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Welcome to your new home!

Welcome you to your new bdht home. Moving can be both exciting
and a little daunting, but don’t worry, we’re here to help you every
step of the way.

This booklet is packed with useful information to help you settle in.
Some you’ll find useful straight away, some you may not need for a
while, but here we bring it all together so you can easily find what
you need, when you need it.

At bdht, we’re all about building vibrant communities together.
We’re here to support you and ensure you have a positive
experience in our community. So, if you have any questions or
concerns, don’t hesitate to get in touch — all our contact information
can be found on the back page.

Accessible formats and translations: This booklet is available in
other formats and languages to ensure everyone can access the
information they need.




A bit about bdht

We’ve been providing homes for over 20 years now, with a clear
purpose to be a great landlord by providing affordable, safe, well-
maintained and well-managed homes. We’re committed to building
vibrant communities where everyone feels heard and valued.

building
vibrant
communities

together

Our Strategy

Our strategy is split into six key aims, all centred around providing
excellent homes and services and reducing our impact on the
environment.
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Our Charter

WE WILL

We also have a charter USTEN TO

which shows our WEWILL e

promises to customers uoer HONEST

and colleagues. Yoo o You
RESPECT YOU

It's a handy guide to YouTo.

how we will treat you. . T A

KEEP OUR APPRECIATE
PROMISES DIFFERENCE
IF WE MAKE

o v I A MISTAKE
ur values WE WILL
APOLOGISE
& LEARN

And finally, our values, FROM IT
which set out how we’re
committed to building
vibrant communities:

+ Integrity: We do things for the right reasons and take
responsibility.

+ Listening: We listen to understand and reflect before taking
action.

+ Honesty: We’re honest, considerate, and set realistic
expectations.

+ Transparency: We explain our thinking and share information
openly.

* Respect: We treat everyone with decency and dignity.

+ Inclusivity: We embrace differing life experiences and opinions.

- Fairness: We ensure fairness and balance in our attitude and
behaviour.

You can read more about bdht, our aims and how we plan to
achieve them on our website: www.bdht.co.uk



All about your new home

While this guide is all about helping you settle in and providing
useful information, you also have a tenancy agreement, which
outlines both yours and bdhts legal responsibilities.

Moving in

As you settle in there are important things you need to remember
do in order to help make things go smoothly. When you move
home, it’s essential to inform the right people about your new
address as quickly as you can. Here are some suggestions, in a
handy checklist to tick off as you go!
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Update your address on all documents and IDs, including
banks, workplaces, and official documents like your driving
license and passport.

Inform benefit providers.

Notify utilities such as water services and energy suppliers
Update your council tax details.

Inform your doctors and dentists.

Notify TV licensing authorities.

Update insurance and other financial providers.

Notify broadband, landline, and digital TV providers.
Inform your child’s school, nursery, or childcare provider.
Contact your pet’s vet.

Update the Electoral Register at
www.gov.uk/electoral-register



Sign up for mybdht, our customer portal, to
access on-line services such as rent statements,

rent payments, repair requests and repair status.
Visit https://bdht.co.uk/mybdht-sign-up/

Utilities
Now that you have your new home, you’ll need to start paying for

gas and electricity usage and inform the suppliers that you’re the
new tenant. Here’s what to do:

* Read the meters as soon as possible and keep a record of the
readings.

+ Contact the current energy supplier to provide meter readings
and register your details.

+ Arrange for supplies to be connected (if not connected already)

For Gas, contact the meter number helpline: 0870 608 1524
For Electric, contact Western Power: 0800 096 3080

You can of course move to another supplier if you wish after you
have set up your account.

It’'s a good idea to phone your supplier on the day you sign your
tenancy agreement to confirm your contact details and meter
readings.

Top Tip

We recommend that customers regularly use comparison sites to
get the best deal for their energy supply, such as
www.moneysavingexpert.com



Electricity meters

It is important to regularly read your utility meters to ensure you are
keeping on top of your bills.

How to read a 2-RATE meter correctly

Low
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10,000 1,000 100
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2-rate meters show 1 reading for your ‘day rate’ and 1 reading for
your ‘night rate.” Again, write down both readings from left to right,
ignoring any numbers in red or in a red surround.

