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Welcome to Blackwood Homes & Care. We are
committed to providing you with a high quality
home and supporting you to live a happy and
successful life.
This handbook sets out useful information about
your tenancy and our services, your rights and your
responsibilities, and how you can contact us.
Our regular newsletter, the Messenger, will keep
you up to date on all the latest housing and care
news throughout the year.
If you have any comments about the handbook or
have any suggestions about how we can improve
our services and the information we provide,
please let us know.
For all tenancy related enquiries email:
housing@blackwoodgroup.org.uk
For all repair related enquiries email:
feedback@blackwoodgroup.org.uk
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About us

Blackwood’s history is about helping people
live their best life. We build on the legacy of our
founder, Dr Margaret Blackwood, a pioneer
of technology which promotes independent
living.
Our investment in innovation and co-design has
led to the Blackwood House and CleverCogs™
technology which sets the standard for
beautiful, affordable, accessible and
connected homes and services in Scotland.
By investing in new technology, high quality
services and aspirational homes, we strive
to help people live their life to the full. Codesigning with our customers, we develop and
deliver a truly personalised homes and care
service across Scotland.
Blackwood is registered with the Office of
the Scottish Charity Regulator (OSCR) as a
non-profit making registered charity (number
SC007658).
Blackwood is also a Registered Social Landlord
with the independent regulator of all social
landlords and council housing services in
Scotland.
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Your home

Moving in
What happens when I first move in?
Your Housing Officer will visit you within 4 weeks
of moving in to see how you are settling in and
answer any questions you may have about
your new home.
When do I have to start paying rent?
You are responsible for the payment of rent
from the start date of your tenancy and you
get the keys, even if you do not move in until a
later date.
If you are moving from one property to another
there may be a cross over period where you
will have two tenancies and be responsible for
two rent payments.
We ask that you pay the first month’s rent
upfront when you sign for the property and that
you pay your rent on the 1st of every month
after that.
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Your
Yourresponsibilities
home

your
responsibilities
DO’S

Dos
Financial
•
•
•

pay your rent on time
pay your gas, electricity and council tax
get home contents insurance to protect your 		
belongings

Upkeep
•
•
•

tell us about any repairs that are needed
keep your home well ventilated to reduce 			
condensation
ask our permission before doing any home 			
improvements

Pets & Animals
•
ask our permission before getting a pet, as not all
homes are suitable
•
keep pets under control and clear up any mess
•
keep your home and garden clean to reduce the risk
of pest and vermin infestation – you are responsible
for any pests inside your home or garden
Other
•
get our written permission if you want to run a 		
business from your home
•
report any tenancy or housing problems to us
•
tell us about any changes to your household or 		
changes to your contact details

Donts
General
•
sublet your home without asking our permission
•
intentionally damage your home
•
use your home for unlawful purposes or criminal 		
behaviour including drug dealing or the use of drugs

Safety & Security
•
check electrical plugs and flexes regularly
•
test your smoke detector regularly
•
take care if using candles in your home
•
allow us access for any inspections including the 		
annual gas inspection
•
tell us if you are going to be away from your home for
longer than 21 days
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Your
responsibilities
Your
tenancy

agreement

YourRepairs
responsibilities
and

maintenance

DO’S

DO’S

What type of tenancy do I have?
Tenants of Blackwood will normally be given a Scottish
Secure Tenancy. This is a legal document, which you and
Blackwood sign. When you sign the tenancy agreement
it means you are agreeing to all the terms and conditions
listed in it. You should read it carefully and keep it in a safe
place.

How do I report a repair?
You can report a repair to us by phone, by email or online.

