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This handbook is for all residents of the Felsham Road Estate and is  
intended to give you information about the services provided on the  
Estate. If you have any questions, please do not hesitate to contact the 
Felsham Road Co-operative Estate Office on 020 8788 0572. 
 
 
About Felsham Road  
 

Felsham Road is located near Putney Bridge and the River Thames. It is close 
to the High Street and all the amenities around it. Putney is well served by 
bus routes, mainline service Putney Station and two underground stations, 
Putney Bridge and East Putney. Putney is seen as a desirable place to live 
and is a mixed area in terms of private houses, private apartment blocks 
and housing estates. 
 

The Felsham Road Estate was built in the 1930s and consists of 5 four sto-
rey blocks. The Estate is designed around an inner green and an outer green 
making it a very nice place to live. 
There are 88 flats and all dwellings are covered by an entry call service. The 
Estate is covered by a 24hour recording night vision CCTV system making it 
a safe place to live.  
 
 
About Felsham Road Cooperative 
 
Felsham Road Co-operative is a Residents’ Management Organisation 
(RMO) that was set up by residents in 1985, with the support of  
Wandsworth Borough Council, to take over the management of the Estate. 
Felsham Road Co-operative is one of many resident and tenant managed 
housing organisations in the Borough of Wandsworth. 
 
The Co-operative is a registered Community and Benefits Society and is run 
by a volunteer Management Committee of residents. Its objectives are to 
ensure the Estate is maintained to the highest possible standards and to 
provide a first class service to the residents. 

Section 1  

3 

Introduction 



Confidentiality 
 
Felsham Road Co-operative has a strict code of confidentiality and all  
personal information about residents is treated as confidential. A copy of 
the policy can be obtained from the Estate Office. The Co-operative is  
registered for data protection with the Information Commissioner’s  
Office. 
 
Equal opportunities policy 
 
The Co-operative values the diversity of residents living on the Felsham 
Road Estate and treats them according to their needs, ensuring that all  
residents have access to our services and the opportunity to participate in 
the Co-operative. We do not discriminate against any resident on any 
grounds, but in particular those of race, colour, religion, marital status, 
gender, sexual orientation, age or disability. Our Equal Opportunities  
Policy forms part of our management agreement with the Council. A copy 
may be obtained from the Estate Office. 
 
Membership 
 
Residents over the age of 18 are encouraged to join the Felsham Road  
Co-operative by buying a lifetime membership in the Co-operative, which 
costs £1. As a member you may vote at all Resident Meetings and stand 
for election to the Management Committee. Members influence what 
happens on the Estate and what our priorities should be for the future. 
The more residents who are members, the more representative the  
Co-operative is of our community. Please contact the Estate Office to join. 
 
The Management Committee 
 
The Management Committee is made up of volunteer residents of the  
Estate, and is responsible for employing staff and contractors and running 
the Estate on your behalf. The Committee meets at least quarterly and has 
various sub-committees to carry out its work.  
One-third of the Committee members stand  
down at the Annual General Meeting to  
encourage new members to stand for  
election. If you are interested in joining or  
learning more about the Committee,  
contact the Estate Office. 

Section 1 Continued 
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We aim to: 
 
q  Check all common areas on the Estate each day, identifying priori-

ties and ordering works as necessary. 
 
q  Remove rubbish and clean graffiti as soon as it is reported. 

 
q  Keep all entrances, corridors and stairways clean and tidy, respond-

ing to need rather than sticking entirely to schedules. 
 
q  Maintain the courtyard and the grassed areas of the Estate to a  

high standard. 
 

q  Provide an efficient and accessible rent and service charge collec-
tion service, giving residents appropriate welfare advice. 

 
q  Provide an excellent repair service, aiming to complete repairs to a 

high standard well within the timescales laid down by Wandsworth 
Borough Council. 

 
q  Deliver an excellent service to all Felsham Road Estate residents 

according to their needs. 
 
q  Encourage active participation by residents and help to foster a 

community on the Estate. 
 
q  Ensure that all residents can attend meetings and have access to 

information about the activities of the Co-operative. 
 
 

Section 1 Continued 
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COUNCIL TENANTS  
 
Moving into your new home 
The Felsham Road Co-operative Estate Manager meets with all new  
tenants to tell them about the Felsham Road Estate and the services we  
provide. 
 
When you signed your Tenancy Agreement, you were informed of the 
start date of your tenancy, which is when you became the legal tenant. 
From this date you are responsible for the property and for payment of 
rent. 
 
You are responsible for arranging the connection of electricity and gas to 
your home. You should give the gas and electricity companies as much 
notice as possible of your moving-in date. London Electricity usually re-
quire at least three days’ notice to connect your supply.    
  
Decoration Allowance 
Unfortunately we do not receive a decoration allowance for tenants;  
however, the Council may provide redecoration if you meet certain  
criteria, i.e. have a disability or are elderly. Please contact the Estate Office 
or the council for more information. 
 