How to read an ELECTRICITY DIGITAL meter correctly

+ Before you read your meter, check the direction of your dials.
They may not be exactly as the ones illustrated above. Every
dial on every meter revolves from 0 to 1 and through to 9, before
continuing to 0 again. In the example above, the dial meter
readings shows as 45928.



How to read an ELECTRICITY DIAL meter correctly

1 1 1
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* Read the dials from left to right

+ If the pointer is between the two numbers, always take the
lower number

+ If the pointer is directly over a number, write down that one

+ If the pointer falls between 9 and 0, write down 9 and reduce
the reading you’ve already taken for the dial on its left by one.
For example, if you originally recorded 5, reduce it to 4

+ Don’t read the last dial on the right

Top Tip

It’s worth considering a smart meter as your energy supplier will
be able to automatically read your meter themselves without you
having to provide readings, and you can keep an eye on what
you’re using too. Contact your supplier for more information.



How to read an KEYPAD meter correctly:

Doce3Ss |

This meter reading is 63.

+ Press ‘9’ on the keypad - you’ll see the word ‘VOLUME’ on the
screen

+ Wait until the word ‘VOLUME’ changes to a number (this number
will be followed by the letters ‘M3’

* Write down the number from left to right

+ Ignore any zeros at the beginning and any numbers after the
decimal point is there is one.

Water meters

Water meters are usually located outside a home, under a small
metal or plastic cover in the driveway, garden, or nearby footpath.

Water meters can also be located inside a home, usually under the
kitchen sink.
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Gas meters

How to read a typical GAS DIGITAL meter correctly:

751983¢100 nv

+ Read the numbers from left to right, ignoring any numbers
shown in red

+ Ignore any digits in a red surround
+ Ignore any digits after the decimal point

How to read a typical GAS DIAL 100

PER REV

meter correctly:

2.\8

3 7 8 2
0 0

4586 90 4 109 7.\3

1000000 ® 2 2 8 654
PER REV ! 4 y y 4 -\6 ! 1000
5 5 PER REV

100000 10000
PER REV PER REV

* Read the dials from left to right

+ If the pointer is between two numbers, always take the lower
number

+ If the pointer falls between 9 and 0, write down 9
+ Ignore red dials, ones marked ‘100 per rev’ and the largest dial
So in this example, the dial meter reading will be 6653.

Each dial turns in the opposite direction to the one before it. Before
you read your dial meter, check the direction of your dials. They
may not be exactly as those illustrated above. Every dial on every
meter revolves from 0 to 1 and on to 9 before continuing to 0 again.

11



Key features of your new home

The essentials

Knowing the location of certain features in your home is really
helpful in emergencies. You can record the positions of these items
in the table provided below:

Item Position in Your Home

Stop Tap

Fuse Box Trip Switch

Electric Meter

Gas Meter

Central Heating Boiler

Hot Water Cylinder

Water Tank

Water Meter

Radiators and thermostats

You can control the temperature
in your home with the thermostat.

If your radiator feels cool at the
top, there might be air trapped
inside. You might need to
bleed it and release the air.

12




Doors and windows

If your doors or windows are stiff, they’ll loosen up with use.
You can use a lubricant if needed.

Stop tap

Your stop tap is used to turn off the mains water if you have a leak,
so make sure to turn this off first before calling us. It’s also a good
idea to check it regularly to make sure it works.

Fuse box

Your fuse box, or consumer unit, controls your home’s electrical
circuits. If a switch trips, turn off the appliance and try flicking the
switch back to the on position. If it keeps happening, you can
unplug your appliances and try again, making sure to turn all the
lights or appliances back on one by one. If the problem still persits
make sure to contact us so we can investigate further.

Keys & fobs

Replacement keys or fobs are available, but they do come with a
charge, so it’s probably a good idea to consider keeping a spare
set of keys with a trusted person in case of emergencies. If you
lose your keys, and can’t access a spare, you’ll need to arrange for
the locks to be changed. You can contact a locksmith or contact us
for an appointment(which unfortunately we do have to charge for).

Cooker installations

You’ll need to get a certified
professional to install your 000000

cooker to make sure it works
properly and doesn’t pose
any hazards.




Decoration and
home improvements

You don’t need to ask permission
to decorate your home — we just
ask that you don’t paint any kitchen
cupboards or tiles. If you want to
make any changes to the structure
of your home, including removing
doors or changing Artex walls and
ceilings, then you will need permission.
You can request it by completing a home
improvement form, available from our website.

