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Dear Tenant,
I hope you will find this booklet useful.  We have tried to 
cover most of the things you need to know as a tenant of 
the Association. 

However, it is most important that you feel free to contact or 
call into the office at any time to see a member of staff, should 
you have any problems which you wish to discuss. 

Furthermore, if there are parts of this booklet that you do not 
understand or are not sure of, especially those regarding your 
rights, again, please do not hesitate to contact a member of staff. 

On behalf of the Board of Management and Staff, I wish you 
many happy years ahead in your new home and hope you will 
enjoy being part of the Rural Housing Association. 

Best wishes 

Neville Armstrong
Chairman
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NOTE:  The information on this page will be updated from time to time in accordance with 
paragraph 5 of this Handbook.

Rural Housing Association Ltd & 
it’s Tenants (The Association)
1. Introduction

As a Tenant of Rural Housing Association, we hope that you will enjoy living in your home.  In 
this handbook we have tried to put together some information, which we hope you will find 
useful.  You will not need to read it all at once, but by having this information handy, you can 
refer to it when you need to.  The handbook provides information to help you with all aspects 
of your tenancy.  It sets out the obligations and responsibilities of you, the Tenant, and of the 
Association as your landlord.  The Tenancy agreement you have signed is legally binding on 
both parties. 

Please feel free to discuss any problem affecting your home with the Association’s Housing 
Management Department or any other members of staff. 

2. Information about the Association
The Rural Housing Association is an independent Association formed in 1992, and is registered 
by the Department for Communities (DfC). 

The Department for Communities Housing Association’s Branch is the government department 
that helps to fund Housing Associations.  It ensures that public money, to provide housing, is 
used properly and wisely.  The Association is a member of the Northern Ireland Federation of 
Housing Associations (NIFHA).  Our aim is to provide affordable, good quality and well-managed 
housing for people in housing need throughout Northern Ireland. 

We are a non-profit making organisation and are registered with the Charity Commission for 
Northern Ireland.  Registration Number NIC100886. 

3. Background of the Association
The Association was first registered on 19th March 1992.  The Association has gradually grown 
now providing over 525 bungalows and houses throughout Northern Ireland.  Particulars of all 
properties under Rural Housing Association administration are available from our Office upon 
request or can be accessed at www.ruralhousing.co.uk
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4. Registered Office/Contact Details
The Association’s Registered Office is at 2 Killyclogher Road, Omagh, Co Tyrone, BT79 0AX.   

Telephone:	028 8224 6118    E-mail: info@ruralhousing.co.uk    www.ruralhousing.co.uk

 The Office is open from 9am - 5pm Monday to Friday.  Emergency numbers for out-of-hours 
emergency maintenance problems are available by ringing our office telephone number. 

5. The Management Committee
The Association is controlled by a Management Committee composed of volunteers, each 
interested in providing housing for those in need throughout Northern Ireland.   

The Committee receives no payment except for out of pocket expenses.  The names of the 
current Chairman, Secretary and other members of the Committee are given at the start of 
this Booklet.  These names may change from year to year as new people are elected to office.  
The Committee provides effective governance of the Association and provide an oversight 
on the operations of the company.  They are supported by two sub-committees: the Technical 
Committee (TSC) and the Audit, Risk and Governance Committee (ARGSC). 

6. The Staff
The Staff are known to many of our tenants, their titles and names are as listed on page 6 of this booklet. 

7. Consultation with Tenants
The Association accepts that its tenants have a right to be consulted on matters that might affect 
them, their homes and tenancies.  We believe that tenants’ views should be taken into account 
on these matters. 

Where improvement works to a building or an environment are planned, the Association will 
consult with the tenants by visiting them to explain the proposals.  If a sufficient number of tenants 
are affected, a meeting may be arranged.  The Association will similarly consult with tenants over 
any new programme of maintenance or on any major change in management practice. 

The Association also undertakes to consult with tenants about any proposal to transfer its 
tenanted properties to another Association. 

Where any of the issues involved are straightforward, a letter will be sent to each tenant 
affected by the proposal.  If it is more complex, the Association may hold public meetings, visit 
tenants, send letters or discuss the matter with individual tenants.  

All or any of the methods will be used to find out the views of the tenants affected and they will 
be subsequently informed either verbally or in writing how their views were taken into account.
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8. Complaints Procedure
From time to time a tenant or applicant may feel unhappy about a decision or action of the 
Association, and may wish to make a formal complaint.  There is a procedure by which a 
complaint can be fully investigated. 

What to Do at Stage One

Step 1: Officer/Manager

If you have a complaint against the Association, you should first of all submit the details by 
telephone or in writing to the Housing & Operations Manager or to the Property & 
Procurement Manager, whose names are provided opposite.  If your complaint is given 
by telephone, you may be asked to confirm the details in writing.   

The Housing & Operations Manager or the Property & Procurement Manager will 
respond to your complaint within 5 working days.  Where it is not possible to examine all 
facts in a particular case fully and reply within five working days, the complainant will be 
advised accordingly, again in writing, and given a date by which a written response should 
be expected.

Step 2: Chief Executive 

Where a complainant has not received a satisfactory response from the Housing & 
Operations Manager or the Property & Procurement Manager to a complaint, or not 
received a response within the time stipulated he/she should write directly to the Chief 
Executive enclosing a copy of their original complaint and a letter detailing the reason(s) 
why they are not satisfied with the response. 

The Chief Executive will acknowledge the complaint in writing immediately and provide a 
detailed response within five working days of receipt.  Where it is not possible to examine 
the facts in relation to a particular complaint fully and provide a reply within five working 
days, the complainant will be advised accordingly in writing and given a date by which a 
substantive response should be received. 

Step 3: Chairman of the Board of Management 

If the complainant is dis-satisfied with the Chief Executive’s response, they can write to 
the Chairman of the Board of Management.  Correspondence to the Chairman must 
be marked Private and Confidential.  The Chairman will acknowledge all complaints in 
writing immediately and advise the complainant of the date on which a substantive written 
response will be provided.  The Chairman will investigate the full facts in relation to the complaint 
and a written response will normally be provided within ten working days of receipt. 

This concludes Rural Housing Association’s Complaints Procedure. 
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If you wish to use the Association’s Complaints Procedure, 

Telephone: 028 8224 6118	 E-mail: info@ruralhousing.co.uk

or you should in the first instance at Stage One address your complaint to:-

Step 1: Officer/Manager Step 1: Officer/Manager

Mrs Martina Cranny
Housing & Operations Manager

Rural Housing Association
2 Killyclogher Road
OMAGH
Co Tyrone
BT790AX

Mr Paul Fox
Property & Procurement Manager

Rural Housing Association
2 Killyclogher Road
OMAGH
Co Tyrone
BT79 0AX 

Step 2: 	
Appeals to Chief Executive 
should be sent to:-

Step 3:
Appeals to Chairman of the Board 
of Management should be sent to:-

Stephen Fisher
Chief Executive 

Rural Housing Association
2 Killyclogher Road
OMAGH
Co Tyrone
BT790AX 

Neville Armstrong
Chairman

(Private and Confidential) 

Rural Housing Association
2 Killyclogher Road
OMAGH
Co Tyrone
BT790AX

The Ombudsman   

Complainants have a right to bring their complaints to the Commissioner for Complaints 
for Northern Ireland (The Ombudsman) for independent review.  

The Ombudsman’s Office can be contacted for advice at:  

The Ombudsman 

Freepost NIPSO 

or by email: nipso@nipso.org.uk

Please note that the Ombudsman normally expects a complainant to have used Rural 
Housing Association’s Complaints Procedure before bringing a complaint to him/her. 
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9. Equality 
Rural Housing Association is committed to promoting equality of opportunity and good relations.  

Section 75 of the Northern Ireland Act 1998 (the Act) requires public authorities, in carrying 
out their functions relating to Northern Ireland, to have due regard to the need to promote 
equality of opportunity between the following groups:

Persons of different religious belief, political opinion, racial group, age, marital status or sexual 
orientation; men and women generally; persons with a disability and persons without; and 
persons with dependants and persons without.  Rural Housing Association aspires to ensure that 
fairness, inclusion and respect are at the heart of everything we do.  

We ensure this by:

•   Engaging with local communities 

•   Equality proofing our policies using a screening mechanism 

•   Publishing our Equality Scheme which gives details on our how we fulfil our Section 75 duties

In accordance with Schedule 9 of the 1988 Act, Rural Housing Association has produced a 
revised Equality Scheme which was approved by the Equality Commission and explains how it 
will implement its Section 75 obligations.  A Copy of the scheme is available on the Association’s 
website at www.ruralhousing.co.uk

10. Lettings Policy 
The Association participates in what is called the “Common Waiting List” for housing in Northern 
Ireland.  All applicants are required to complete a “Common Waiting List” application form, which 
is available from any Registered Housing Association or Northern Ireland Housing Executive 
District Office.  The Association will allocate its properties using the “Housing Selection Scheme” 
for Northern Ireland.  Full details of the Selection Scheme are available at our Head Office. 