Paying your rent 
You can pay your rent at any branch of Barclays Bank with their self  
service system. Please ensure you put our account details along with your 
rent account reference when making payment. You will be advised which 
dates you should pay your rent. The nearest Barclays Bank branch is  
located at Putney High Street. 
 
LEASEHOLDERS 
 

Paying your service charges 
We will send you your service charge bill in July of each year. Payments 
can be made in full or via standing order or at any branch of Barclays Bank. 
Please ensure you put our account details with your service charge ac-
count reference when making payment. 

Section 2 

6 

Your new home 



Leaseholders’ tenants 
 
Leaseholders who are subletting their property are responsible for  
informing their tenants about the Co-operative’s rules and showing them 
the facilities. Leaseholders or their tenants should contact the Estate Office 
to have their details registered in the database of residents. 
 
 
Elderly and disabled tenants 
 
If you are an elderly or disabled tenant reporting a repair, please let us 
know, as in certain circumstances priority will be given. Elderly or disabled 
residents who have no one else to help them can contact the Estate Office 
for help to carry out small jobs in certain circumstances. 
 
 
Tenant exchanges/transfers 
 
These are the responsibility of the Council. If you are interested in 
putting your name forward, please contact the Council's housing transfer 
department on 020 8871 5884 or you can collect a transfer form from the 
Estate Office. 
 
Residents wanting to exchange properties can also use Homeswapper, 
which  is a service for council tenants to mutu-
ally exchange homes. You can find out  
more at http://www.homeswapper.co.uk 

                     DIY Work   
Please inform your neighbours  

when you are planning to do any 
DIY. Respect your neighbours and avoid 

 DIY at unsocial hours . 
Permitted times for DIY 

Monday - Friday 8am - 6pm 
Saturday 8am - 1pm 

Sunday - Not permitted 

Section 2 Continued 
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Refuse/Waste 
 
Residents are responsible for ensuring their rubbish is disposed off only in 
the chutes and paladin bins provided. Rubbish is collected once a week 
with the exception of bank holidays. 
 
Please tie your rubbish in a plastic bag so as to keep chutes and bins 
clean. Never put unwrapped food down the chute. Large or long items 
can block the chute; please take these directly to a bin. 
 
Do not leave rubbish bags in the corridors, on the stairwells or next to the 
bin chambers. If you are physically challenged and cannot use the chutes, 
please contact the Estate Office so special arrangements can be made. 
 
Recycling 
 
Please go to page 21 for further information. 
 
Bulk Refuse 
 
If you have any bulky items that you need help disposing of, please contact 
the Estate Office and we will be happy to assist you. Do not leave any items 
of rubbish around the Estate, as it is a fire hazard and a danger to children. 
Dumping rubbish is a breach of your tenancy conditions/lease agreement. 
 
Council waste service: 020 8871 8558 

Laminated flooring needs to be laid on a layer of impact reduc-
tion material as required under law.  
Be mindful of your neighbours below as they can hear impact 
noise each time someone walks in your flat. 

Section 2 Continued 
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Parking 
 
Please be aware that vehicle ticketing is in 
operation on the estate. If you have a vehicle 
and need to apply for an Estate parking per-
mit, please contact the Estate Office. 
 
If you want to apply for a controlled parking permit which will allow you to 
park on Felsham Road or Henry Jackson Road please contact the Council 
on 0208 8718871 and they will be happy to assist you. Please note that any 
vehicle parked anywhere in the Estate car parks or in a controlled parking 
bay without an appropriate parking permit will be ticketed.  
 
 
 
 
 
 
 
 
 
 
 
Dogs, communal and play areas 
 
The staff do their best to keep grassed areas looking good. You can help by 
not littering these areas. Please note that dogs are not permitted in the 
communal areas or gardens. Contact Dog Control Services on 020 8871 
7606 if you see dog fouling taking place. Dogs living on the Estate must be 
micro chipped and registered by the Council. 
 
Cycling, rollerblading, and skateboarding on the Estate pathways are not  
allowed for health and safety reasons. Please ensure your children do not  
engage in these activities. 
 
The play areas have been created to encourage your small children to play  
outdoors under your supervision. Please be mindful of the residents who 
live next to the play areas and ensure your children keep noise down to a  
reasonable level. Ball games are not permitted on the Estate except in the 
ball park area located by the office. 

Felsham Road Estate has two bicycle 
sheds for residents to hire slots - 

contact the Estate Office to find out 
more 

Section 2 Continued 
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Excessive noise is a nuisance 
 
Don't inflict your style of music on 
your neighbours; keep it to yourself. 
When you have a party, please 
inform (or invite! ) your neighbours 
and be mindful that they might need 
to rest and have a quiet night  

Graffiti and Vandalism 
 
To keep the Estate a clean and welcoming environment for us all to live in, 
we encourage all residents to work with us and report all graffiti and van-
dalism to the staff. Removal of racist or offensive graffiti is a high priority 
and will be cleaned off within 24 hours. The Council and the Co-operative 
will take legal action against any person who damages property on the Es-
tate. Please help us to make Felsham Road Estate the home we all want it 
to be. The Council runs a graffiti hotline where you can report graffiti that 
you have seen anywhere in the Borough. 
 