Flooring

Unfortunately, if you live in a flat above ground level you are unable
to lay laminate or wooden flooring as it can be very noisy for your
neighbours.

Private gardens

We want you to enjoy your garden.If you have your own garden

it is your responsibility to maintain it. You can plant flowers and
shrubs to make it look nice, but if you would like to install a patio
or decking, or plant a tree (as they can cause damage to drains and
also your property in the future), you will need to complete a home
improvement request which can be done through mybdht.

We ask that you also keep your garden tidy and free of rubbish,
maintaining any existing, hedges, shrubs and trees as these
are your responsibility and you will need to make sure so they
don‘t block paths, damage any fencing, or inconvenience your
neighbours.

We also ask that you do not have fires/burn anything in the garden.
Any fire can be dangerous, troublesome to neighbours, and also
harmful to the environment.

14



Sheds and greenhouses

If you want to put up a shed or greenhouse, it’s usually fine — but
we do ask that you check with us before you start building.

Fencing

In most of our properties, the left-hand fence from the back door
and fence at the bottom of the garden are your responsibility.
However, if the bottom fence backs onto a garage site, allotments,
gully etc, it will probably be our responsibility to maintain it. If you
are unsure, please contact us to check. Fencing needs to be under
2m in height.

Shared gardens

If you share a garden, we want you and your neighbours to be able
to enjoy it. We ask that you clean up after any pets, be mindful

of your neighbours, and avoid leaving anything that could be
dangerous.

TV Licence

You have the option to transfer your TV licence to your new address
or purchase a new one. You can do this by calling 0300 790 6071

or visiting www.tvlicensing.co.uk. Customers in our Independent
Living Schemes are also required to have a current TV licence.

If you’re over 75 and receive pension credit, you may be eligible for
a free ‘over 75 TV Licence’. You can apply for this by visiting the TV
licensing website or calling 0300 790 6154.

Not having a TV licence can mean
fines of around £1,000.

15



Pets

We’re pleased to say you can keep pets in most of our properties,
but we do ask that you seek permission, especially if you live in a
property with communal areas. To make sure everyone can keep
pets happily and they don’t cause any problems for neighbours,
please don’t let them stray, cause damage to property or foul in
communal areas.

Grounds maintenance

Open spaces and communal gardens are an important part of how
we feel about where we live and we want you to be able to enjoy
the green space in your community.

We make sure communal gardens are well-maintained, and

our grounds maintenance service includes grass-cutting and
maintaining hedges on the green communal spaces around your
home.

16



Recycling & disposing of refuse

Your household waste bins are provided by your local council. You
can visit the council’s website to find your collection days and to
request replacement bins.

We ask that you keep communal bin store areas tidy and avoid
leaving waste out for long periods before collection dates.

If you need to dispose of large items, the council may offer a
collection service for a fee. Visit www.bromsgrove.gov.uk/

Mobility scooters

If you use a mobility scooter, we need to make sure it can be safely
stored and charged and that it doesn’t block any emergency exits.
Scooters cannot be charged or stored in indoor communal areas as
they pose a fire risk. It’s also important to have insurance for your
scooter. Please contact us for guidance.

TV aerials

You’ll need to install a TV aerial in your loft or on your roof.

Loft space

If you have a loft space, unfortunately, it won’t be suitable or safe
for storage, so it’s best not to go into it unless you need to install a
TV aerial. Loft spaces are locked for health and safety reasons.

17



Insurance

While bdht has insurance for the structure and fittings of your
building, we don’t cover your personal belongings. You’ll need
separate contents insurance to protect your belongings, and we
recommend making sure it covers various events, including fires,
floods, and theft.

Garages and parking

We have a limited number of garages for rent, which anyone can
apply or go on a waiting list for. Contact us if you would like to find
out more.

Parking guidelines:

+ Parking spaces on bdht land are not individually assigned unless
specified when you move into your home, and we don’t actively
monitor parking.

+ All vehicles on bdht property must be taxed and insured. lllegally
parked cars will be given a 14-day notice before removal. We
don’t take action on unroadworthy vehicles in our parking bays -
you can contact the DVLA in this instance.

+ Parking on driveways is only allowed if there is a dropped kerb
and a hard-standing driveway. You will need to ask for permission
from us and the County Council if you want to create a driveway
—there is a cost for dropped curbs.

