us when you will be at home to allow

workmen access.

22
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Where the repair is an emergency the method of
reporting is the same. If the emergency happens outwith
office hours please telephone the same Freephone
number 0800 028 2755

Response Times
To make sure that the repairs service operates
as efficiently as possible your repair will be
assessed. The time taken to complete the repair
will be based on which response time category
that this assessment places it in.
Emergency repair Response within 2 hours and

completed in 24 hrs
Urgent repair Responded to and completed

within 5 working days
Routine repair Responded to and completed

within 20 working days

Due to the nature of some repairs it may be
necessary to pre inspect the repair to accurately
assess the work required. Depending on the
seriousness of the repair we will arrange to carry
out this inspection within 5 to 20 working days of
you reporting the repair to ACHA.
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Were You Satisfied with Your Repair?

After each repair job to your home you will be given a
Repair Satisfaction Survey form to fill in at your leisure.
This is your chance to tell us about the repair itself, the
conduct of the contractor and if there is anything still to
be completed. This survey information is valuable to us
to help make services better for you. The survey can be
posted to us without a stamp (Freepost) or handed in to
any ACHA office.

Condensation Dampness

Condensation is one of the most common types of
dampness that can affect your home. This happens
when warm moist air meets a cold surface, such as a
window or a wall, causing it to condense (turn to water).
If this happens regularly, mould will start to grow on walls
or around windows. Mould can also appear on clothes
and furniture and produces a musty smell.

You can take some simple precautions to reduce
condensation in your home:
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Cut down on the amount of water produced -
� Dry clothes out of doors or in a properly vented

tumble drier when possible
� Don’t allow kettles and pans to boil away

unnecessarily.
� Keep kitchen and bathroom doors closed when

cooking and washing to stop steam spreading
through your house and open a window in the
kitchen and bathroom after use.

Increase ventilation and heating in your home –
� Keep your house well ventilated to allow moisture

to escape and fresh air to be sucked in.
� Open your windows a little, especially if they are

misted up.
� Use extractor fans in kitchen and bathroom if you

have them and make sure window vents are kept
open.

� Allow space for air to circulate in and around your
furniture.

� Air bedrooms daily and cupboards and wardrobes
regularly.

� Don’t let your house get too cold. Find the right
balance between allowing fresh air in and keeping
the house warm enough for you to be comfortable.
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Gas Safety Inspections

If you have mains gas ACHA requires access to your home
to fulfil its obligations under the Gas Safety (installation
and use) Regulations 1998 in order to carry out safety
inspections. These inspections are for your safety but
failure to allow access is a breach of your tenancy
agreement and may be a criminal offence.

Solid Fuel Central Heating Inspections

If you have a solid fuel appliance ACHA will require access
to your home to carry out safety checks and to sweep
your chimney. These inspections are for the safety of you
and your home.
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In an Emergency

What to do if you smell gas
� DO turn off the gas supply at the meter
� DO open doors and windows to get rid of the gas
� DO NOT turn any electric switches on or off
� DO NOT smoke or use a naked flame
� PHONE Transco emergency line from outside or a

neighbours house 0800 111 999 (using a
phone inside a house when there is a gas leak
can set off an explosion)

What to do if you lose power or the lights go out
Light a candle (it’s a good idea to keep some
candles and a lighter, or a torch, in a handy place
but out of the reach of children). Check if
neighbours homes or street lights are out – if this is
the case then it is a power cut. If this last for more
than half an hour you may want to check with your
power company (Scottish Power or Hydro Electric –
see numbers at the back of this book). If it is only
your house affected check the consumer unit at your
meter to see if any of the trip switches are in the ‘off’
position. If so, it is likely that a faulty appliance has
caused this – unplug all appliances and re-set the
trip switches. Plug in your appliances one by one to
find out which one is faulty. Please do not overload
sockets and avoid using double adaptors.
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Smoke Alarms
All ACHA houses are fitted with a smoke alarm – if
your home does not have one please let us know.
You are responsible for testing the alarm regularly by
pressing the test button. If your alarm is battery
operated and it begins beeping, the battery needs
replaced. Do this immediately. DO NOT leave your
smoke alarm without a battery for any reason –
your life, and those of your family, may depend on
it.