 
Graffiti hotline number: 0208 871 7049 
Reporting crime: 020 8247 8759 / 020 8721 2430 
Police non-emergency number: 101 
 
 
 
Anti-social behaviour, nuisance, racial or other forms of harassment 
 
Felsham Road Co-operative does not tolerate any anti-social behaviour on 
the Estate. As the tenant or leaseholder, you are responsible for the behav-
iour of every person (including children and pets) living in or visiting the 
property. Examples of anti-social behaviour include but are not limited to: 
 
- Using abusive or insulting words or behavior 
- Using or threatening to use violence 
- Vandalism of council property 
- Noise or fouling from pets 
- Loud music 
- Rubbish dumping 
- Persistent arguing and door  
slamming  
- Speeding and dangerous riding  
of scooters/mopeds  

Section 2 Continued 
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NOISE 
 
Some residents may have improvements that need doing in their home, 
particularly if they have just moved in or are redecorating.  
 
Noisy work of repairs or alterations may only be carried out between the 
hours of: 
 
Monday to Friday - 8am to 6pm 
Saturdays - 8am to 1pm 
Sundays - Not permitted at any time 
 
DIY activities can be very noisy, owners and occupiers could avoid 
neighbours complaints by following some simple guidance. 
 
Talk you your neighbours, tell them what work you are carrying out and 
how long you think it will take. If you let them know when you intend to 
carry out the works and when skips or materials will be delivered, they are 
much less likely to have complaints. 
 
Discuss reasonable working hours that suit both of you. Remember you 
may have to consider neighbours lifestyle as reasonable times may be  
different for shift workers, people with young children or people with 
medical conditions. 
 
Once you have agreed the hours, stick to them. 
 
When using equipment think carefully, check you have purchased or hired 
the quietest available and make sure of any guards etc which may reduce 
the noise further. Most equipment also require maintenance and poorly 
maintained equipment may make more noise and prolong the job. 
 
Warn your neighbours about any particular operations and be clear about 
how long it will go on for. If the work is likely to take a number of hours or 
days, take breaks from the noisy work and continue with something  
quieter in between. 
 
 
 
  



INSURANCE FOR COUNCIL TENANTS 
 
You do not need  buildings insurance for your council home, as the build-
ing is insured by Wandsworth Borough Council, However, the Co-op or the 
Council need to make a Buildings claim, as tenants have no financial inter-
est in the property. 
 
We strongly recommend all council tenants to  take out separate home 
contents insurance appropriate to their needs. 
  
If you do not have contents insurance and  you have a leak or flood, fire or 
burglary for example, you will be responsible for meeting the cost of re-
placing all your belongings and furnishings. 
 
The Co-op and the Council also have Public Liability Insurance which covers 
accidental injury to third parties, or accidental damage to third party prop-
erty. The claimant/injured party must prove that the Co-op or the Council 
have been negligent in some way, however. 
 
 
INSURANCE FOR COUNCIL TENANTS 
 
Building insurance cover for leaseholders is provided by Wandsworth Bor-
ough Council. For more details on what is covered under building insur-
ance please contact Wandsworth Council’s insurance section for a sum-
mary of cover on 020 8871 6413/6414 or email:  
insurancegroup@wandsworth.gov.uk 
 
If you need an insurance schedule (e.g. if  
you are remortgaging or selling your property)  
then please contact Property Accounts at  
Wandsworth Council on 020 88717282 or  
email: propertyaccounts@wandsworth.gov.uk 
 
 
 

Section 2 Continued 
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LANDLORD INSURANCE (If a leaseholder sublets) 
 
Leaseholders need to ensure that their property is insured for most even-
tualities, even when they sublet. 
 
Landlord insurance, which is not compulsory, can be obtained from a 
range of insurers. 
 
Contents insurance will protect items in the property from the tenants. 
Even if the property is unfurnished, contents insurance covers items such 
as carpets and curtains etc.  
 
Contents cover can include the following: 
 
• Accidental damage 
• Equipment breakdown  
• Lock replacement 
• Loss of rent from an insured event 
• Employers liability 
• Public liability 
 
Public liability insurance is particularly important if sub-letting because the 
safety of your tenants is also important. You need to make sure you are 
covered in case a claim is made against you from a tenant injuring them-
selves in your property e.g. slipping on a loose carpet or a contractor fal-
ling off a ladder and claiming is was the leaseholder’s fault. This cover is 
included under contents and landlord insurance. 
 
It covers: 
 
• Damage awarded to the claimant 
• Your legal costs in defending a claim 
• The claimant’s legal costs if you are at fault 



Maintenance and repairs 
 
Responsibility for maintenance and repairs of the Estate divided between 
Wandsworth Borough Council and Felsham Road Cooperative, but you 
can report both types of problems to the Estate office. 
 