+ Please don’t drive over or park on any grassed areas or park on a
garage forecourt.

+ Major car repairs should not be
frequently conducted on your
property (we see frequent as
more than twice a week over
four weeks or more). If you do
carry out repairs to your car,
please ensure that it is only
during daytime hours to avoid
disturbing others.

18




Home improvements

If you want to make any changes
to the structure of your home, you
will need to ask for permission

to do this, by completing a home
improvement form.

This includes removing doors,
changing Artex walls and ceilings,
installing garden sheds or modifying
kitchens, please contact us to talk
about getting permission to carry
out the work.

You will need to make sure any .
changes meet safety and quality .

standards.

Rent & Service Charges

Monthly rent is charged on first of each month. On the first of the
month, your rent account must be up to date, either by paying on
the first or paying in advance. Failure to pay your rent will lead to
legal action and potential eviction.

If you face difficulties with rent payments, it is important you
contact us urgently.
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+ Phone Payment: Use our automated service with your debit or
credit card by calling 0800 0850160 and selecting the payment
option. We accept most debit and credit cards.

+ Standing Order: You can authorise your bank to pay us directly.
Contact our income team for details.

* You can access rent statements through mybdht, our customer
portal. Rent is reviewed annually, and any changes are
communicated to you one month in advance.

Rent is reviewed annually, and any changes are communicated
to you one month in advance. UC claimants are responsible for
updating there rent increases directly with UC.

Service Charges

These are additional charges for certain services, such as
communal area maintenance and security. For more information
about service charges, please visit our website at www.bdht.co.uk.

Paying Rent
Rent is due every Monday in advance. Monthly payments must
also be in advance.

We understand financial pressures can be difficult at times for
everyone. We are here to help so it is important you talk to us if
required so we can provide the right advice and assistance. Rent
arrears can lead to potential eviction and we want to prevent this
from happening as best as we possibly can.
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Need help with your finances?

Here are the details for a few helpful organisations. You can also
contact us if you’re having difficulties.

www.turn2us.org.uk:
Charitable service which helps you to access benefits and grants.

www.entitledto.co.uk:
A calculator which shows what benefits you are entitled to.

www.adviceguide.org.uk:
(CAB) Citizen’s Advice Bureau offers legal and money advice.

www.moneyadviceservice.org.uk:
Helps find the best ways in which to save you money.

www.nationaldebtline.co.uk:
Gives a step-by-step guide on how to deal with your debts.

www.moneysavingexpert.com:
Famous for its money-saving tips and advice.

WWW.govV.uk:

A government service which helps with your finances and any
other information.

www.uswitch.com:
A comparison website which compares your energy prices.

www.shelter.org.uk:

A charity that works to alleviate
distress caused by homelessness
and bad housing.




Repairs & maintenance

How to report repairs

If it’s not an emergency, please contact us using
mybdht our customer portal. You can also call
us on 0800 0850 160 or 01527 557557.

We have a separate, more detailed, booklet about
repairs and maintenance, which you’ll be given a
copy of. Include hyperlink on digital version.

Emergency repairs

For emergency repairs, like a loss of electricity or heating, we will
respond within 24 hours. Our Emergency phone number is 0800
0850160. For gas leaks, contact National Grid.

Pest control

If you have a pest problem, please report it to us. We handle issues
with rats and mice inside your home or communal areas. For other
infestations, we recommend contacting a pest control company
directly.

Maintaining your home

We aim to keep homes in good condition through planned
maintenance work, which includes things like replacing windows

or kitchens. We prioritise work based on safety, security,
weatherproofing, and modernisation needed and carry out 5-year
stock condition surveys to check requirements for upgrades and
work needed. If your home is due any work, we will contact you

in advance to discuss this. For minor refurbishments, you won’t
need to move out. However, for major works like rewiring or damp-
proofing, very rarely we may ask you to relocate temporarily. We will
of course provide alternative accommodation if necessary.

22



Adaptatlons - makmg your
home easier to live Iin

If you have a disability that makes living in your home challenging,
we can help by making adaptations. We offer both minor and major
adaptations to promote independence. Major adaptations require a
recommendation from your Occupational Therapist.

Minor adaptations

Minor changes like grab rails, small ramps, or easy-use taps can
enhance accessibility. You can request these adaptations through
mybdht or by contacting us directly.