What rights do I have?
As a tenant with a Scottish Secure Tenancy you have the
right to live in your home as long as you do not break the
conditions of your tenancy agreement. Your tenancy
agreement also gives you the right to request certain
changes to your tenancy. Please contact your Housing
Officer for permission if you would like to take in a lodger,
sublet all or part of your home, pass on the tenancy to
someone else, exchange your home with someone else, or
move out for any other reason.
What happens if I break the conditions of my tenancy
agreement?
If you break any of your tenancy conditions, we will try to
resolve the situation with you without taking legal action.
However, as a last resort if a serious breach of tenancy has
taken place, we can take court action to evict you. The
first step in a legal process is to serve you with a Notice of
Proceedings. If this happens, you should get in touch with
your Housing Officer immediately.
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•
•
•

Telephone: 03457 125865 during office hours
Email: feedback@blackwoodgroup.org.uk
Online: www.blackwoodgroup.org.uk /our-homes

How do I report an Emergency repair if the office is closed?
For out of hours emergency repairs call Bield on 0800 783
7937.
How do I report a gas heating or hot water repair?
For loss of gas heating or hot water call Kingdom Gas on
0800 3899 463.
Which repairs am I responsible for?
The majority of repairs are our responsibility, however there
are some minor repairs which are your responsibility such
as changing a light bulb, repairing your own rotary dryer or
replacing lost keys. Your Tenancy Agreement provides a
full list.
Which repairs can I be charged for?
We will charge you for any damage which you, your family
or visitors cause to your home. If you ask us to carry out a
repair which is your responsibility, we will remind you that
you will be charged for the work.
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Your
responsibilities
Repairs
and maintenance

Your responsibilities

DO’S

DO’S

How quickly will Blackwood complete my repair?

What gas safety checks are carried out?
You are legally obliged to allow us into your home once a
year to inspect and service your gas boiler. This is vital to
ensure the safety of you, your family and your neighbours.

Emergency repairs within 4 hours
These are repairs which threaten your health, safety or
security or could cause significant damage to your home
if they are not attended to immediately. This includes
flooding, total loss of electrics or water, or damage where
your home is not secure. We will make the situation safe
but may have to return at a later date to complete the
repair in full.
Urgent repairs within 3 working days
These are repairs which cause inconvenience, or which
require prompt attention to stop the situation getting worse.
This includes minor leaks and blockages, faulty electrical
fittings and leaking roofs.
Routine repairs within 20 working days
These are non-urgent repairs which do not pose a risk to
health or safety. This includes external repairs, repairs to
common areas, and internal joinery repairs.
What is my “Right to Repair”?
As a tenant, you have the right for certain repairs to be
carried out within a certain length of time and you may get
compensation if they are not. Contact our repairs team on
03457 125865 for more information.
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Your safety

If you smell gas call 0800 111 999 immediately.
What safety detectors are in my home?
Smoke alarms are fitted to all homes and carbon monoxide
detectors are fitted to all homes with gas central heating. If
you think the battery on your smoke detector needs to be
replaced, you must do this yourself. If you think the battery
on your carbon monoxide detector needs to be replaced,
you must let us know straight away. If you need more
advice on home safety contact Scottish Fire & Rescue
Service on 0800 0731 999 for a free home check.
What electrical checks are carried out?
An electrical safety check will have been carried out
before you moved into your home. You should make sure
that your own electrical equipment is safe and in good
working order.
How can I prevent burst pipes?
If you are going away during wintertime please keep your
heating on low at a minimum of 15 degrees Celsius. This will
help to prevent pipes from freezing and bursting.
For more advice on what you can do during very cold
weather refer to our “Winter Planning Information Leaflet”.
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Your
responsibilities
Improvements,

and insurance

adaptations

DO’S

Improvements
Please ask our permission before carrying out any
alterations or improvements to your home such as
changing light fittings, laying laminate flooring, putting up
a satellite dish or replacing your kitchen. If the work causes
any damage, you will have to pay for the repairs.

Your rent

What improvements will Blackwood make to my home?
We carry out improvements to our properties on a regular
basis, such as painting external windows and doors,
painting communal stairwells, or replacing bathrooms,
kitchens and heating systems. We will let you know well in
advance when any of this type of work will be taking place,
especially if we need access to your home.
Adaptations
What is an adaptation?
If you are disabled or have an underlying health issue
we may be able to adapt your home so that you can
live in it safely and independently. We can make simple
adaptations such as fitting grab-rails or lever taps, or we
can carry out complex adaptations such as fitting a track
& hoist or an automatic door. If you would like to find out
more, please speak to your Housing Officer.
Insuring Your Possessions
You are responsible for insuring your possessions. Many
insurance companies have affordable contents insurance
policies specifically for tenants. Please ask your Housing
Officer for more information.
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Thank
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your
online
payment.