The Co-operative is responsible for: 
 
Cleaning and caretaking 
 
• Cleaning staircases, handrails, landings, doors, communal floors, 

lights, light fittings, walls and windows located on the landings. 
• Cleaning and removing rubbish from bin chambers. 
• Clearing litter from all common parts of the estate and arranging for 

removal of bulk rubbish (on request). 
• General upkeep of the roof access and roof security. 
• General upkeep of the common grounds and gardens; cutting com-

munal grassed areas and maintaining flower beds and shrubs. 
• Clearing play areas and play equipment, especially of glass. 
• Weed control, sweeping, snow and leaf clearing. Salting on non-

adopted roads (including drainage gullies) and footpaths. 
• Maintaining bulkhead lighting of the grounds, non-adopted roads 

and footpaths, including the replacement of light bulbs but exclud-
ing pole fittings. 

• Removing graffiti in all common areas. 
• Maintaining entry-phone systems. 
 
 

The successful care and upkeep of the Estate 
requires an effective partnership between the 
residents and Felsham Road Co-operative. The 
Co-op cleans all the communal areas, but resi-
dents are responsible for ensuring that their 
household members and visitors do not dis-
card litter or damage any part of the property. 

Section 3  
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How do I report a repair 
 
Repairs can be reported by telephoning (24hrs a day) or visiting the Estate 
Office during working hours. These hours may change from time to time; 
please check on the notice board located by the office entrance. 
 
All repair requests will be logged and a receipt with job number will be 
given which will acknowledge the repair, state its priority and confirm  
mutually convenient access. An initial inspection will take place to  
determine the nature of work, likely cost and whether it is rechargeable to 
the tenant/leaseholder or the Council. 
 
Wandsworth Borough Council’s repair time scales provide a minimum 
standard for the Co-operative. Repair requests are logged and dealt with 
as shown below. 
 
 

 
Priority 

Code 

1 

2 

3 

4 

5 

Target within 

Two hours of 
notification 

24 hours 

3 Days 

7 Days 

14 Days 

6 60 Days 

Examples of repairs 

Major burst, etc.; unable to isolate supply; 
danger to person 

Emergencies, burst pipes, loss of water 

Total or partial loss of power, heating or hot 
water 

Repairs to water supply installations; ser-
vices to elderly or disabled residents 

Repairs to windows, doors and minor leaks. 
Work on vacant properties for re-letting 

Routine repairs, e.g. brickwork, re-pointing, 
fences 

Section 3 Continued 
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Felsham Road Co-operative is responsible for: 
 
Repairs 
 
All residents 
 
• Repair of window frames to dwellings where the damage has a 

known cause and the Council is liable, but excluding metal and 
UPVC windows. 

• The rainwater system, including gutters and fixings. 
• The communal areas of the property. 
• Electrical services for supply to the communal areas, including 

wiring, conduits, socket outlets, switches and bulkhead light fit-
tings. 

• Entry phone handsets. 
• Fences, enclosure walls and gates that belong to the Council. 
• Roads, footpaths and courtyards not adopted for maintenance 

by the Council under its statutory powers as Highways Authority. 
 
Council tenanted flats 
 
• Re-glazing of broken windows to dwellings where the break has 

a known cause and the Council is liable, but excluding metal and 
UPVC windows. 

• Plumbing, including cold water systems beyond the main stop-
cock in each dwelling, including pipes, valves, stopcocks, cis-
terns,  

• overflows. 
• The Council’s plumbed fittings, including baths, sinks, basins, WC 

suites, taps and waste fittings but excluding plumbing installed 
for washing machines, dishwashers, etc. 

• The electrical services from the Electricity Board’s meter includ-
ing internal wiring. 

• Servicing of extractor fans. 
• The Council’s internal fixtures and fittings. 
 

Section 3 Continued 
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Wandsworth Council is responsible for: 
 
Maintenance 
 
• Annual gas checks and gas boiler servicing for council tenants 
• Inspection of play equipment 
• Tree management and arboricultural work 
• The supply of water to all blocks including the installation and 

maintenance of pumps if required. 
• Inspection and testing of water tanks. 
• Annual servicing of dry risers. 
• Servicing of any fire prevention equipment. 
• Supply of electricity to pole lighting. 
 
Repairs 
 
• The external structures of buildings, including brickwork, lintels, 

external walls and their openings, and all load bearing, party and 
structural walls. 

• The roof structures and roof coverings. 
• The surface water and foul drains including gullies, access cham-

bers and their covers. 
• The water mains form the water board’s supply pipe or stopcock 

or the mains stopcock in each dwelling. 
• The gas mains from the gas board’s main supply pipe to the me-

ter for each dwelling. 
• Floors, including joists and floorboards and any other type of 

construction, e.g. concrete. 
• All underground services. 
• All external pole lighting. 
• All heating and hot water systems for council tenants. 
• Down pipes and repairs resulting from leaks and overflows. 

Section 3 Continued 
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Council tenants responsibilities 
 
It is the responsibility of council tenants to report any defects to the Estate 
office as soon as possible. Tenant’s are responsible for taking care of their 
home and not to allow negligence or abuse, either by members of the 
household or by visitors. Any alterations or additions to the property or its 
fixtures must have written permission from the Co-operative or the Coun-
cil. 
 