Major adaptations

We consider major adaptations such as stairlifts, accessible
showers, or adapted kitchens. Structural alterations for wheelchair
use are also possible following an OT referral.

|nsta||ing your own adaptations

If you want to install your own adaptations, please complete a
home improvement request.




Damp, mould, condensation
& ventilation

We have lots of information about this in our ‘Guide to damp and
condensation’, which you can download from our website.

A bdht

building vibrant communities together

In brief, condensation forms when moisture in the air touches cold
surfaces, leading to mould growth.

Proper ventilation and heating can prevent this so we recommend
avoiding activities that generate excess moisture and making sure
rooms are ventilated properly.
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Your safety

Your safety is our priority. We have a few
guidelines to follow to ensure a safer living
environment for yourself and your neighbours.

Stay gas safe

As your landlord we are legally required to carry out annual gas
safety checks on the gas appliances in your home, so we will
need to access your property to carry out these checks. Gas
safety checks are essential to reduce the risk of carbon monoxide
poisoning and to identify problems with your boiler to reduce the
risk of it breaking down. Gas Servicing will also help improve the
efficiency of your boiler and keep your fuel bills lower.

Gas cooker installation:

Please make sure your gas cooker is installed by a ‘Gas Safe’
registered professional.

Smoke detectors

For your safety, we’ve installed hard-wired smoke alarms in all
our properties. Please report any faults to us promptly and never
disconnect your alarm. Use the test button occasionally to ensure
it’s working correctly.

Carbon monoxide

We’ve also installed battery or mains-wired carbon monoxide
detectors. Never cover or block air vents, as this can lead to
increased carbon monoxide levels. If the alarm sounds or you
suspect a leak, open windows, evacuate the property, and call our
Freephone Repairs number immediately.
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We’ve installed battery or mains-wired carbon monoxide detectors
in your home. Please don’t cover or block air vents, as this can lead
to increased carbon monoxide levels.

If the alarm sounds or you suspect a leak, open windows, evacuate
the property, and call our Freephone Repairs number immediately.

These are some of the symptoms of carbon monoxide poisoning:

 Dull headache + Shortness of breath

+ Weakness + Confusion

* Dizziness * Blurred vision

+ Nausea or vomiting *+ Loss of consciousness

For all gas and carbon monoxide emergencies, call
0800 111 999 (24-hour helpline).

Useful numbers

British Gas (if you smell gas) — 0800 111 999
Electrical emergency or power outage — 105

To check if you have a power cut - 0800 6783 105
Electrical Safety

Electrical Safety checks are carried out every 5 years.Please make
sure you know the location of your meter and have access.

It’s also a good idea to follow safety tips such as switching off
appliances when you’re not using them and avoiding overloading
sockets. Refer to info/tips?

Remember, your safety is our priority. If you have any concerns

or questions about your gas and electricity supply, please don’t
hesitate to contact us. We’re here to help ensure your home is safe
and comfortable.
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Communal areas

Keeping communal areas clear is crucial for safe evacuation in
emergencies. That’s why we ask that you please follow these
guidelines:

+ Keep communal areas clean, tidy, and free from obstructions,
rubbish and belongings, including bikes and pushchairs.
Doormats are fine outside your front door.

* Ensure communal doors remain closed as they are fire doors.
+ No smoking in communal areas as this is against the law.

+ Cleaning of communal areas is carried out by a contractor for
bdht and paid for via your service charge.

+ Gas cylinders or flammable/explosive substances can cause
fires. Please do not store them in communal areas.

+ Please ensure smoke and heat detectors are in working order.

* Report any damages affecting security or communal doors
promptly. Use door entry systems to control access for visitors.

+ You are responsible for the behaviour of any visitors to your home
and the building in which you live. Please be considerate of noise
levels in communal areas to avoid disturbing neighbours.

+ Motorbikes and mopeds need to be stored outside, please.

+ Motability scooters must not be charged in communal areas or
left in corridors where they cause a hazard or obstruction for
others when evacuating the building in an emergency.

Fire safety

In case of fire

Stay calm and evacuate quickly, closing doors to prevent fire
spread. Never use the lift; use the stairs instead. Call the fire service
(999) from a safe location. Do not re-enter until you are told it’s safe
by the fire service.
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|ndependent Living service

Our team of Independent Living Officers regularly visit our schemes
to offer support and assistance. They can help coordinate events
and activities, as well as guide you on various matters such as
reporting repairs or signposting you to specialist services. If you
need help in the meantime, please contact us.