11. Transfers 
The Association will try to assist tenants who wish to transfer from one of the Association’s 
properties to another.  If you want to move, you should request a Transfer Form from our 
Office.  All transfer cases will be awarded points in line with the Housing Selection Scheme for 
Northern Ireland. 

Factors that will be considered when a tenant requests a transfer will be similar to those set out 
for new applicants and will include a need to be closer to relatives or work.  A member of staff 
will discuss the request for a transfer and assess the possibility of a move with the tenant. 

Advice can also be given to tenants who wish to move out of the area to another part of the 
country, or who need accommodation of a kind which the Association can no longer provide. 
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12. Mutal Exchanges 
Exchanges of accommodation between secure tenants are normally approved so long as the 
exchange does not create overcrowding and both tenants have a good rent payment record.  
No mutual exchange can be made without the Association’s approval in writing. 

The Association will wish to be satisfied that any other landlord involved has given consent to 
the exchange.   

Your Rights and Responsibilities as a Tenant of the Association

The Housing (Northern Ireland) Orders 1983 and 1992 and the Housing (Northern Ireland) 
Order 2003 give you certain rights in connection with your tenancy.  This chapter explains 
some of them, as well as other rights and responsibilities. 

13. Your Tenancy 
Your copy of the Tenancy Agreement between yourself and the Association is signed at the start 
of your tenancy.  The Agreement is a comprehensive document but simply worded and should 
be self-explanatory.  If you wish clarification of any matter dealt within the Tenancy Agreement, 
do not hesitate to discuss the matter with the Association’s Staff. 

14. Variation of Tenancy Conditions 
The procedure which the Association will follow, should it be considered necessary to vary the 
conditions of the Tenancy Agreement, is set out in the Agreement itself.  Most changes, including 
changes to the type of services provided, would only become effective after consultation with 
yourself and all other tenants affected.  The exceptions to this are changes in rent (including any 
service charge) and in rates.

15. Security of Tenure 
New tenants of the Association are given an Introductory Tenancy.  After one year, if the tenancy 
has been conducted in a proper manner, this is changed to a Secure Tenancy. 

INTRODUCTORY TENANCY: 

Before moving into your new home, you will sign the Tenancy Agreement with Rural Housing 
Association.  We give all new tenants a trial period of 12 months to show they can keep to the 
terms of this Agreement, look after their home and live peacefully with their neighbours.  This is 
known as an Introductory Tenancy. If you are moving from a previous Secure Tenancy, you will 
continue to be a Secure Tenant (see section on page 14 - Becoming a Secure Tenant).  
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Rights

If you are starting as an Introductory Tenant, you will not have all the rights of a secure 
tenant.  As an introductory tenant the law does not give you the automatic right to take in 
lodgers; sub-let part of the property, make improvements or exchange your home during 
the introductory year.  Although you don’t have an automatic legal right to these things (as a 
secure tenant has) in exceptional circumstances you can apply to the Association to take in 
lodgers, improve your home or exchange.  The Association will decide if you can go ahead.

Becoming a Secure Tenant

We hope your introductory tenancy period is problem-free and that you’ll go on to 
become a secure tenant.  If there have been no problems during your Introductory 
Tenancy this will happen automatically and most people will pass smoothly from their 
Introductory Tenancy to a Secure Tenancy.  As a Secure Tenant you will have all the rights of 
a Rural Housing Association Tenancy. 

If there are Problems

As an Introductory Tenant you will receive as much protection as Secure Tenant.  If you’re 
the victim of someone else’s bad behaviour during the trial period, we’ll help you in exactly 
the same way as other tenants.  If however, there are reports that you have been acting in 
an Anti-Social manner, we will investigate thoroughly and, as an introductory tenant, you 
could be evicted more quickly and easily than under a Secure Tenancy.  We’ll always try 
to help you if you have any difficulties, but you should be aware of the consequences of 
breaking the Tenancy Agreement. 

16. Eviction 
You cannot be evicted from your home without a court order.  The Association’s policy is to 
seek to evict only as a last resort, and then only for a serious breach of the conditions of the 
tenancy. Before it can apply for a court order, the Association must serve a “notice of seeking 
possession” on you, telling you the earliest day on which proceedings against you may start and 
the reason(s) for the action.  But before this notice is served, the Association will have written to 
you and normally will have discussed the matter with you.   

There are, by law, only certain reasons for which secure tenants can be evicted - called 
“grounds for possession” and these are set out in your Tenancy Agreement.  In some cases 
the court must grant a possession order to the Association, but in others it need not do so if it 
thinks the Association is acting unreasonably.  In some cases an order will be granted or in others 
it may be suspended for a period of time to allow you to rectify the issues that have led to the 
court action.  Your Tenancy Agreement sets out the details.  You can lose your security of tenure 
if, for example, you do not occupy your housing accommodation as your only or principal home, 
or if you sublet the whole of it to someone else. 
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17. Moving Away 
If you wish to end your tenancy, you must give us a minimum of two weeks” notice in writing to 
the Association.  This gives us time to find a new tenant for the property.   
It is essential that you leave your house in a good clean condition.  If a repair, cleaning or 
redecoration is needed, you may be charged if it is your responsibility.  When moving out, you 
need to remove all of your furniture and items otherwise we may charge you for the  removal of 
any items/rubbish left in the property or garden.  Please have meters read, to avoid paying for the 
supply of the next tenant or any other payment errors and disconnect telephone if relevant.  
Please provide us with a forwarding address and telephone contact number. 

Remember; you are expected to leave the accommodation clean, empty 
and in a reasonable state of repair.  Any broken fixtures or fittings must be 
repaired or replaced before you leave.

You should also inform the Northern Ireland Electricity that you are leaving so that the supplies 
can be switched off.
A tenancy always ends on a Sunday, and the keys of your property must be delivered to the 
Association, not later than midday on Monday or you will be charged a further week’s rent.  
Until we receive the keys, you will be responsible for the security of the dwelling.  If we have to 
force entry and change the locks, you will be charged with repairing the damage.

18. The Right of Succession 
If you are a secure tenant, another member of your family may have the right to take over your 
tenancy if you die.  Your spouse or civil partner can become the tenant if you die, whether or 
not their name is on the tenancy agreement, as long as they were living in the property at the 
time.  In the event of your death, your parent, grandparent, child, grandchild, brother, sister, aunt, 
uncle, nephew or niece may also automatically take over your tenancy providing:
•   they lived with you for the 12 months before your death;
•   your house is their only/main home;
•   they are 18 years old or over.  This also includes partners and step-relatives.
Anyone claiming the right to succeed must tell us within one month of the tenant’s death. If there is 
more than one person entitled to succeed, a spouse or civil partner will take precedence.  If all are 
equally entitled and cannot agree, Rural Housing Association will make the decision.   
If a joint tenant terminates a tenancy, the remaining tenant(s) may be granted a new tenancy 
of the dwelling.  If you are separated/divorced and the court allows you to live in the house instead 
of your spouse, this does not count as a succession - a family member may still succeed the tenancy. 
Where a joint tenant dies, the remaining tenant automatically becomes the sole tenant. 
Automatic legal succession can only occur once.  We will consider giving a tenancy to someone 
after the tenant’s death if it is their only home and they formed part of the tenant’s household 
with Rural Housing Association’s knowledge and/or consent.  Please contact your Housing 
Officer for further information. 
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19. Lodgers 
If you take in lodgers or wish to sublet, you must inform us of their names and the rent you are 
charging.  You may take in lodgers provided this does not result in overcrowding.  You should also 
remember that a lodger is treated as a member of your household under the terms of your tenancy. 

20. Subletting 
You may sublet part of your dwelling.  If you wish to do this, you must first write to the Association 
asking for written permission.  We will normally give you permission to sublet unless this would 
cause overcrowding.  We may not give you permission if we are planning to carry out any work 
that would affect the property to be occupied by the subtenant or if your house has been 
designed for a special use.  If we do not give you permission, we must give our reason in writing.  
Permission to sublet does not grant the subtenant any legal rights to succeed to your tenancy 
and vacant possession of the dwelling must be given, if you terminate your tenancy or if you die. 
Assignments by way of exchange may only take place with the Association’s permission.  If you 
give up the property under any circumstances, your secure tenancy may cease.  Any remaining 
resident will be treated as an unlawful occupier, unless they have a legal right to the tenancy.

