[bookmark: _Toc96866810]Beneficiary Welcome Pack 
Welcome to you new home, the following pack contains all the information we think you might while living in your new apartment . 
Section 1: Tenant Information
		Property Address, POC Details, Emergency Contacts,
Women’s Centre Opening Hours, details about services within the centre, General Property Information, Rubbish Collection Days.

Section 2: Who to Contact if You Want to Move Out
		Details of steps you should take to end your tenancy.
Section 3: Repairs
What to do if you think you need a repair, the procedure to follow, info about if you want to make alterations to your home.
Section 4: Dealing with Anti-Social Behaviour
		Information about how we deal with reports of anti-social behaviour

[bookmark: _Toc96866811]Section 1: Tenant Information Sheet

Full Address of Property: 
Landlord Name and Address:	
Point of Contact Numbers:				                                
Landlord Email Address        
Electricity counter is: 
Fuse box location: 
Water stopcock location: 
Building trashcans can be found:





Emergency Contacts

If you smell gas, call the firedepartment:			101
If you have a power cut, call the local authority	           106
If there is  a fire, dial:						101
If you have a water leak, turn the stopcock off.
Report leak to your point of contact			
If you fear for your safety, call the police			101

Housing Office Opening Hours
The centre is open Sunday to Thursday from 9am – 5pm.
Outside the centre opening hours, if there is an emergency you can contact your point of contact. 

By visiting the center you can recieve access to the following services:

· Help with filling out benefit requests
· Cooking classes
· Legal assistance
· Kindergarten – onsite nursery provision with access to 2 and 3 year funded places
· Training -Details of current courses
· Volunteering opportunities – following completion of our operating in a work environment course a range of volunteering opportunities are available

[bookmark: _Toc96866812]Section 2: Who to Contact if You Want to Move

If at any point during your tenancy with the housing program you decide you want to move on and leave the property, you need to contact your housing person of contact and give written notice at least 15 days before you intend to leave. This can be done at any time, you do not need to wait for your tenancy to expire. 
Contact Details
xxxx

We hope you will be happy in your new home!


[bookmark: _Toc96866813]Section 3 Repairs
If at any point you need a repair in your apartment, you need to contact your housing point of contact. Your contact will then tell you if your repair is classified as an emergency or non-emergency. 

Emergency Repairs: 
This is if there is a problem that will affect your health and safety: 
· Gas leak
· Water leak
· Electircal fault
· Loss of heat or power supply
· Safety issue such as broken window or broken lock
· Burst pipe or roof leak
· 
Routine Repairs
Appliance repair
Xx


Repairs & Maintenance Service



Priorities and Timelines
We will arrange your repair through our list of contractors and will prioritise them using the information you have provided, within the following timescales:
Emergency Repairs and Urgent Repairs: Attend and make safe within 24 hours

Routine Repairs: Complete within 20 working days

Sometimes a repair may take longer (for example, if a part needs to be ordered).
[bookmark: _Hlk32167499]We will ensure:
· Contractors are skilled and fully qualified to meet health and safety standards.
· Contractors carry ID badges and show you these at all times.
· You are kept informed of the progress of any repair.
· Treat you with respect, in a polite and fair manner.


We ask that you are present when the contractor is making the repair. A support contact can accompany you through this process if you wish. 

Making Improvements and Alterations in Your Home
You may make non-permanent alterations to your home according to your taste: This includes
· Hanging pictures or shelves
· Painting the walls
· Adding curtains or blinds. 
You may not make permanent alterations such as: 
Building or removing walls. 


Our Responsibilities
We are responsible for maintaining:
· The structure and outside of your home
· The fixtures and fittings we have provided
· Drains, gutters and outside pipes.
· Outside walls and doors, window sills, window catches, sash cords and window frames.
· Inside walls, floors and ceilings, doors and frames. Door hinges and skirting but not inside painting and decorating.
· Maintaining and replacing basins, sinks, baths and showers. Toilets and water supply, and water pipes except where you have caused the damage.
· Unblocking external waste pipes ONLY.
· Electric wiring including sockets and switches
· Water heaters, fireplaces, fitted fires and central heating system and chimneys but NOT sweeping.
· Gas pipes and appliances provided by us.
· Pathways and steps.
· Boundary walls and fences.

Tenant Repairs Responsibilities

· Replacing bath panels
· Clearing blocked bath, basin, sink, shower or WC.
· Replacing or re-fix broken toilet seats.
· Replacing plugs and chains.
· Replacing sealant around kitchen units and sanitary fittings.
· Replacing shower curtain.
· Replacing fuses and plugs.
· Replacing light bulbs/ fluorescent tubes and starter motors.
· Replacing tap washers to stop dripping.
· Maintaining any fixture you have fitted eg laminate flooring/ shelves
· Replacing or provide any curtain rail/pole/track.
· Adapting doors to accommodate carpets, re-fixing draft excluders.
· Resetting tripped fuse boxes.
· Bleeding radiators and relighting pilot light.
· Fitting or replacing doorbell/batteries.
· Draught proofing.
· Internal papering, painting, woodwork or coving.
· Replacing missing or lost keys.
· Refixing loose handles /latches/ catches to doors and cupboards.
· Patching minor cracks to walls and ceilings.
· Replacing batteries to smoke alarms.
· Maintaining TV aerial/ point/ satellite dishes that you have fitted.
· Plumbing/ fitting your own domestic appliances, which must be done according to Gas Safe or NICEIC regulations.
· Replacing dustbins.
· Repairing or replacing any damage caused by the customer to the property, fixtures or fittings


Please note! To call between the hours of 9:00 and 5:00pm unless its and emergency.

[bookmark: _Toc96866814]Dealing with common problems in Tel Aviv Apartments 
Mold
Unfortunately, sometimes mold can form in Tel Aviv apartments. You can avoid this by:
Keeping good ventilation in the apartment 
Wiping down moist surfaces
Keeping lids on your pots when you cook. 
If you do get mold, try wipe it away with bleech. Contact your point of contact if this is a persistant problem. 
Cockroaches
Unfortunately, cockroaches are a real problem in Tel Aviv, and even after spraying for them, sometimes they still come. 
The best way to avoid cockroaches is to keep you sink and drain clean. 
If you see one, kill it, throw it away and spray some bleach on where you killed it. 
If cockroaches are a persistant problem, let your point of contact know. 

[bookmark: _Toc96866815]Section 4: Dealing with Anti-Social Behaviour 

As part of the support we provide you in managing your new tenancy you will be invited to attend the tenants course we provide – part of this course focuses on being a good neighbor and active part of your community and reporting concerns with regard to anti-social behavior 

If you have concerns about anti-social behaviour within your neighbourhood 
· You can keep a record of what is happening and when
· You can seek advice from your point of contact – they may advise you to call the police or anti-social behaviour team 
· We will support you with addressing any anti-social behaviour. 

If we receive any complaints about your behaviour 
· We will assess the seriousness of this and if necessary, may take immediate actions which may include calling the police
· We will make contact with you as the tenant
· We will take actions relevant to the level of anti social behaviour – this may involve us suggesting additional support – referrals to other services but may also issue warnings, behaviour agreements or look at other legal options including eviction

Feedback, Compliments and Complaints
We take all complaints and feedback seriously and view them as an opportunity to improve and enhance our services and working practices.  We also   welcome any compliments you may have on any service you have received.
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