Lifeline service

The Lifeline service is a community alarm system available 24/7,
365 days a year to support vulnerable individuals in the Redditch
and Bromsgrove Districts. The Service aims to give the user
confidence to continue living independently in their own home and
to provide security and peace of mind to them and their families.

The Lifeline Unit enables users to request assistance by pressing
either the red button on the control unit or the portable pendant. If
you would like to find out more about the service, please contact
the Lifeline service on 01527 534060.

If you reside in Gilbert Court, the Lifeline service will be
automatically included in your tenancy, and you will not need to
contact the Lifeline service separately. There is a charge for the
Lifeline service at Gilbert Court, which will have been outlined in
your offer letter.

L=
[
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Anti-Social Behaviour (ASB)

Everyone is entitled to live safely.

A bdht

Anti-social behaviour can cause real

distress and harm. That’s why we ®
are committed to taking appropriate .
action against it, working closely with Your gmde

our partners. We look for solutions
that respect the diverse needs and "
circumstances of all our customers. behaviour
Your allocated housing officer will be

your main contact for reporting and n
dealing with ASB issues.

to anti-social

D

For more details, please see our
‘Guide to anti-social behaviour’, which
you can download from the bdht website.

What is ASB?

Anti-social behaviour is behaviour by a bdht customer, a member
of their household or a visitor that causes nuisance, annoyance, or
distress. This includes:

« Unreasonable noise - noise that occurs at an unreasonable hour
and is loud enough to cause a nuisance

+ Threats of violence

+ Hate-related incidents and discrimination
+ Harassment and abusive behaviour

+ Domestic abuse

+ Dumping rubbish (known as fly-tipping)

+ Failure to control pets

+ Using the home for illegal purposes, such as drug dealing or
prostitution.

29



What isn’t ASB?

We would not normally consider these as ASB:

+ Day-to-day living noise

+ DIY during reasonable hours

« Minor or occasional car repairs

+ Young people gathering socially or children playing
+ Someone parking lawfully outside your home.

Noise nuisance

This is a major cause of anti-social behaviour and forms a large
proportion of the complaints we receive. We ask you to be aware
of any noise coming from your home and understand how some
noise can impact your neighbours. Some noise is normal and to be
expected when living close to others, especially if you live in flats.




Domestic
abuse support

We treat reports of domestic abuse very seriously. Victims are
not to blame and are not alone. Support is available to help you
feel safe in your home. Domestic abuse includes any incident of
controlling, coercive or threatening behaviour, violence, or abuse
between those aged 16 or over who are or have been intimate
partners or family members regardless of gender or sexuality.
The abuse may be physical, psychological, sexual, financial, or
emotional.

What we can do:
+ If you need to flee your property, contact us and we will help you
with your options.

+ Approach your Local Authority Housing Options Department if
you are in danger and need to move.

+ Speak to us, as there may be something we can do such as
obtain an injunction to ban someone from your property.

+ If you are concerned about a neighbour experiencing domestic
abuse, call 999 and contact us.

You can reach out to the Domestic Abuse helpline for confidential,
24/7 support, free of charge. Here are a few examples:

Karma Nivana: 0800 5999 247

LGBTQ+ Helpline GALOP: Tel 0800 9995 428

Men’s Helpline: Tel 0808 8010 327

National Domestic Violence helpline: Freephone 0808 2000 247
A national helpline which is available every day of the year.

If you experience domestic abuse or have safety concerns,
please contact our customer service team to report the issue or
request support. We are here to help and make sure you are safe.
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Feedback, complaints
& compliments

We believe in working with customers to improve our services. Your
feedback is essential in shaping the way we operate, and we want
to make it easy for you to have your say.

Want to get involved?

If you want to influence or improve bdht’s services, please consider
joining our customer engagement activities. If you are interested

in any of the following activities, please contact us. We offer
incentives for your involvement!

Here are some ways to participate:

Read and review panel: Our ‘Read and Review Panel’ members
provide feedback and recommendations on some of our
publications to ensure the information is clear and appropriate for
our customers.

Cleaning inspector: If you live in a block and receive a cleaning
service, you can volunteer to complete a monthly questionnaire
about the cleaning standard.