21. The Right to Buy 
Rural Housing Association’s properties come within the Statutory House Sales Scheme.  This 
means that tenants may be able to purchase the home they occupy at a discounted price on the 
current market value.   

Who to Contact 
If you require any further information or guidance about the Statutory House Sales Scheme or 
wish to make an application to purchase your home please contact Mrs Elaine McGonigle 
(Finance Manager) at our Finance Department. 

22. Tenant Representative Organisations                  
& Tenant Participation

Tenant Participation continues to be at the forefront of the Association’s priorities.  Our Tenant 
Participation Strategy and Action Plan details how Rural Housing Association’s Tenant 
Engagement and Involvement structures can effectively link into the governance and decision-
making arrangements of our Housing Association. 

The Association welcomes the setting up of representative Tenant Groups. 

We will provide advice on the setting up and proper conduct of their business and will help them 
obtain reasonable facilities for meetings.   
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The Association will provide them with information about the Association’s performance and will 
consult with them on policy reviews and similar exercises that will affect them. 

Any group of tenants wishing to set up such an organisation should contact the Rural Housing 
Association who will advise them accordingly. 

Our Tenant Panel structures help strengthen the links between the organisation, our board, staff 
and our tenants.  The remit of our Tenant Panels is to ensure that the members raise issues that 
reflect the tenants’ priorities and concerns across the schemes and help focus everyone’s efforts 
on achieving outcomes that matter to the tenants and their communities.  The Panels provide 
feedback to tenants and to Rural Housing Association on the services provided and act as the 
voice of tenants to engage in a meaningful two-way process with Rural Housing Association.  
The Tenant Panels also promote their work and achievements and assist in monitoring and 
challenging the performance of Rural Housing Association.

PART OF THE FORMAL 
GOVERNANCE STRUCTURES
Board Membership / 
Member of a Sub-Committee

PART OF THE FORMAL 
TENANT PANEL GROUPS
Member of Tenant Panel /
Scrutiny Group

TENANTS INVOLVED 
IN A GROUP STRUCTURE
Resident or community-based group, 
with direct link to their landlord.

TENANTS INVOLVED 
AS INDIVIDUALS
Responding to survey or consultations, 
thematic focus groups etc.
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Rural
Housing

Fermanagh
Tenant Panel

Castlewellan
Tenant Panel

Omagh
Tenant Panel

Newry
Tenant Panel

North West
Tenant Panel

Causeway 
Coast

Tenant Panel

We currently have 6 Tenant Panels in Omagh, Fermanagh, Castlewellan, Newry, Causeway 
Coast and the North West Areas.  The Tenant Panels meet twice a year and help to serve a 
consultative and help contribute to the Governance of the Association.  

Rural Housing

Supporting Tenant 
Participation
Rural Housing Association recognises the 
importance of tenant participation and is 
committed to encouraging and supporting 
tenants to become involved in making decisions 
about the services the Association offers.

How to contact us

If you would like to get involved please contact 
a member of our housing team on 028 8224 6118 
or email housing@ruralhousing.co.uk 

Information about Tenant Participation is also 
available on Rural Housing Associations website 
at www.ruralhousing.co.uk 

This document can be provided in large print, 
Braille or on audio cassette and can be translated 
into different languages if required.

At Rural we are committed to providing our tenants 
with plenty of opportunities to get involved and 
help shape, influence and improve our services. Your 
knowledge and understanding of the issues and 
concerns you have for your families, neighbours and 
the communities you live in is invaluable in making 
sure we focus our attention on addressing them.

We have developed a Tenant Participation Strategy 
which details how you can become involved in the 
decision making process; how you can be involved 
in scrutinising and monitoring the service and 
how you can provide feedback; there is a menu of 
options for our customers to choose from overleaf. 
You can get involved in as little or as much as you 
would like depending on your requirements and the 
amount of time you may have available. 

This leaflet is a summary of the key information 
contained within the strategy. 

Why become involved?
Tenant participation is a continually evolving 
process, progressing as new issues arise.  

You may want to get involved in Tenant 
Participation because you want to help create 
a better sense of community in the area where 
you live or to try to improve services for the 
communities you represent.

Other reasons tenants become involved:
•  to reinforce a common identity and give 

individuals a sense of belonging within an 
estate/neighbourhood

•  to liaise with statutory and voluntary agencies 
as representatives on behalf of their estate/
neighbourhood, for example, district councils, 
Department of the Environment. 

•  to assist in sharing information and completion 
of forms particularly with the onset of welfare 
reform changes being implemented in the 
forthcoming months.

The Association recognises that due to the 
dispersed nature of our stock across rural areas 
in Northern Ireland; involving all our customers 
in meaningful engagement is always going to be a 
challenge, therefore it is even more important that 
we work hard to develop other ways to encourage 
our customers at a local level to get involved in the 
decisions that affect the services they receive.

Why should I get involved?
It is an opportunity for you to meet new people, 
develop new skills and get a better understanding 
of the work of the Association and the services we 
provide to help make a difference to your homes 
and neighbourhood.

How will we support you?
It is important that getting involved is easy and 
cost free - We will offer as much support as we 
can – Some of the resources we provide include:

•  Access to Training 
•  Access to Information 
•  Help with Administration and Publicity

Ways to get involved
Please tick which options you are interested in. 

We would like to hear from you!
Member of a Residents Group in your area
You may wish to come together to form a group 
to represent the interests of your particular area 
or to deal with one particular issue, for example, 
anti-social behaviour - Contact us to see if there 
is a group in your area – if there is no group, we 
can help you set up one

Member on local Inter-Agency Group 
You can contact us to find out if there is an 
inter-agency group operating within your area

Tenant Champion 
Tenants Champions support the Association 
by working within their schemes or local areas 
by passing on information to others about a 
variety of issues such as welfare reform, energy 
efficiency or helping others to complete 
application forms on the computer

Mystery Shopping 
After contacting us or using one of our 
services you report your findings back to us 
by completing a short form – on whether 
our services meet the required standards – 
this helps us identify any weaknesses - your 
identity is kept secret from staff

Member of our Board of Management 
In the future (we do currently have one of our 
tenants on our Board of Management however 
we would keep a register of anyone who is 
interested in sitting on our BoM for future use)

Estate Walkabouts are joint inspections of a 
scheme or a local area with interested tenants, 
local groups and representatives from other 
agencies to address any issues or areas of 
concern (If you are interested in us establishing 
these in your area please let us know)

Responding to Repair Satisfaction Surveys 
These are completed after each works order to 
ensure any dissatisfaction is addressed

Responding to Tenant Satisfaction Surveys 
These are completed annually to help us ensure 
that we listen to your views and act upon them

Consultations events or public meetings on 
local development initiatives

Consultations on Strategic Planning, Policies 
and any other things that may affect your 
tenancy, for example rent charges

By Being Part of our Communications Group 
where you could help us ensure our Annual 
Tenant Newsletter,  leaflets and other written 
documents are written in plain English, easy to 
read and informative – involvement is by email 

Our Participation Register - Our Participation 
Register is a list of tenants who can’t or don’t 
wish to join a formal tenant’s group but would 
still like to get involved; for example if you tell 
us about the type of things you would like to 
get involved in we will contact you to obtain 
your views

Digital Inclusion Project and courses available 
to tenants on using computers and other iPad 
tablet devices (Further information is available by 
emailing housing@ruralhousing.co.uk 

Scheme Visits - We aim to meet all of our 
tenants face-to-face at least once a year and use 
this opportunity to share information and ask 
tenants for feedback regarding our services

Conferences and other training events 
Training will be offered to any tenants who wish 
to become involved 

What is Tenant Participation?
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At Rural we are committed to providing our tenants 
with plenty of opportunities to get involved and 
help shape, influence and improve our services. Your 
knowledge and understanding of the issues and 
concerns you have for your families, neighbours and 
the communities you live in is invaluable in making 
sure we focus our attention on addressing them.

We have developed a Tenant Participation Strategy 
which details how you can become involved in the 
decision making process; how you can be involved 
in scrutinising and monitoring the service and 
how you can provide feedback; there is a menu of 
options for our customers to choose from overleaf. 
You can get involved in as little or as much as you 
would like depending on your requirements and the 
amount of time you may have available. 

This leaflet is a summary of the key information 
contained within the strategy. 

Why become involved?
Tenant participation is a continually evolving 
process, progressing as new issues arise.  

You may want to get involved in Tenant 
Participation because you want to help create 
a better sense of community in the area where 
you live or to try to improve services for the 
communities you represent.

Other reasons tenants become involved:
• to reinforce a common identity and give 

individuals a sense of belonging within an 
estate/neighbourhood

• to liaise with statutory and voluntary agencies 
as representatives on behalf of their estate/
neighbourhood, for example, district councils, 
Department of the Environment. 