If any defect or damage arises out of such negligence or abuse, the tenant 
is liable to pay the full cost of any materials and labour used to remedy it. 
This includes any damage to the property of third parties. 
 
Please note the Co-operative is not responsible for replacing any units, 
worktops, basins or any other furnishings that have been damaged by the 
tenant. Any windows that are broken due to the fault of the tenant will be 
boarded up and made safe but will not be replaced. The Co-operative is 
not responsible for repairing tenants’ own improvements. 
 
Leaseholders 
 
If you are a leaseholder and you ask the Co-operative to do repairs for you 
within your property, the Estate Manager will consider whether the  
Co-operative has the resources to do the work. If the Co-operative does 
carry out the work on your behalf, you will be charged in the same way as 
if you were using an outside contractor. 
 
The service charges you pay for cleaning, caretaking and grounds  
maintenance are calculated by the Co-operative and the service charge is 
billed to you in the normal way. 
 
 
 

Section 3 Continued 
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Emergency out of hours repairs 
 
If you have an emergency repair such as a major pipe burst or a repair 
that presents a danger to anyone, you can contact the Wandsworth  
Emergency Control on 020 8871 7490. The housing patrol will arrange for 
a contractor to “make safe” the problem until the Felsham Road Co-
operative office is open, when the repair will be carried out during normal 
working hours. 
 
Please note this service is for emergencies ONLY. The estate will be 
charged by Wandsworth Borough Council for this service. If you repeat-
edly call Wandsworth Emergency Control for non-emergency repairs, you 
will be charged for using this service. 
 
What is not an emergency? 
 
A blocked sink, a toilet that will not flush or a small leak. Please do not call 
the emergency number for repairs of this sort. These are not emergencies 
and will be attended to the next working day by Felsham Road Co-
operative staff. 
 
Know who is entering your home 
 
Please note all Felsham Road Co-operative staff carry photo identification; 
please be careful whom you let into the property. Occasionally we are 
required to use outside contractors. If you are unsure that someone is 
genuine, please ask to see their ID or phone the Estate Office. 
 
Pest Control 
 
If you find any cockroaches, mice or rats, or wasp nests near your home, 
please report it immediately to the Estate Office. It is very important that 
pests are eliminated. Please ensure that when an appointment is made, 
the contractor is allowed access. 

Section 3 Continued 
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Integrated Reception System (IRS) 
 
The IRS system, as well as giving you the standard TV channels provides 
residents with the facility to receive Freesat, BSkyB Digital Channels, 
Hotbird, DAB & FM radio.  
 
You should have a socket similar to the pictures shown below in your 
living room. 
 
 
 
 
 
 
 
 
 
 
Freeview 
Residents can receive free-to-air channels by connecting their aerial 
lead from the Television or Freeview box to the faceplate socket 
marked TV/Television. 
 
Freesat 
Residents can also receive free-to-air channels via Freesat. You can pur-
chase a Freesat integrated TV or Freesat digital box and plug this into 
the faceplate socket marked Sat. (Satellite). 
 
Sky 
If you would like to subscribe to Sky, the Sky engineer will just need to 
connect the Sky box to the faceplate socket marked Sat. (Satellite). No 
dishes will be installed as there is already a communal dish on the roof. 
 
For any help or advice, please contact our office. 
 

Section 3 Continued 
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Section 4 Recycling 
 
Recycling bins are provided on the estate for recycling a range of glass, 
metal, paper, and plastic items. If you are unsure of what can be recycled, 
see http://www.wandsworth.gov.uk/recyclefromhome or contact the 
Estate Office. Please do not put plastic bags or aluminum foil in the recy-
cling bins, as they cannot be recycled. If a recycling load contains non-
recyclable items, the Council is charged twice, once to sort it and then to 
dispose of it as rubbish.  

 
                                          

 
 
 
 
                                                                                   

                                                           
 

 
  

Please do NOT recycle these items 

Do not leave recycling 
outside of the bins 

Please ensure that you only 
recycle these items 

http://www.wandsworth.gov.uk/recyclefromhome


Security - door entry systems 
 
There are entry call systems in all the blocks for extra security. Please 
ensure that: 
• Main entry doors are securely shut on entering and leaving the 

building. 
• Do not let anyone into the building that you do not know or who 

you are not expecting. 
• Be aware of people trying to slip into the building behind you as 

you enter or leave. 
• Repair any breakdown immediately to the Estate Office. 
 
Security - looking after your own home 
 
There are a range of safety measures you can use to protect yourself and 
your home: 
 
• Check the identity of the callers to your home. Council employees, 

representatives from the police, utility suppliers (gas, water and 
electric) and government officers all carry identification. Do not let 
anyone in your home if you have any suspicions and call the police. 

• When you go out or go to sleep, make sure you close all the win-
dows and lock all doors. 

• Fit a mortice lock and a safety chain to outside doors and remem-
ber to use them. If you live above the ground floor level you 
should not fit a lock that can only be opened from the inside using 
a key. 