Focus groups: We ask for feedback on services you have received
from us. They usually last an hour and can be in person, in a group
setting or online.

Grounds maintenance inspectors: If you pay towards the grounds
maintenance service, you can volunteer to become a grounds
maintenance inspector which involves completing a monthly
questionnaire.

Mystery shoppers: We ask our mystery shoppers to provide
feedback about their customer experience every two months. This
involves contacting specific departments and completing a short
survey about the service received.
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Resident Scrutiny Panel: This group meet and carry out in-depth
scrutiny to help us review and improve our services. Places on
the Panel are limited. Please contact us if you would like further
information.

Provide feedback on repairs: After we complete a repair at your
property, we may ask you to complete a satisfaction survey.

Compliments

We love hearing about your positive experiences with bdht! If
you’ve received excellent customer service or have positive
feedback to share, please let us know by sending an email to
contactus@bdht.co.uk or logging onto mybdht.

contactus@bdht.co.uk

my M
bdht
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Complaints

We know that sometimes things can go wrong and when they

do, we want to put it right. A service request is a request from a
resident requiring us to take action to put something right. Service
requests are not complaints, but are recorded, monitored and
reviewed regularly. If you are dissatisfied with the level of service
you have received, we will investigate this through our formal
complaints process.

We ensure that we deal with all complaints fairly, openly and
without bias.

+ Complaints can be made via our customer portal mybdht,
Facebook or X, in person, by telephone 0800 0850 160, by letter,
by bdht complaint form, by email, or by text message.

* You can appoint a representative to deal with your complaint on
your behalf and can be represented by and/or accompanied at
any meeting with bdht where this has been requested or offered
wherever reasonable.

+ We will write to you within five working days of receiving your
complaint to acknowledge receipt of the complaint and to
confirm who will be investigating it.

We will keep you informed, in writing, at each stage of the
complaint process and will share the name of the person
conducting the investigation and the timescale within which the
investigation will be completed.

Alternative feedback: If you prefer not to make a formal complaint,
we still value your feedback. We’ll listen to your concerns and work
to address them.

Housing Ombudsman Service: If you’re not satisfied with our
response, you can escalate your complaint to the Housing
Ombudsman Service, who will determine if we have handled your
complaint fairly.
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Moving on
Ending your tenancy

If you wish to end your tenancy, please let us know — we need four
weeks’ notice starting from a Monday. When you leave, please
make sure all personal belongings are removed, and leave the
property how you would want to find it.

Mutual exchange

We have a separate leaflet available about this subject, should you
wish to know more.

In brief, the quickest way to move is by swapping your home with
another customer, known as a Mutual Exchange. You can apply at
www.homeswapper.co.uk and once you have permission, you can
advertise your home for exchange and view available properties for
free. www.homeswapper.co.uk

New build properties

As part of your moving in process, we would ask you to take some
time to understand how a brand new home can differ from an older
one. New build properties require a slightly different type of care
to older properties so please familiarise yourself with the guidance
below to ensure you get the best from your home.

Defects

Newly built properties carry a repairs liability period with the builder
for 12 months following handover to bdht. During this period

the developer will return to repair faults which occur because of
workmanship or installation issues - these are what are referred

to as defects. You should report defect repairs to bdht directly

and not to the builder (add in phone number/mybdht?)
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Items not classed as defects:

+ Accidental or criminal damage to the property

*+ Lost keys

+ Garden maintenance - please refer to the new lawn care and
maintenance document for advice.

+ Minor decorative issues

+ Shrinkage cracks to plasterwork - these are common in all new
build homes and only classed as a defect if a £1 coin can be
fitted in the gap.

+ Mould and condensation caused by failure to adequately
ventilate the property - all new homes have high levels of
moisture and need additional ventilation for the first year until
they ‘dry out’.

+ Any gifted items - such as shower curtains and sheds

Before the defect liability period expires, you will receive notification
of an end of defects inspection. This is the final opportunity to get
the builder to rectify any outstanding repairs to the property.

The inspection is attended by a representative from the builder and
from bdht who will record any genuine faults and arrange to get
these rectified.
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Condensation
& ventilation

During construction your home
will have absorbed moisture.

This is completely normal and will
take approximately one year to dry out.

To avoid damp and prevent condensation and mould, your home
needs to be ventilated properly.