• to assist in sharing information and completion 
of forms particularly with the onset of welfare 
reform changes being implemented in the 
forthcoming months.

The Association recognises that due to the 
dispersed nature of our stock across rural areas 
in Northern Ireland; involving all our customers 
in meaningful engagement is always going to be a 
challenge, therefore it is even more important that 
we work hard to develop other ways to encourage 
our customers at a local level to get involved in the 
decisions that affect the services they receive.

Why should I get involved?
It is an opportunity for you to meet new people, 
develop new skills and get a better understanding 
of the work of the Association and the services we 
provide to help make a difference to your homes 
and neighbourhood.

How will we support you?
It is important that getting involved is easy and 
cost free - We will offer as much support as we 
can – Some of the resources we provide include:

• Access to Training 
• Access to Information 
• Help with Administration and Publicity

Ways to get involved
Please tick which options you are interested in. 

We would like to hear from you!
Member of a Residents Group in your area
You may wish to come together to form a group 
to represent the interests of your particular area 
or to deal with one particular issue, for example, 
anti-social behaviour - Contact us to see if there 
is a group in your area – if there is no group, we 
can help you set up one

Member on local Inter-Agency Group 
You can contact us to find out if there is an 
inter-agency group operating within your area

Tenant Champion 
Tenants Champions support the Association 
by working within their schemes or local areas 
by passing on information to others about a 
variety of issues such as welfare reform, energy 
efficiency or helping others to complete 
application forms on the computer

Mystery Shopping 
After contacting us or using one of our 
services you report your findings back to us 
by completing a short form – on whether 
our services meet the required standards – 
this helps us identify any weaknesses - your 
identity is kept secret from staff

Member of our Board of Management 
In the future (we do currently have one of our 
tenants on our Board of Management however 
we would keep a register of anyone who is 
interested in sitting on our BoM for future use)

Estate Walkabouts are joint inspections of a 
scheme or a local area with interested tenants, 
local groups and representatives from other 
agencies to address any issues or areas of 
concern (If you are interested in us establishing 
these in your area please let us know)

Responding to Repair Satisfaction Surveys 
These are completed after each works order to 
ensure any dissatisfaction is addressed

Responding to Tenant Satisfaction Surveys 
These are completed annually to help us ensure 
that we listen to your views and act upon them

Consultations events or public meetings on 
local development initiatives

Consultations on Strategic Planning, Policies 
and any other things that may affect your 
tenancy, for example rent charges

By Being Part of our Communications Group 
where you could help us ensure our Annual 
Tenant Newsletter,  leaflets and other written 
documents are written in plain English, easy to 
read and informative – involvement is by email 

Our Participation Register - Our Participation 
Register is a list of tenants who can’t or don’t 
wish to join a formal tenant’s group but would 
still like to get involved; for example if you tell 
us about the type of things you would like to 
get involved in we will contact you to obtain 
your views

Digital Inclusion Project and courses available 
to tenants on using computers and other iPad 
tablet devices (Further information is available 
by emailing info@ruralhousing.co.uk) 

Scheme Visits - We aim to meet all of our 
tenants face-to-face at least once a year and use 
this opportunity to share information and ask 
tenants for feedback regarding our services

Conferences and other training events 
Training will be offered to any tenants who wish 
to become involved 

What is Tenant Participation?
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If you are interested in becoming involved in any of the Tenant Participation Activities outlined, 
you can complete the attached form or contact us directly on 028 82246118. 

Name:   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .  

Address:  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .                                                                                              

 .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  

 .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  

Tel:  .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .  

Email: .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .                                                                                                  

Email application to mcranny@ruralhousing.co.uk

I would be very interested in receiving further information on: 

I AM INTERESTED IN BECOMING MORE INVOLVED

Digital Inclusion

Tenant Champion

Member of a Tenant Panel

Board Membership

Participating in an Inter-Agency Group

Register of Interest Database

Mystery Shopping

Training & Development
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Rural Housing Association     
Rental Policy
23. Principles and Procedures for Fixing Rent and 
Other Charges

Following the introduction of new legislation in 1992, the Association is no longer able to set its 
rents by the same method for all its tenants.

The Association sets rents in three different ways, 
depending on circumstances.

1.0 Dwellings Let before 16 September 1992

These rents are set by the Department for Communities for Housing Associations 
and the Housing Executive and are calculated on a points system based on the type of 
dwelling.  Rural Housing Association does not own any of these dwellings.

2.0 Dwellings in Schemes which are being built partly with Government Grants 
and partly with Loans raised by the Association  

These are termed “mixed funded” schemes and the Association sets its own rents for 
these dwellings.  As it has to cover extra costs, the rents may be higher than those charged 
under the points scheme.  

The rent is calculated to cover the following elements. - 

•   Loan Repayment

•   Management Costs

•   Routine Maintenance Costs

•   Major Repairs Costs

•   Allowance for Voids

The Association seeks to set affordable rents and so keep them within the reach of those 
with low incomes.  Rents can only be increased once in any 12 month period.  

In deciding how much should be paid for one house when compared with another, the 
Association considers the cost, size and amenities of each property.
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3.0 Dwellings being Re-Let after 16 September 1992 which were not Mixed Funded

The Association sets its own rent levels 
for these dwellings. 

It seeks, as far as possible, to maintain 
parity with rent levels under the 
rent points scheme.  The Association 
increases all its rents in April each year 
and endeavours to keep the percentage 
increase levels in line with (1.0) opposite.  

PRINCIPLES AND AIMS 
Rents will be set at a level which ensures 
that all budgeted costs of the Association 
are covered.  This level will take account 
of expenditure on:  

•   Management of Housing Stock
•   Maintenance of Housing Stock 
     (Reactive and Cyclical)
•   Voids and Bad Debts.
•   Loan Charges and Repayments	
•   Provision for Contingencies
•   Provision for Future Major Repairs

AFFORDABILITY 
The Association will seek to ensure that 
rent levels are affordable to the Association’s 
client groups, whether they are in receipt of 
state benefit or in low paid employment.  

RENT SETTING SYSTEM
The total weekly rental cost of the 
particular scheme, or pooled schemes, will 
be allocated on a pro rata basis, based on 
cost, size and amenities of each property.  

REVIEW
Rent levels will be reviewed regularly 
and any increases effected on the first 
Monday of April.  At least 28 days’ 
notice of any increase in rent, or other 
charges, will be given by the Association 
to tenants. (Apart for rates which are 
subject to increase by LPS).

SERVICE CHARGES 
Where services (grounds maintenance 
etc.) are provided by the Association, the 
charge for these services will be based 
on the estimated cost of provision. It is 
the policy of the Association that costs 
of providing services are recovered only 
from those tenants who enjoy the benefit 
of the services i.e. on an estate or scheme 
specific basis.  Service charges will be 
reviewed annually with any increases 
being effected at 1st April.  At least 28 
days’ notice of any increase in service 
charges will be given by the Association to 
tenants.  Increases in service charges will 
not be linked to rent increases but will 
reflect increases in the costs of providing 
the services concerned and the cost of 
reasonable provision for maintenance/
replacement of capital items.  

RENT POOLING 
As at 1 July 2018, if the calculated 
rent for a new scheme or property, 
in respect of its size, is above the 
expected Local Housing Allowance 
for that Area, the rent charged will 
be capped at 90% of the Local 
Housing Allowance (subject to annual 
increases) as published by the NIHE.   

In order to ensure viability of any new 
scheme or property, any calculated rents 
capped to this limit, will be offset by a 
corresponding pooling of rent on another 
scheme or property, to be developed 
within that financial year.   

The Association will set an upper limit of 
120% of Local Housing Allowance for any 
calculated rent.  Any existing satisfactory 
purchases showing a calculated rent 
above this, will be rejected at feasibility 
stage. New development or sites will 
be dealt with individually through their 
business case and economic appraisal.
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24. Service Charges
If you have a tenancy where special extra services are provided by the Association, there will 
be a service charge.  Services include such items as lighting and cleaning of common areas, 
communal heating of public areas, etc.  The amount of the Service Charge will be noted in the 
Rent Register and will also be shown separately on your annual review letter. 

25. How to Pay Your Rent
Normally you should pay your rent and rates every fortnight.  However, if you find it more 
convenient to pay weekly or monthly you may do so.  If you wish to pay monthly, your payments 
should be made in advance. 