Carbon Monoxide Detectors
All ACHA houses with a gas or solid fuel heating
system will have a carbon monoxide detector fitted.

If your alarm sounds get out of your house
immediately and call ACHA on 0800 028 2755

Prevent carbon monoxide fumes building up by
keeping rooms well ventilated and making sure
vents are not blocked.
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Burst Pipes and Flooding

In very cold spells of weather pipes in your home can
freeze and burst. To prevent this you should keep your
home warm and remember to switch off the water
supply and drain down your hot water cylinder if you
are leaving your house empty for any length of time. If
you do have a burst pipe or any sign of flooding:

� TURN OFF THE WATER at the stopcock
(sometimes located under the sink – it’s a good
idea to know where it is BEFORE an emergency
happens)

� TURN ON all taps as quickly as possible to drain
the system and stop the water coming from the
area of burst pipe.

� SWITCH OFF the electricity supply at the
consumer unit to prevent the water coming into
contact with any ‘live’ electrical appliances.

� PHONE ACHA immediately - Freephone Repair
Hotline 0800 028 2755

You can pick up one of our Frost Precaution leaflets at
any ACHA office or get it from the ACHA website
(www.acha.co.uk).
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ACHA’s
Improvement
Programme

We have an annual
plan for major
improvements to
tenants homes for
example, new
kitchens, bathrooms,
heating systems, roof coverings, windows, doors and
rewiring. New kitchens and bathrooms in the first six
years will be one of our top priorities. All homes will have
full central heating within eight years and there will be an
ongoing programme of door and window replacement
and repairs to the external fabric of the buildings. We will
consult with you, well ahead of time, about any work we
expect to do in your home. Choices will be discussed with
you in relation to kitchens, bathrooms and central
heating.
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New Homes

ACHA has plans to build new homes in areas where there
is significant housing need and where we can get
suitable land to build on. We are working with
Communities Scotland and Argyll and Bute Council to
make these plans come to fruition.
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Improvements You Can Make

If you are planning to make improvements to your home
(other than painting and decorating) you are advised to
speak to ACHA staff first. We may ask you to put your
plans in writing to us. We will write back to you within one
month. You must get permission from us before starting
work. You may also need Planning Permission or a
Building Warrant from Argyll and Bute Council.
You may be eligible to claim compensation for certain
improvements you have made to your home but you must
have received written permission for the improvement
before starting work and have the necessary paperwork.
Ask for advice from your local ACHA staff.
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Gardens

You are responsible for:
� Cutting grassed areas within

your garden.
� Keeping your garden tidy and

free of rubbish and any
unsightly scrap materials.

� Trimming or lopping any shrubs, hedges and
trees to make sure they do not become a
nuisance to neighbours.

� Composting any garden waste.
� Maintaining any paths, patios, terraces etc.
� Maintaining any fences or hedges that you have

put up.

If you have difficulty maintaining your garden due to age,
long-term ill health or disability and have no one who can
help you, ACHA may be able to assist with grass cutting
and hedge trimming. Please ask at your local ACHA
office.

Your Homeand the Areayou Live in
Your Home and the
Area you Live in
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ACHA is responsible for:
� Maintaining all communal

areas and open spaces we
own.

� Maintaining paths, walls,
fences or outhouses originally
provided by us.

� Granting permission to you to
put up garages, sheds and
greenhouses.

� Granting permission to you to
change a wall or fence. You
will also need our permission
to cut down, remove or
destroy any bushes, hedges
or trees, unless you planted
them.

Pets

ACHA welcomes responsible pet owners. You will be
allowed to have up to two domestic pets provided you
follow these rules:

� You must make sure that your pets do not cause
a nuisance to neighbours or others by fouling,
noise or smell.

� You must clean up after your pet – you can be
fined up to £500 for allowing your dog to foul
public areas or to roam free.
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� You must keep your pets under control – they
must not damage your home or any other
property.

� Do not allow your dog to bark continually inside
or outside your home. Please be aware if your
dog does this when you go out.

ACHA can stop you having pets if you are not a
responsible pet owner.