It is very important that you help this drying out process by:
+ Keeping trickle vents on the windows and doors open

+ Opening your windows regularly, particularly when cooking and
drying laundry

Do not turn off your bathroom or kitchen extractor fans; these are

designed to reduce moisture build-up and only use a very small

amount of electricity.

Shrinkage cracks

New buildings move and shrink, so as your home continues to
settle and dry out, you’ll probably notice small cracks and gaps
on the walls, ceilings and around woodwork, especially on the
staircase. Don’t worry, these are normal and not classed as a
defect unless you can fit a £1 coin in any gap. You are responsible
for filling these minor cracks along with other decorating of your
home.

To minimise cracks and gaps:

+ Try to heat your home evenly — keep the heating turned on at a
moderate temperature to avoid your home getting too hot or too
cold.

+ Wait for at least 12 months before painting or decorating, so that
your home has time to dry out.
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New lawn care and garden maintenance

All new lawns need aftercare to keep them looking their best. New
turf needs to be watered regularly, otherwise, gaps can appear in
the turf joints and there can be yellowing.

To help your lawn establish itself, we would advise:

* April — October: Water regularly

+ October — March: Water as and when required or if you see
browning of the grass

+ Try not to walk on the turf for a minimum of 3 to 4 weeks after it’s
been laid.

+ The first few cuts should be at the highest setting on your
lawnmower.

* Reduce the cutting height of your blades gradually.

+ Make some air holes in your lawn by using a garden fork or
aeration device between March and May and again between
August and November.

+ If you have any pets, try not to let them run on the lawn until the
turf is established.

+ Dog urine can leave scorched patches of grass — please apply
water to any affected areas as soon as possible.

More detailed information for new builds, including more tips for
lawn maintenance, is available on our website at
https://bdht.co.uk/new-build-homes
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Data protection and
your rights

We value your privacy and want you to know how we manage your
data. The information we hold about you is used to make sure the
services we offer continue to be the most appropriate for you.

From time to time, we would like to contact you and let you know
about our services and how you can help by giving us feedback.

This could include.

+ Customer involvement opportunities like Cleaning Inspectors and
Focus Groups

* Free courses, such as IT training
+ Shared Ownership information
+ Events like coffee mornings and activities

To receive this type of communications from us, you will need
to Opt-In. You can do this at any point by letting us know if you
would like to Opt In. If you no longer want to receive this type of
information you can Opt-out by letting us know.
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Requesting your personal data

This is called a Subject Access Request. If you would like to
request a copy of the personal information we hold about you,
contact us with specific details of your request and provide as
much detail as you can. We aim to respond within one month. If
there’s a delay, we’ll inform you of the reason.

If you would like more information about how we use your personal
data, you will find a copy of our Full Privacy Notice on our website.

A paper copy is available upon request.

If you have any questions about Data Protection or how we manage
your information, please get in touch.
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Useful contacts

Council Tax and any benefits

Worcester Hub in Bromsgrove — 01527 881288
BDC, BDC Parkside, Market Street, Bromsgrove, B61 8DA

TV Licence

TV Licencing, Bristol BS98 1TL
www.tvlicensing.co.uk
0844 800 6722

GP, Doctor, etc.

www.nhs.uk

Driver & Vehicle Licencing Agency (DVLA)

Longview Road, Morriston, Swansea, SA6 7JL
www.dvla.gov.uk
0300 123 4321

Driving licence enquires
0300 790 6801

Redirect your post
08457 740 730

Visityour local post office — redirecting your post reduces the
chance of identity theft.
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Severn Trent Water
www.stwater.co.uk

Freephone: 0800 328 8408
Debt team: 0845 604 3772
Trust fund: 0121 355 7736

Free meter: 0845 709 0646

Severn Trent water Ltd., Free Post - PO Box 5309,

Coventry, CV3 9FH

Domestic Abuse helplines

Refuge - National Domestic Abuse Helpline
www.nationaldahelpline.org.uk

0808 2000 247

West Mercia Women’s Aid:

www.westmerciawomensaid.org

0800 980 3331

Karma Nirvana (Honour based abuse)

www.karmanirvana.org.uk
0800 5999 247

LGBTQ+ Helpline GALOP
0800 9995 428

Men’s Helpline

www.mankind.org.uk
0808 8010 327