Payment Methods

CASH/RENT PAYMENT CARD: You will have been issued with a rent payment card 
which allows you to make cash/cheque payments at any Post Office or Pay Zone outlet.  The 
Post Office or Pay Zone outlet will provide you with a receipt which you should keep as your 
record of payment. 
You can also make cash or cheque payments at our Head Office where you will receive a 
receipt which you should keep. 
ONLINE: Visit our website and make your payment there www.ruralhousing.co.uk

STANDING ORDER: If you have a bank account you may find it convenient to make 
payments by standing order.  This method allows your bank to make regular payments, on 
your behalf, to Rural Housing Association. 
Standing Order forms are available from our office.  If your rent changes, you will have to 
complete a new standing order form as we cannot vary the amounts involved. 
DIRECT DEBIT from your Bank/Building Society.  If you are interested, you can contact 
the Association for further information. 
WORLDPAY using any credit/debit card - please contact the office for further information. 
POST: You may send a cheque or postal order through the post to our Head Office.  The 
cheque or postal order should be made payable to Rural Housing Association and crossed A/C 
PAYEE ONLY. Please remember to write your name and address on the back so that we will 
be able to credit your account.  We will send you a receipt for any payments received by post.

How can I check my Account? 

We will send you a rent statement quarterly which will detail all the charges made and 
any payments received.  You should check this statement to ensure that the amounts 
correspond to the payments made by you, or on your behalf.  Therefore it is important for 
you to keep any receipts you have received for payments made.  You will also be able to 
register on our website to view your rent statements.
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Do remember however, that payments made around the time the statement is produced 
may not appear until the next statement.  Payments made on your behalf by the DfC/
NIHE/LPS will appear on your statement on the date we received the payment, not the 
date it was taken from your benefit.  If you discover any discrepancy in your statement, you 
should contact our Head Office as soon as possible so that this can be investigated. 

PLEASE DO NOT SEND CASH THROUGH THE POST. 

26. Help with Paying Rent
You may be entitled to Housing Benefit or Universal Credit 
to help with the payment of your rent.  Our Housing Management 
Department will be pleased to provide additional advice and 
information if needed. 

27. General Rates
The general rates for your accommodation are set by and owed to the LPS, not the Association.  
However, the Association, as a service to its tenants, collects the rates weekly along with the 
rent.  This means you can spread the payment easily over the year.  The amount of rates you 
pay is shown on your annual review letter as part of the total amount of money you pay to the 
Association each week.  Rates are not part of your rent and will alter separately from your rent, 
usually in April each year.  

28. Difficulty in Paying Rent?
It is essential that you pay your rent.  Non-payment of rent can lead to eviction.  The first thing 
to do if you are having problems in paying your rent is to contact the Association.  We will then 
be able to advise you about the possibility of obtaining benefits to which you may be entitled or 
making other arrangements to help you.   

The Association employs staff who, are trained to help people who are having financial trouble 
which may result from sickness, unemployment, medical problems.  

Please let us know if you have difficulties and we will do our best to help.  However it is 
important to note the Association are in no position to accept persistent arrears and you 
will be expected to make some mutually acceptable arrangements to clear any debt.  All 
correspondence in these matters will be dealt with in strict confidence. 

If you do not make this effort, we may take legal action or issue a Notice of Seeking Possession.  
This stays in effect for 12 months.  If your arrears increase during this time, we may ask the 
County Court for a Possession Order and you could lose your home.
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Rural Housing Association encourages tenants to seek 
independent advice on benefits, debts or any other housing 
issues and the relevant numbers are listed below:

To seek independent advice on benefits, debts or housing issues.  You may wish 
to contact an adviser at any of the following agencies for assistance.

Housing Rights 
Service www.housingrights.org.uk 028 90245640

Citizens Advice 
Bureau www.citizensadvice.org.uk Contact your local office

Advice NI www.adviceni.net

028 90645919 

Alternatively, to speak to 
an adviser contact the 
Free phone helpline on 
0800 028 1881 or text 
ACTION to 81025

nidirect www.nidirect.gov.uk Housing Advice 
Information website

Northern Ireland 
Housing Executive 

(NIHE)
www.nihe.gov.uk

0344 8920900 

For Assistance with 
Housing Benefit

Universal Credit 
Welfare Advice www.adviceni.net 

0808 802 0020 

For Assistance with 
Universal Credit

To Claim for 
Universal Credit www.nidirect.gov.uk 0800 0121 331

To Claim for 
Universal Credit 
(Rates Rebate)

www.nidirect.gov.uk
0300 200 7802 

For Assistance with Universal 
Credit (Rates Rebate)
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Repairs Description RHA Tenant

1 Bath

Baths units 4

Bath wastes excluding blockages 4

Bath taps excluding new washers 4

Plug and chains 4

Defective bath seals 4

2 Bathroom fixtures and fittings Excluding: WC seats, towel rails and toilet holders 4

3 WC and Cistern

WC and Cistern (only after inspection) 4

Blockages to WC and waste pipe
Excluding: blockage at the main sewage line see RHA 4

4 Chimneys
Excluding: annual sweeping of chimneys and the cost in 
failure to do so.  Replacing frets & baskets to open fires and 
all-night burners

4

5 Communal areas Excluding: rubbish 4

6 Decoration External decorating only 4

7 Decoration Internal decorating: including small settlement cracks and 
the removal of condensation 4

8 Domestic appliances Such as cookers, fridges, washing machines, dishwashers 4

9 Doors Internal and external including frames.  Except tightening screws 4

10 Letter boxes Missing flaps etc 4

11 Locks and latches 
External doors 4

Internal doors to a dwelling 4

12 Loss of keys Including: repairs to force entry if you get locked out and 
including broken keys in lock 4

13 Downspouts and soil stacks 4

14 Guttering  4

Repairs and Maintenance
29. Whose Responsibility is it?

The rent you pay includes a contribution towards the cost of repairs and maintenance, and your 
Tenancy Agreement sets out exactly what items the Association undertakes to look after and 
maintain.  These include the structure and exterior of the property, drains, gutters, external pipes, 
plumbing systems, baths, basins and toilets, and the heating and hot water supply equipment.  The 
Association has a legal obligation to keep these in good repair. 

If any of these items are damaged by you or your guests, or because you have misused them 
or not looked after them properly, then the Association may still carry out the repair but may 
charge you for it. 
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Repairs Description RHA Tenant
15 Rain water storm gully traps Including: clearing blockages 4

16 Floor coverings. Excluding 
wet areas bathroom etc Including: adapting doors to accommodate carpets 4

17 Fences and gates
(existing only) 

Note: RHA do not provide fencing or gates after a tenancy 
has started.  The erection of fencing is strictly forbidden 
unless permission has been granted by the Association

4 4

18 Fixtures and fittings Such as coat hooks, curtains and curtain rails 4

19 Draught proofing Doors/windows 4

20 Garden maintenance 
Tenants are responsible for individual garden 
(RHA will maintain any communal areas) 4

21 Bins RHA will provide at start of tenancy.  Tenants responsibility 
to replace if damaged or lost during tenancy 4

22 Coal bunkers Supply or replacement 4

23 Glazing

If broken into you must obtain a crime number from the 
Police.  You must also provide the name of the Police Station 
Note: We will only carry out a temporary board up. 
Re-glazing is a tenant responsibility item unless extenuating 
circumstances exist

4

24 Smoke alarms/carbon 
monoxide alarms Excluding: the replacement of batteries and testing  4

25 Handrails Where fitted by RHA 4

26 Central heating oil burner 
servicing and repairs 

Excluding: bleeding heating system after oil has ran out or 
resetting thermostats.  Also if tank is found to be propped 
up in anyway by the tenant to increase the oil flow

4

27 Plumbing repairs or leaks 4

28
Guttering If installed by tenant 4

Heating time-clocks and 
programmers 

Excluding: resetting of any heating control or programmer 
(contact RHA to request a user manual if needed) 4

29 Oil tank security Locks/alarms etc 4

30 Hot water cylinders Replacement 4

31 Immersion heaters Replacement 4

32 Kitchen

Wall cupboards, refit doors (but only after inspection) 4

Re-securing loose door handles and cupboard handles, 
locks and catches 4

Worktops, excluding burns, scratches, chips etc 4

Base unit doors (but only after inspection)  4

Base units (but only after inspection) 4

Drawers (but only after inspection) 4

Extractor fan, excluding filters and replacement bulbs  4

Shelving to units 4
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Repairs Description RHA Tenant
33 Wall Tiles But only after inspection 4

34 Light fittings 
Excluding: light bulbs, dimmer switches, fuses, fluorescent 
tubes and starters.  Any non-standard light fitting fitted by 
the tenant.  Additional security lighting