• Install a spy-hole in your door. 
• Do not leave notes outside for callers or friends when you go out. 
• Do not put keys under a mat outside your front door or keep them 

in a place accessible from an open letterbox. 
 
 
Keep door keys safe as it is your  
responsibility to replace them if they  
get lost or stolen.  

Section 5 
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Gas servicing 
 
Tenants 
If you have a council installed gas-fired heating system or hot water  
system it will be serviced and inspected annually by Wandsworth  
Council’s contractors. Even if you do not have gas appliances, the Council 
will need to inspect all pipe work annually. 
 
Annual inspections take place for safety reasons. The Council has a legal 
duty to inspect and properly maintain all gas appliances that they own. 
You must ensure that access is given to the Council’s contractors. Failure 
to give access may result in the Council forcing entry or seeking a court 
injunction to enter the property and costs could be awarded against you. 
 
You should report any faults or defects to the contractor.  
 
You should not under any circumstances install your own gas-fired  
heating or hot water systems. Gas cookers must be installed by a Gas Safe 
registered contractor. 
 
Leaseholders 
You should have your gas appliances serviced by a Gas Safe registered 
contractor each year. 
 
If you sublet your property, you are required by law to arrange for gas 
appliances to be properly maintained and inspected each year. A copy of 
the certificate must be given to your tenant. 
 
Failure to observe these requirements may make you liable to  
prosecution. You must be able to produce proof of this inspection and 
annual service to the Council at any time. 
 



Fire 
 
Preventing Fires 
Putting in place simple measures can stop a fire starting 
in your home and protect your means of escape. Fire can 
start when you least expect it, often during the night, 
and these steps could save you and your family’s lives. 
 
 
• Fit a smoke alarm and test it once a week. 
• Keep all escape routes clear, especially corridors. Residents should 

not leave any obstructions in the communal landings or stairwells. 
• If you live above the ground floor, do not install locks that require a 

key to unlock them from inside the property. 
• Buy a fire blanket or domestic fire extinguisher. 
• Never smoke in bed or anywhere else where you may doze off. Put 

out cigarettes and candles properly. 
• Keep matches, lighters and candles out of children’s reach. 
• Be careful with cookers and appliances, fires often start in the  

kitchen. 
• Do not overload electrical sockets.  
• Do not put heaters or lamps near curtains or furniture. 
• Ensure furniture is fire resistant. 
 
Bedtime checks 
• Turn off and unplug electrical appliances, except those that are 

meant to stay on, such as a fridge or freezer. 
• Check your cooker is turned off. 
• Close all doors, as this prevents fire from spreading. 
• Make sure exits are clear. 
• Keep door and window keys where you can find them. 
 
                               In the event of a fire or a suspected fire,  
                              please call the fire brigade - Dial 999  
 

For Health & 
Safety reasons 
and to comply 
with the terms 
and conditions 
of your tenancy 
or leasehold 
agreement, 
BBQ’s are not 
allowed any-
where on the 
Estate. 
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Gas leaks 
 
If you think you have a gas leak, turn of the supply at the meter, which is 
often situated in the kitchen and immediately contact: 
 
National Grid emergency (free phone) 0800 111 999 
or Wandsworth Emergency Control (WEC) 020 8871 7490 
 
If there is a suspected gas leak you should: 
 
• Put out cigarettes, do not use matches or naked flames. 
• Do not touch electrical switches, including lights. 
• Open all doors and windows and keep them open until an official 

has dealt with the leak. 
 
Engineers will attend any gas leak free of charge. If the leak is inside your 
home, they will make it safe by turning off the supply. If there is a problem 
with an appliance or pipe work they will give you information about who to 
contact to have the appliance repaired. 
 
Carbon Monoxide poisoning 
Carbon monoxide is a poisonous gas which can build up when household 
appliances like boilers, water heaters and cookers are faulty or not getting 
enough oxygen to burn effectively. You can’t see it, taste it or smell it. 
 
You can reduce the risk of carbon monoxide poisoning. 
 
• Fitting a carbon monoxide alarm. 
• Making sure ventilation is free flowing and outlets are free from 

blockages. 
• Having gas appliances regularly serviced. 
 
All gas distribution companies are responsible for dealing with gas leaks 
and emergencies in their respective networks. If you smell gas or you  
suspect that there has been an escape of fumes such as carbon monoxide 
call the 24 hour National Emergency line 0800 111 999 



Electricity 
 
What should I do if my electricity goes off? 
 
• Check your main fuse box to see whether the trip switch has turned 

your supply off. Modern fuse boxes have a tripping mechanism; in-
stead of “blowing” a fuse they automatically switch off. 

• If you do not have a blown fuse, check to see whether other  
• properties are also affected. If they are, call UK Power Networks on 

0800 3163105 or from a mobile 0333 3232105 (emergencies or loss 
of supply). 

• If you cannot find the cause of the problem, call the Estate Office. 
 
Spotting the risks 
There are particular danger signs to look out for on all electrical items in 
your home which will reduce or prevent an incident.  Look out for: 
 
• Hot plugs and sockets, fuses that frequently blow, flickering lights 

and scorch marks on sockets or plugs. These are all signs of loose 
wiring or another electrical problem that should be fixed. 