Your
responsibilities
Your
rent

Your rent

DO’S
Rent & Service Charges
Rent & Service Charge payments help us to ensure that
our homes and services are of a good quality and are
affordable to people on low incomes.
What does Rent pay for?
Rent pays for:
•
the buildings we own
•
the outside decoration and upkeep of your home
•
our management costs
What do Service Charges pay for?
Service Charges pay for:
•
communal costs such as gardening and cleaning
•
the servicing and maintenance of special equipment
When is my Rent & Service Charge payment due?
Payment is due on the 1st of each month.
How can I pay?
There are 4 ways you can pay:
•
Direct debit
•
By phone
•
Online
•
Post office and PayPoint
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Direct debit
A direct debit is the easiest and safest way to pay your rent
& service charge. Contact your Housing Officer to set up a
direct debit.
Over the phone
You can pay by debit or credit card over the phone by:
•
calling your Regional Office during office hours
•
calling allpay direct on 0844 557 8321, 24hrs a day, 7
days a week
Online
You can pay online at allpay.net, or you can use the link
from our website blackwoodgroup.org.uk.
Post Office and PayPoint
You can use your allpay card at any post office, local shop
or newsagent showing the ‘PayPoint’ sign.
Payment Advice
What happens if I think I can’t pay?
If you think you will have a problem paying your rent &
service charge you must contact your Housing Officer
immediately. We can give you advice and information on
any benefits which you may be entitled to. We can also
put you in contact with a money adviser who will offer free
advice on how you can manage your money.
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Your
responsibilities
Your
rent
DO’S
What happens if I get behind with my payments?
If you get behind with your payments we will try to help you,
for example we can set up a repayment arrangement,
so you can pay any arrears you may have in instalments.
However, if repayment arrangements are broken and the
debt remains unpaid, we may have to take legal action to
recover the debt and repossess your home.
You will not be able to keep your home if you do not pay
your rent & service charge.

Your rent responsibilities

Dos
•
•

pay your rent on time
contact us if you think you will have a problem 		
paying your rent

Don’ts
•
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get behind with rent payments or repayment 		
arrangements

Your
neighbourhood

Your
responsibilities
Being
a good

neighbour

DO’S
Most wheelchair accessible properties have an allocated
parking space. If parking spaces are not allocated, a firstcome first-served basis operates. Please show respect and
consideration to your neighbours when parking.
You are responsible for your behaviour in your home
and in your neighbourhood. You are also responsible for
the behaviour of your family, other people living in your
home and any visitors to your home. Please consider your
neighbours.

Your neighbourhood, your responsibilities

Dos
Gardens and outside areas
•
keep your garden clean, tidy and free from rubbish
•
check with us before cutting down any trees – some
are protected by special orders
•
supervise children on balconies, outside and in 		
communal areas
•
check safety latches on windows and balconies are
safe and secure, and locked (especially if you have
young children)

What is anti-social behaviour?
Anti-social behaviour is when someone’s behaviour causes
fear, alarm or distress to their neighbours.

Communal Areas
•
be considerate to other people when using all
outside and communal areas, including inside stairwells
and walkways.

Examples of anti-social behaviour include noisy neighbours,
dog fouling, parking issues and harassment from other
residents or visitors.

Don’ts

How do I complain about anti-social behaviour?
If you notice any criminal activity you should call Police
Scotland on 101 in the first instance.
For anti-social behaviour you should contact your Housing
Officer who will aim to resolve the issue within 30 working
days.
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Communal areas
•
allow anyone who you do not know into your home,
or communal areas such as entrance halls, stairways
and lifts
•
smoke in enclosed spaces or take drugs
•
spit or urinate
•
vandalise or leave rubbish (including discarded 		
furniture and white goods)
•
store any personal possessions which may block 		
access in an emergency
•
keep untaxed or unroadworthy vehicles in our 		
neighbourhood
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Your neighbourhood, your responsibilities

Don’ts
Behaviour
•
behave in an anti-social way in your home or 		
neighbourhood
•
allow visitors or family to behave in an anti-social way
in your home or neighbourhood
•
verbally or physically abuse staff or contractors
•
misuse communal areas and public spaces including
nuisance from vehicles and car repairs
•
cause excessive noise
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Your
involvement

Your
responsibilities
How
to get involved

YourCompliments,
responsibilities

DO’S

DO’S

What is Blackwood’s commitment to Tenant Involvement?
We are committed to involving tenants in developing,
improving and setting the standards for the services we
provide.