4

35 Bath

Shower unit 4

Shower trays 4

Shower wastes (excluding blockages) 4

Shower curtain (including fittings) 4

Shower curtain rail 4

Shower doors 4

Shower grab rails 4

36 Sinks/basins 

Sink/basin units (only after inspection) 4

Blockages 4

Sink/basin taps 4

Plug and chains 4

Sink/basin tap washers 4

37 Skirting boards Unless removed by the tenant 4

38 Stairs Including newel posts, hand-rails, balusters 4

39 Paths Including: steps, footpaths and ramps
Excluding: gritting or removal of snow on paths  4

40 Fuses and resetting MCB Excluding: mains fuses that are the responsibility of NIE 4

41 Switches and sockets Excluding: dimmer switches and non-standard fitted by tenant   4

42 Telephone points and 
connections Tenant should contact local service provider  4

43 TV aerial and Sky Tenant should contact local service provider 4

44 Washing lines Line provided start of tenancy only  4

45 Infestations By ants, wasps, bees, cockroaches, mice, silverfish, rats, 
bedbugs, or flies   4

46 Plastering/rendering Internal or external after inspection. Excluding: settlement 
cracks on ceilings or walls (tenant responsibility) 4

47 Windows Including: window sills, catches, sash, cords and frames 
after inspection 4

48 Roofs Tiles, battens, felt, roof structure, fascia boards, soffit and 
verge pointing 4
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30. How to Report a Repair
Rural Housing Association provides a 24-hour maintenance service to its tenants and classifies its 
repairs based on their urgency.  (More information can be found under repair categories) 

Our aim is to have all repairs resolved within 20 days of the first report.  

How to report a repair to Rural Housing Association 

1

You can call us - 
Weekdays between 9am - 1pm and 2pm - 5pm

Tel: 028 8224 6118

Emergency out of hours which operates from 
5pm - 9am (Weekends and during holiday periods) Tel: 028 9042 1010

2 You can email us at - Info@ruralhousing.co.uk

3 You can visit our website and report 
your repair online via “report a repair” www.ruralhousing.co.uk

4 You can write to us at -

Rural Housing Association
Tollgate House
2 Killyclogher Road
Omagh
Co Tyrone
BT79 0AX

REPORTING
REPAIRS
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31. Repair Categories
Rural Housing Association have set response times against certain categories of repairs. 
The response times we have for each category of reactive repair are detailed below: 

Category Response Time
Immediate Callout Same day service 

Emergency 24 hours

Urgent 4 working days

Routine 4 working calendar weeks

The following provides guidance on what type of repairs fall into each of the categories 
Immediate Callout, Emergency, Urgent and Routine categories.  

Immediate Callout

These repairs may pose a threat to a building or the health/well-being of its occupants if 
they are not attended to very quickly.   

•   No electricity

•   Exposed electrical wires

•   No water

•   No central heating

•   Blocked WC

•   Cistern not flushing (where elderly, disabled or child)

•   No access to house

•   Flooding

Emergency Repairs 

Similar to Immediate Callout but don’t pose an immediate threat to the building or 
well-being of the occupants.   

•   Broken window

•   Loose roof tiles

•   Our emergency repairs response time means we have 24 hours to either complete  
the repair if possible or carry out a temporary repair.  This can be referred to as 
“making safe”.  Follow on work will be ordered and categorised depending on the 
nature of the repair
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Urgent Repairs 

Urgent repairs are required to be attended to quickly but are not likely to pose a threat to 
the building or the health/well-being of its occupants.   

•   Blocked bath, wash-hand basin, sink or external drain

•   Faulty light switch, socket or pendant (if wiring is exposed this is an Immediate Callout)

•   Cistern not flushing (no elderly, disabled or child occupants)

•   Faulty yale lock (mortice working)

•   Cracked (but not broken) window

Routine Repairs 

Routine repairs are repairs which do not need to be attended to immediately and have a 
longer response time.   

•   Loose floorboards                                             •   Leaking guttering

•   Dripping tap/tap washer replacement                   •   Cracked sanitary ware

•   Loose internal cupboard doors                           •   Cracked paving

32. Condensation
Condensation occurs when moist air reaches a cold surface and deposits some of its water 
on that surface.  Air can become heavy with water vapour with steam from cooking, washing, 
hot baths and from drying clothes.  You may find condensation particularly troublesome if your 
accommodation has no fireplace to provide extra ventilation. 

To limit condensation:- 

•   Try to reduce the amount of water in the air by drying clothes outside, if possible

•   If clothes have to be dried indoors - keep the window open

•   As far as possible, keep lids on saucepans and turn the heat down when they are boiling

•   After having a bath, keep the bathroom door closed and the window open or fan on, so 
that the steam can escape directly without getting into the other rooms

•   Try to make sure there is sufficient heat in your room so that there are no cold surfaces 
in the path of water vapour and also make sure there is some ventilation in each room
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33. Garden Sheds
In certain circumstances and when permission is requested by the Tenant, Rural Housing 
Association would permit a small garden shed to be installed with the following maximum sizes - 
2.5m x 3.0m.  Maximum height 2.0m.  

Its location would be the rear garden, away from line of sight of communal driveways or 
entrances for other Tenants.

34. The Right to Improve Your Home
You have the right to make improvements but you must ask Rural Housing Association’s 
permission first. 

The Association will consider each application on its merits: alterations that would make your 
home less safe or would reduce its value will not be given consent. 

Improvement, in this case, means any alterations or additions to your 
accommodation and includes:- 

•   Any addition or alteration to Rural Housing Association’s fixtures and fittings              
or to do with the services provided, e.g. putting in a new kitchen sink

•   Putting up a radio, TV antennae or satellite dish

•   Carrying out external decoration

The Association cannot unreasonably refuse you permission to make improvements but 
may make certain conditions, for example, that work is carried out by a qualified competent 
contractor and is undertaken to a proper standard. 

33



35. Rents and Rates after Improvement
Your rent will not increase as a result of any improvements you make but it may result in you 
paying more rates.  If you make an improvement, e.g. installing central heating, the cost of 
maintaining it will have to be met by you and not the Association.  
Remember that the Rate Collection Agency and District Council, not Rural Housing 
Association, set the rates. 
Your rates may increase if you make a major improvement and the property is re-valued. 

36. Planning and Building Regulation Consents
You will be responsible for obtaining any necessary building regulations and town planning consents 
for work you propose, and paying any charges that are made.  The local authority will advise you 
whether the proposed work requires permission and can provide you with application forms.

37. Reimbursements of Costs
In certain very limited circumstances, at the end of your tenancy, the Association may be willing 
to agree to make a contribution towards the costs of an improvement you have made.  The 
improvement must have been carried out with the prior approval of the Association and must 
have increased the rental value of the property.  Regard will be given to the length of time the 
tenant has had the benefit of the improvement.  Each application will be considered on its merits. 

38. Insurance
People have the right to decide whether or not to insure their belongings.  Some decide not to 
do so, thinking that the risk is worth taking.  However, fires and thefts may occur which result in 
heavy personal losses and, in such circumstances, neither the Association nor any other Agency 
have any obligation to give financial assistance or compensation.  You are, therefore, urged to 
insure the contents of your dwelling and your internal decorations against all contingencies. 
House contents insurance is not expensive, and any good Insurance Company or Broker will be 
glad to give you a free quotation. 
The Association’s insurance covers only the structure and the fixtures of your home.  You would 
be liable to replace certain fittings, such as a wash hand basin, if you damaged it, and so you 
would be well advised to include this in your household insurance.

39. Keys
Make sure that you have a spare key and that it is kept in a safe place.  It will be expensive for 
you if you have to break windows or force open the front door if you lose or forget your key. 
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40. Fraudulent Access
All Association staff have identity cards giving their names and their authority to act on behalf of 
the Association.  Builders will have a written instruction unless you have asked for an emergency 
to be dealt with.  Electricity, water service and any other Agency must present a means of 
identification.  Any persons claiming to call on you on business should not be permitted to enter 
your home unless they can satisfy you as to their identity and business. 

41. Some Ways to Prevent Burglaries

(1)	 Never leave your home empty without making sure the 
windows are secured and doors are locked.

(2)	 Don’t invite thieves by having curtains drawn in the 
daytime or leaving notes for callers.

(3)	 When you go on holiday, cancel newspapers and milk 
deliveries, etc.  It is a good idea to let your neighbour or 
someone you trust have your holiday address.

(4)	 Never leave cash or valuables around.

(5)	 Lock up before you go to bed, making sure that the 
windows are secure, especially those on the ground 
floor or those near drainpipes and flat roofs.

42. Business in Your Home
It is a condition of tenancy that any form of business shall not be undertaken in your home, and 
you must not exhibit any sign or advertisement about a business.  No objection will be made to the 
receipt of business correspondence only, but any tenant in doubt should consult the Association. 

43. Household Rubbish
Please prevent your dustbin from becoming offensive by cleaning it regularly after it is emptied 
and not allowing overflowing rubbish to accumulate, as this encourages rats and other vermin.   