• Overloaded sockets - too many plugs in one socket can overload it 
and lead to overheating or fire. 

• Badly positioned cables - can lead to trips and falls or other acci-
dents, such as kettle being pulled from a work surface. 

• Electricity and water - cables and plugs should never be located 
near water or in danger of getting wet. Make sure that electric fires, 
hair dryers etc. are kept away from the water. 

• Check conditions of sockets, cables and plugs regularly. 
• Switch off appliances when not in use. 
 
Using the right plug fuses 
Fuses in your plugs are designed to stop overheating, please see guidance 
below to find the right fuse to use. 
 
Appliances up to: 
700 watts = 3amp fuse 
700 to 1000 watts = 5amp 
1000+ watts = 13amp 
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Water 
 
Know where your mains stopcock is for turning water off in an  
emergency. It is usually in the bathroom behind the toilet. This should be 
the first thing you do in the event of water flooding. Contact the  
Estate Office if you are unsure where this is.  
 
Please ensure that your bathtub isn’t fully tiled and that there is an  
access point in case of a leak underneath the bath. 
 
If you have a burst pipe, there are a number of measures you can take to 
prevent further water damage or flooding: 
 
• Turn off water at mains stopcock. 
• Turn ON all cold water taps - this will drain any remaining water 

from the system. But do not turn on hot water taps when draining 
tanks, this may cause damage to the system. 

• Wrap a cloth or something similar tightly around the leaking pipe, 
put a bucket under the pipe, if possible. 

• Turn off boiler and immersion heater. 
• Turn off electricity at the mains switch as water may have touched 

the electric system. Make sure a qualified electrician checks the 
whole system before turning the supply back on. 

 
 
 
 
 
If you have a burst pipe, tenants should  
call their Estate Manager,  if it is outside  
normal hours working hours, tenants  
should call Wandsworth Emergency  
Control (WEC) on 020 8871 7490.  
Leaseholders should contact a qualified  
plumber. 
 
 



Condensation 
 
It's moisture on the surface of things like windows and walls that, if left, 
can turn into black mould and have an unpleasant odour. Condensation 
can be a real problem for residents but simple to prevent. 
 
Why homes have condensation and mould 
Condensation is not a new problem. Before central heating, double glazing 
and fitted carpets homes were naturally ventilated and so condensation 
was less of a problem. But our lifestyles today have changed and the prob-
lem has escalated. 
 
These days, with the long, cold winters and bills increasing many people 
close all their windows and doors to keep the heat in. Unfortunately, this 
traps humidity (water and steam) from cooking, washing, bathing and 
even breathing. 
 
When humid air settles on cold surfaces it turns into condensation. If set-
tled water droplets cannot dry off through good air flow or are not wiped 
away this may become a problem and mould may grow.  
 
Where does it affect 
Often, condensation can be seen on windows and sills. When more severe, 
condensation and mould will affect walls, or it even may soak into wallpa-
per, paintwork and furniture. It can often been found in corners of rooms 
where there is little airflow.  
 
How to prevent condensation and mould 
Maintain a warm environment- constant low heating is better than ex-
treme hot and cold. 
 
Keep your home ventilated  
It is essential to have air movement - for example - by opening windows, 
using and extractor fan and not covering vents. 
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Reduce moisture levels 
- Dry clothes outside if possible, use a condenser tumble dryer or make 
sure the air vent goes outside. 
- Cover pans when cooking. 
- Open windows when running a bath/showering. 
- Closed kitchen and bathroom doors when in use. 
- Clear window sills of clutter, so it's easier to open windows. 
- Leave a gap between furniture and walls. 
 
Vacuum regularly 
Vacuuming helps to remove mould spores and dust. Mould feeds on dust. 
Do not brush sills etc, as this spreads spores. 
 
Remove excess moisture 
Wipe windows and sills with a clean dry cloth each morning to remove any 
water that has settled overnight. 
 
What to do if you already have condensation and mould 
Use a dry cloth to wipe away moisture from windows, sills, mirrors or walls 
each morning. 
 
Whilst wearing gloves, wash the mould growths with bleach and water 
(one part bleach to four parts water). Clean with a mould spray (fungicidal 
spray) and leave surfaces to dry with plenty ventilation. Do not reuse 
cloths infected with mould/spores as this will spread the problem. 
 
Damp vs condensation 
Many people mistake penetrating damp for condensation. Condensation is 
trapped, settled moisture due to lack of airflow which may result in mould 
spores growing.  
 
But, sometimes people confuse more severe condensation that has soaked 
into wallpaper and paintwork with penetrating damp. Damp only occurs 
when water enters the fabric of a building from say a leaking pipe, roof or 
the foundations. 
 
 



 
Section 6 Complaints 
Who is eligible to complain 
Any resident who has a complaint against Felsham Road Co-operative or 
those acting on its behalf may use the Complaints Procedure. A copy is 
displayed in the Felsham Road Estate office notice board and in each no-
tice board on the ground floor landings. A resident who has a complaint 
against the Council or those acting on its behalf, or regarding the services 
provided directly by the Council, should use the Council’s Complaints Pro-
cedure. 
 