You are the expert on your home and neighbourhood - you
and your ambitions are at the heart of what we do. We
value what you tell us about our services, whether these are
compliments about what we are doing well, or suggestions
on how we can do things better.

We aim to:
•
keep you informed about any proposed changes
that might affect you
•
consult with you on the services, policies and 		
strategies that are most important to tenants
•
provide a range of ways for tenants to become 		
involved, individually or as group, informally or 		
formally
•
provide training, support and resources to help 		
tenant involvement happen
How can I get involved?
You can:
•
read our newsletter, the Messenger
•
look at our website for information
•
find out more at tenant meetings or events
•
join a tenant scrutiny panel and be part of Team 		
Blackwood
•
take part in a working group
•
join, or set up, a Tenants’ Group or Tenants’ 		
Association
•
give us feedback on how we are doing
•
contact your Housing Officer for more information
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suggestions
and complaints

If you would like to compliment us, comment on our
services or make a complaint, please contact us by:
Telephone: 0131 317 7227
Email: info@blackwoodgroup.org.uk
If I make a complaint, how quickly will you resolve it?
We aim to answer straightforward ‘frontline’ complaints
within 5 working days.
What if I’m not happy with the response?
If you are unhappy with our response your complaint will
be escalated to an ‘investigation’ complaint. A complaint
may also go straight to investigation if it is more complex or
serious. We aim to have these types of complaints resolved
within 20 working days.
What if I’m still not happy?
If you are not happy with the outcome of our investigation,
you can take your complaint to the Scottish Public Services
Ombudsman who will review your complaint. They will
not accept your complaint unless you have first made a
complaint to us. (Contact details on page 31)
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Care and support services

Living
independently

We know that for some people, getting
the right home is not enough. People
also need support with different aspects
of their lives – whether from family,
neighbours and friends, or people paid to
provide that support. We strive to design
our housing and communities to make
it possible for people to be supported in
their own home, making their own choice
about who supports them and how.
What do I do if I think I need more
support?
If you think you need more support to live
independently in your home, you should
contact your local authority social work
department and ask for an assessment. If
you need advice or help with this speak
to your Housing Officer as they may be
able to make a referral on your behalf.
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Your
responsibilities
Useful
telephone

numbers

YourUseful
responsibilities
telephone

numbers

DO’S

DO’S

Blackwood Telephone Numbers
To report a repair or for all tenancy-related enquiries
Monday to Friday 9am-5pm, call:
Blackwood on 03457 125865

Crime
To report a crime which is not an emergency call:
Police Scotland on 101

To make a rent payment over the phone Monday to Friday
9am–5pm call your Housing Officer at:
North Regional Office on 01224 326331
West Regional Office on 0141 883 4477
East Regional Office on 0131 317 7227
Other Telephone Numbers
To make a rent payment over the phone through allpay,
24hrs a day, 7 days a week call:
allpay on 0844 557 8321
For emergency repairs out of office hours, call:
Bield Response24 on 0800 7837937
For problems with gas central heating or hot water system:
Kingdom Gas on 0800 389 9463

Fire services
For a free home safety check call:
Scottish Fire & Rescue Service on 0800 0731 999
Complaints
If you are not happy with the outcome of a complaint you
raised with us call:
The Scottish Public Services Ombudsman on 0800 377 7330
or write to:
The Scottish Public Services Ombudsman
4 Melville Street
Edinburgh
EH3 7NS

If you smell gas, immediately call:
National Grid UK on 0800 111 999
For problems with your mains water supply, call:
Scottish Water on 0845 6008855
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