All moist rubbish should be wrapped securely in polythene before placing it in the bin or chute. 

If you have large items of rubbish, such as old bedsteads, etc., you should contact the Technical 
Services Department of your District Council for your nearest recycling site.
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44. Anti-Social Behaviour
Rural Housing Association is committed to tackling Anti-Social Behaviour and nuisance to create 
safer and better communities for all our tenants.  The Association has a detailed Anti-Social 
Behaviour Policy and Procedures – available on request.  

What is Anti-Social Behaviour? 

An individual may be deemed to have acted in an anti-social manner if he/she has: 

•	 Been convicted of using the dwelling-house or allowing it to be used for illegal                
or immoral purposes

•	 Been convicted of an arrestable offence committed in, or in the locality of the        
dwelling house

•	 Directly or indirectly affected the management functions or matters relating to those 
functions.  

Anti-Social Behaviour might include amongst other things

•	 Violence or threat of violence

•	 Hate behaviours that target members of identified groups because of their perceived 
difference (e.g. religion, political opinion, race, age, marital status, sexual orientation,   
gender, disability and dependant status)  

•	 Noise nuisance (rowdy parties, loud music/TVs, dog barking, etc.)

•	 Arguing and door slamming

•	 Environmental issues (e.g. litter, dog fouling, graffiti, fly tipping, nuisance vehicles)

•	 Offensive drunkenness

•	 Using housing accommodation for illegal/immoral activity or other unlawful purposes,    
e.g. selling drugs/drug abuse

•	 Intimidation or harassment

Legal action may be taken against tenants who are found 
guilty of Anti-Social Behaviour or nuisance as this may be 
deemed as a breach of the Conditions of  Tenancy.

36



What Rural Housing Association will do? 
Rural Housing Association acknowledges that every individual is entitled to live in peace within 
their neighbourhood.  All Tenants are asked to sign a Good Neighbour Agreement (Tenant Copy 
provided at the end of this Handbook).  We will seek to address the problem of Anti-Social 
Behaviour and in doing so provide a quality and supportive housing service. 

We will: 

•	 Quickly and formally acknowledge reports of Anti-Social Behaviour
•	 Seek to investigate reported instances of Anti-Social Behaviour in a timely manner
•	 Provide advice and support to tenants
•	 Identify, interview all interested parties and take appropriate and 

affirmative action within our remit as Registered Social Landlord
•	 Liaise with the Police Service of Northern Ireland (PSNI) as appropriate
•	 Establish inter agency working where appropriate
•	 Use legal action when all efforts at conciliation have failed.  Action can include possession, 

injunction and applying to relevant authorities for an Anti-Social Behaviour Order
•	 Endeavour to act on behalf of Rural tenants who are the victims of Anti-Social Behaviour 
•	 Seek to respond to instances of Anti-Social Behaviour in Rural Schemes and properties 

whether the complainant is a tenant, private tenant, or owner occupier ; and 
•	 In the context of re-housing, take full account of any Anti-Social Behaviour carried out 

by the housing applicant or their household, to the extent that this is permissible

Where appropriate, we will provide advice and support and work with other agencies to bring 
about a satisfactory resolution. In instances where efforts at conciliation/mediation have failed, 
we will take the route of legal action. This may involve Court proceedings and eviction of a 
Secure Tenant or termination of an Introductory Tenancy.

PROCESS - Introductory Tenants: 

We will tell you in writing if we’re going to court to evict you.  You could ask for a review
of the case, but you must do this within 14 days.  Rural Housing Association staff who have
not been involved in the case before will review the case to ensure all procedures 
followed.  You do not have the right to appeal against that decision.  Rural will
then seek an Order for Possession of your home from the court.  If we do take action, you
can get advice from CAB, law centre, Housing Rights or a solicitor.

Noise from neighbours can be a real nuisance, and particularly so in flats 
where it has often not been possible to provide total soundproofing. It 
is, therefore, important for all our tenants to make every effort to keep 
noise to a minimum, for example, by keeping televisions, record players, 
radios, stereo equipment and pianos, away from party walls and keeping 
the volume down, particularly late at night or early in the morning.
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45. Gardens
If you have a private garden, it is your responsibility to keep it tidy.  The Association will maintain 
the fencing or boundary markers however you may erect new fencing if you obtain our consent 
(and planning permission, if necessary).  Where gardens are not maintained by the tenants, Rural 
may undertake this work, and recharge the tenants.  Untidy bin areas 
can become a health hazard, attracting pests and vermin.  It is your 
responsibility to keep the bin and bin areas clean and tidy. 

If you have the use of communal grounds along with 
the other tenants of your Houses/Bungalows/Flats built 
development or block of flats, it is the Association’s 
responsibility to maintain these gardens but if you 
want to take on care of part of the gardens, do 
talk to our Housing Management Staff about this.  
If it can be arranged without annoying other 
tenants or upsetting the balance of the gardens, 
we will be happy for you to do this.  

46. Pets
The Association is reluctant to permit household pets in its 

accommodation. However, with permission each tenant may 
keep only one pet.  Where permission is granted, it is essential 
that the animal does not cause a nuisance to neighbours and 

is kept under control at all times.  Otherwise, permission 
may be withdrawn.

47. Bottled Gas
You are prohibited from storing bottled gas and paraffin appliances in your home and to do so 
would be breaching the Conditions of your Tenancy Agreement. 

48. Hoarding
Rural Housing would request that you do not have an excessive amount of clutter in your 
property that may result in fire, structural damage, disease, injury and infection.
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49. Fire Precautions
Houses/Bungalows/Flats built by the Association have good fire safety standards but 
to avoid the risk of fire, there are a number of things you should remember:- 

(1)	 Make sure all fires are guarded - almost half the fires in the home are caused by direct 
contact with an unguarded fire.

(2)	 Please check your smoke detector at least once per week.

(3)	 Any faults to your smoke detector must be reported to Rural Housing Association 
immediately.

(4)	 Always pull out all electric plugs, especially television plugs, and close the door when 
leaving the room.

(5)	 Never tamper with the self-closing mechanism on any door or wedge the door open.  
The closers have been fitted so that the fireproof doors limit any fire to a small area, 
thus giving you time to escape.  Report any damage to fire doors to the Association 
straight away.

(6)	 Never wire more than one electrical appliance into one plug and do not use adaptors.

(7)	 Do not run any appliance from light fittings.

(8)	 Never run flex under carpets or lino - you will not realise when it frays.

(9)	 Do not use electric appliances in the bathroom other than an infrared wall heater or 
an electric shaver.

(10)	Make sure that all electrical appliances have the correct fuse in the plug.

39



50. In Case of Fire

•   Call the Fire Service at once (Telephone 999)
•   Close doors and windows if you can to prevent the spread of heat and smoke
•   Warn others in the building and GET OUT

•   NEVER USE WATER ON A FIRE INVOLVING ELECTRIC APPARATUS, FAT, 
OIL OR SPIRIT.  Instead, switch off the electricity supply if a heater or an oven is 
involved, and smother the fire with a mat, woollen blanket or overcoat

A person whose clothing catches fire should be rolled in a rug, blanket or overcoat.  Small burns 
can be held under a cold running tap to reduce the pain.  Serious burns must be covered with a 
dry clean cloth and medical aid sought at once. 

Plan an escape route and make sure that everyone who lives in the property knows how to get out 
if a fire occurs.  REMEMBER GET OUT, STAY OUT AND GET THE FIRE BRIGADE OUT.

PLEASE CONTACT US IF YOUR ALARMS ARE NOT WORKING.

51. What is Carbon Monoxide
Carbon monoxide is a highly poisonous gas that 
is very difficult to detect as you cannot see, smell 
or taste it.  It can be given off by appliances which 
burn gas, oil, coal or wood if they’re not working 
properly.  High levels of Carbon Monoxide 
can prove to be fatal, even low exposure can 
cause lasting damage.  This deadly gas can be 
produced if your appliance is faulty, the room is 
not properly ventilated or the chimney/flue is 
blocked.

What should you do?

•   Always allow access when annual boiler/appliance servicing is taking place.  It is a 
tenant’s responsibility to ensure access is granted when an engineer is in your area  

•   Ensure your home is properly ventilated - never block vents
•   MAKE SURE ALL CHIMNEYS AND FLUES ARE REGULARLY SWEPT 

AND KEPT CLEAR.  IF YOU HAVE ANY DIFFICULTIES CLEANING YOUR 
CHIMNEY, PLEASE CONTACT US FOR FURTHER ASSISTANCE

•   Rural Housing Association has provided C02 alarms to the Associations properties. 
Please contact us if you have any issues with these alarms or if you require a replacement

Make sure that you have a 
working smoke detector
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Important please note:  

•   Your boiler should be free from items and combustible materials at all times

Detailed health information for carbon monoxide is available from the Public Health Agency.
Visit www.publichealth. hscni.net	 Tel: 028 9031 1611 
or www.hseni.gov.uk/watchout	 Tel: 028 9024 3249

Or contact a member of our Technical Team at Rural Housing Association on Tel: 028 8224 6118.