The types of complaints covered under this policy 
 
• Complaints about the behavior or performance of an employee of 

Felsham Road Co-operative. 
• Complaints about the standard of caretaking and cleaning. 
• Complaints about the speed or standard of repairs carried out by 

Felsham Road Co-operative. 
• Complaints about the behavior or performance of a member of the 

Management Committee. 
• Complaints about nuisance from a neighbour. 
• Complaints about racial or other forms of harassment. 
 
The Complainant’s Rights 
All complaints made about Felsham Road Co-operative services or those 
acting on its behalf will be treated in the strictest confidence. The full 
report will only be available to the Estate Manager or the Chair of the 
Management Committee. Any complaints not covered by Felsham Road 
Co-operative’s Complaints Procedure should be dealt with at the Council’s 
office. 
 
The Policy 
Felsham Road Co-operative is committed to providing a high quality ser-
vice to all of its residents and to treating everyone who comes into contact 
with the Co-operative in a fair and reasonable manner.  

The Co-operative acknowledges that mistakes can be made and that Co-
operative members or other persons may on occasion have cause for com-
plaint. It is the Co-operative's policy that anyone should be able to make a 
complaint to the Co-operative in the knowledge that, by doing so, they will 
not be penalized in any way, and that their complaint will be dealt 
with swiftly, effectively, and in a serious manner. 30 
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Section 6 continued 

It is the policy of the Co-operative that the existence of the Complaints 
Policy and Procedure is made widely known to all Co-operative members, 
residents and other persons who come into contact with the Co-operative. 

The Procedure 

Any person who feels that Felsham Road Co-operative has not provided 
them with a high quality service, or has not treated them fairly, has the 
right to use this Complaints Procedure. The Co-operative will take your 
complaints seriously and will in no way penalise you for making a com-
plaint. Please note that the Co-operative is not able to respond to com-
plaints that are made anonymously. 

If you wish to make a complaint, you should contact the Estate Manager in 
writing or by telephone or in person during normal office hours. Give as 
much information as possible about your complaint to the Estate Manager 
so that the complaint can be properly considered. 

Stage 1 - Your complaint will be acknowledged within two working days by 
the Estate Manager, who will aim to investigate and resolve your com-
plaint within 10 working days. 

Stage 2 - If you are dissatisfied with the response you receive, you may 
appeal to the Co-operative Management Committee, which will review 
your complaint at the next Committee meeting. If a meeting is not sched-
uled to be held within 21 days, a special meeting will be called. You will be 
notified of the Committee’s decision within seven days. 

Stage 3 - If you have exhausted the above complaints procedure and you 
are still dissatisfied, you can appeal to the Housing Ombudsman Service 
within 14 days of receipt of the Management Committee’s decision. 

Comments on Resident’s Handbook 
Thank you for taking the time to read this edition  
of the Residents Handbook. The Handbook is produced  
for your benefit, so if you have any suggestions for the  
next edition, or feel something is unclear or missing, or have any questions 
that have not been covered, please get in touch with our Estate Office. 
The latest edition of our handbook is always available to view and  
download from our website. 



USEFUL NUMBERS 

    
Wandsworth Emergency Con-
trol (WEC) 

020 8871 7490 

UK Power Networks (gas 
emergencies) 

0800 111 999 

UK Power Networks (power cut) 0800 31 63 105 
Thames Water 0845 920 0800 
Police non-emegencies 101 
Emergencies 999 

Wandsworth Borough Council 
General Enquires 
Western Area Team (monitors the estate) 
Wandsworth Housing Patrol 
Benefit Payment enquires 
Housing benefits/Council Tax 
Housing Advise service 
Noise complaints 
Wandsworth Alarm Care helpline WATCH 
Wandsworth Trading standards 
Residents’ Parking & Permits 
Register of births, Deaths and Marriages 
Pest Control 
Refuse collection 
Council Tax 
 
YOUR HEALTH 
Health enquiries 
Wandsworth Primary Care Trust 
 
LEARNING & LEISURE 
Putney Library 
Putney Leisure Centre 
 
OTHER 
Citizens Advice Bureau 
Wandsworth Age UK 
Pensions Service 
Victim Support Scheme 
Wandsworth Community Transport (disabled) 
Volunteers Bureau 
Adult Education 

 
020 8871 6000 
020 8871 5530 
020 8871 7490 
020 8871 8769 
020 8871 8080 
020 8871 6840 
020 8871 7869 
020 8871 8198 
020 8871 7720 
020 8871 8871 
020 8871 6120 
020 8871 6143 
020 8871 8558 
020 8871 8081 

 
 

111 
020 8812 6600 

 
 

020 8780 3085 
020 8785 0388 

 
 

020 8333 6960 
020 8877 8940 
0845 6060 265 
020 7801 1777 
020 8675 7460 
0300 365 9950 
020 8918 7555 