Living in Flats with Common Areas

� Cleaning – tenants and owners are jointly
responsible for taking turns to clean stairs,
windows, corridors, hallways and landings in
their close. There should be a rota system in
place – please ask at your local ACHA office
about this.

� Drying Greens – tenants and owners are jointly
responsible for renewing washing lines (ACHA will
provide the posts). ACHA will provide and
maintain rotary dryers. There are different local
arrangements about who cuts the grass and
keeps the area tidy but you must not dump
rubbish or household items on communal areas.
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� Door Entry Systems – these should be used
properly to maintain the security of the building.
Door Entry Doors and Fire Doors should never be
wedged open and make sure they close behind
you.

� Landings – landings and stairs must be keep
clear of obstructions – please do not leave
bicycles, prams, rubbish or furniture in these
areas. Children must not be allowed to play on
landings, stairs or hallways.

� Heaters and Cookers – you must not use
bottled gas heaters or cookers or paraffin
heaters in flats.

Anti Social Behaviour

ACHA is committed to ensuring that all tenants are able
to live in peaceful enjoyment of their home.

You are expected to keep to the conditions of your
tenancy agreement and respect the rights of those
around you. You must ensure that you, those living with
you and your visitors do not harass or act in an anti-social
manner towards any person in the neighbourhood. ‘Anti-
social’ behaviour means causing, or likely to cause alarm,
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distress, nuisance or annoyance to any person or causing
damage to property. Anti social behaviour can range
from frequent loud music and drunken behaviour to
vandalism or verbal abuse.

It is expected of everyone to keep noise to a minimum
between the hours of 11pm and 7am.

If you are experiencing problems with your neighbour/s,
ACHA will, in most cases, expect you to speak to your
neighbour/s first before making a formal complaint to
ACHA staff.

All ACHA offices have leaflets called Neighbour Nuisance
& Anti Social Behaviour (this leaflet is also on our
website: www.acha.co.uk). ACHA staff would be happy to
discuss this issue with you.

You and your neighbours have the right to live without
nuisance, annoyance or harassment.
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Useful Numbers

ACHA Repairs Hotline 0800 028 2755 (Freephone)

ACHA Emergency Repairs Out of Hours same as above

Gas Emergencies 0800 111 999

Scottish Power (faults & emergencies) 0845 272 7999

Scottish Hydro Electric 0800 444 321

West of Scotland Water 0845 600 8855

Benefits Enquiry Line 0800 882 200

Argyll & Bute Women’s Aid 0870 241 3548

Rape Crisis Centre 0870 608 5656

Domestic Violence Helpline 0808 200 0247

Childline 0800 11 11

Job Centre Plus 0800 515 923

Working Family Tax Credits 0845 300 3900

Lomond & Argyll Advocacy Service 01389 726543

Citizens Advice Bureau 0845 6123 808 (lo call)
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Useful Numbers
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Argyll & Bute Council -

Headquarters (Kilmory, Lochgilphead)
01546 60 2127

Council Tax 01586 555 200

Consumer Advice 0845 404 0506

Education 01369 70 4000

Roads & Lighting Defects (emergency no)
0800 373 635

Social Work (out of hours) 0800 811 505

Homeless (out of hours) 0800 587 7285

Crimestoppers 0800 555 111

National Debtline 0808 808 4000

NHS Helpline 0800 22 44 88

NHS 24 08454 24 24 24

Drinkline 0800 917 8282

National Drugs Helpline 0800 77 66 00

Samaritans 0345 90 90 90



Useful Numbers

Home Fire Safety Visits (Strathclyde Fire & Rescue)

Helensburgh & Lomond 01436 658909

Cowal & Bute 01369 708611

Mid Argyll, Kintyre & Islay 01546 604438

Oban, Lorn & the Isles 01631 567947

or FREEPHONE 0800 0731 999

Equal Opportunities
and Diversity

Argyll Community Housing
Association is committed
to providing a high quality,
professional and caring
service to everyone. This
service will be provided
to everyone without
discrimination of any kind.

If you would like the text of this handbook in another
format such as large print, audio cassette, braille or a
community language – please ask your local ACHA office.
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argyll community
housing association
Registered Office
63 - 65 Chalmers Street
Ardrishaig
PA30 8DX