CARBON MONOXIDE KILLS! 
YOU CAN’T SEE IT, 
TASTE IT, OR SMELL IT

MAKE SURE ALL CHIMNEYS AND FLUES ARE 
REGULARLY SWEPT AND KEPT CLEAR. 
IF YOU HAVE ANY DIFFICULTIES 
CLEANING YOUR CHIMNEY, 
PLEASE CONTACT US FOR 
FURTHER ASSISTANCE
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52. Personal Information
The Data Protection Act gives current tenants, past tenants and applicants for housing, a right 
to access personal information held by the Association about themselves or members of their 
family (other than that provided in confidence by third parties).  If you wish to have access to 
this information you should contact the Association in writing. 

If you consider the record held to be inaccurate you may be allowed to correct the information 
held or record your disagreement. 

53. Disability, Aids and Adaptions
For anyone who has a disability or mobility issues, there are various adaptations that can be 
made to a property, that will offer suitable solutions to allow you to remain within your home. 
We believe we can improve the quality of life for people by enabling them to live independently. 
If you are having difficulties carrying out normal day-to-day living activities, an aid or adaptation 
could help.

You can receive certain aids and adaptations following a recommendation from an 
Occupational Therapist, Social Worker (for sensory impairments only), or a Rural Housing 
Association Technical Officer.

What is an aid or adaptation? 

Aid and Adaptations are separated into 3 categories - 

(1)	 Small/Miscellaneous - Grab/hand or stair rails, toilet frames, shower seats, alarm 
strobe light, vibrating pillows.

(2)	 Minor - Shower to replace bath, external ramps and steps.

(3)	 Major - Ground floor extensions, through floor lifts, en-suite bathrooms.

What is not classified as an aid or adaptation?  

Items which are not linked to the property, for example: wheelchairs, walking sticks, hearing aids, 
etc.  Although the Association does not provide these items, you may be able to obtain them 
through your GP, hospital or other health services.

How do I apply for an adaptation?  

You should contact your GP and they will refer you to an Occupational Therapist who will 
assess your difficulties and make recommendations to the Association explaining the aids or 
adaptations you require.  If you require a small adaptation as above then you can contact your 
Rural Housing Technical Officer - Telephone: 028 82 246118.
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Do I have to pay for the adaptation?  

Generally no, the Association works closely with the Department for Communities (DfC) 
and the Northern Ireland Housing Executive which provide grants for approved aids and 
adaptations for people with disabilities who live in a property belonging to the Association.

When will work be completed?   

Small/Miscellaneous 

Small/Miscellaneous work adaptations are generally carried out by the Rural Housing 
Association’s response maintenance contractors within a four week period.

Minor 

Depending on the complexity of the case, Rural Housing may pass the works to 
a Consultant to produce a design, these works would then be carried out by the 
Association’s response maintenance contractors.  We aim to complete these adaptations 
within 12 weeks of receipt of an assessment.

Major 

Any major adaptations are passed to the Rural Housing Association’s Consultants to produce 
detailed designs, seek planning permission and building control approval and tender the work.  
We aim to complete these adaptations within 52 weeks of receipt of an assessment.
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Contact Information
If you need assistance with the information contained in this handbook or if you need 
to receive this material in an alternative format please contact us and let us know. 

Contact Details: 

Address 

Rural Housing Association
2 Killyclogher Road
Omagh
Co Tyrone
BT79 0AX 

Email info@ruralhousing.co.uk 

Website www.ruralhousing.co.uk 

twitter.com/ruralhousing.ni 

Facebook.com/ruralhousing 

Telecare 028 9042 1010 

Please note that if you need to report an emergency repair when our office is closed 
you should telephone Telecare.  It is important that this service is used for genuine 
emergencies only.

OTHER EMERGENCY CONTACT NUMBERS

In case of any emergency, you can dial 999 or 112 from mobile or landline to speak to 
the operator who will then connect you to the requested service.

Gas If you smell gas call Phoenix Natural Gas 
directly on FREEPHONE: - 0800 002 001

Crimestoppers 0800 555 111

Water Service 0845 440 088

National Gas Emergencies 0800 111 999

NIE 03457 643 643

Flooding Incident Line 0300 2000 100
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Appendix 1

Good Neighbour Agreement
(Tenant Copy)

Rural Housing Association is committed to tackling Anti-Social Behaviour, as and when it arises, 
but to do so we need your support.  We will not tolerate such behaviour taking hold in your 
neighbourhood and ask for your commitment to positively engage with us so that we can put 
such behaviour in the past. 

Being a Good Neighbour

Rural Housing Association is asking all its tenants to treat their neighbours with respect 
and look out for them in times of need.  We should be especially vigilant in the care of 
the vulnerable and elderly in our community.  We believe that by being a good neighbour 
you will not only be helping us to stop nuisance and Anti-Social Behaviour, but you will be 
contributing to a more positive, confident and outward looking community.   

About this agreement  

As a Rural Housing Association tenant, we would encourage you to sign this agreement as 
a commitment that neither you, nor members of your household or visitors to your home 
will behave in a manner that affects the peace and enjoyment of your neighbours. 

What is Anti-Social Behaviour?

Anti-Social Behaviour is defined as acting in a manner that causes, or is likely to cause 
alarm, harassment or distress to one or more people in another household.   

Rural Housing Association’s Responsibilities  

Rural Housing Association will respond to complaints of Anti-Social Behaviour and 
carry out investigations, which will include interviewing the complainant and the alleged 
perpetrator. In carrying out our investigations to resolve Anti-Social Behaviour we will liaise 
and exchange information with other agencies.  These agencies may include the Police 
Service for Northern Ireland, the Northern Ireland Housing Executive, the local 
District Council, Youth Justice Agency and Social Services.   

When necessary, Rural Housing Association will use legal powers to deal with Anti-Social 
Behaviour.  This may require working with an agencies such as the Northern Ireland 
Housing Executive or local Council to obtain an Order for Possession and/or an 
Injunction or an Anti-Social Behaviour Order (ASBO).  
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What can you do to be a good neighbour?  

There are many things you can do to help prevent nuisance and Anti-Social 
Behaviour.  Some examples are listed below:   

•   Respect for all neighbours and their property and fairness in dealing with everyone, 
irrespective of their religion, race, ability, culture or political belief

•   Care for the elderly, the lonely and the vulnerable in the community

•   Accept that everyone is different and be tolerant of the lifestyles of others, particularly 
with regard to noise levels

•   Be responsible for the behaviour of your children and anyone visiting your home

•   Respect the rights of children and young people to play and meet in a safe and     
happy environment

•   Residents are respectful of the environment in which they live through upkeep of a 
clean and tidy neighbourhood, free from Anti-Social Behaviour

•   Recognition that a good community spirit benefits all, through healthy interaction and 
mutual support in dealing with local problems.  If any problem arises, every resident 
has the right to approach any constituted group set up by the residents, Rural Housing 
Association or other statutory body, in order that the problem may be sorted out 
amicably and to the satisfaction of all concerned.  Residents in flats or other shared 
buildings have additional responsibilities, given that they live in close proximity to each 
other, and this may have implications for noise levels and shared access areas

Within the above charter, people have a right to choose the extent to which they engage in 
the community.  

I/We have read and agree to all the principles of this Agreement.  

YOUR AGREEMENT WITH RURAL HOUSING ASSOCIATION:  

It is acknowledged that each signatory pledges to respect the rights of his/her neighbours in the 
community and to fully exercise his/her responsibilities within the context of the agreement.   

I agree that whilst I am a tenant of Rural Housing Association, I will do everything I can to be 
‘a good neighbour’ and will not behave in any way which may be considered ‘anti-social’.   

I understand that if any member of my household or visitors to my home act in a way which can 
be considered as being anti-social, Rural Housing Association will take action for breach of my 
tenancy agreement which may lead to legal action being taken against me.  

Signed .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .                                                      (Tenant)	 Date  .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .    

Witnessed  .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   . (RHA) 	 Date  .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   
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RHA: 	 2 Killyclogher Road, Omagh
	 Co Tyrone, BT79 0AX
Tel: 	 028 8224 6118
E-mail: 	 info@ruralhousing.co.uk 
Web: 	 www.ruralhousing.co.uk

Facebook.com/ruralhousing
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