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Welcome to Nectar Homes 
 
We hope you enjoy living in your new home. In this handbook you will find 
everything you need to know about Nectar Homes and the services we provide, 
from rent to repairs and maintenance and what to do if you decide to move on. If 
there’s something you can’t find contact us and we’ll be happy to help. 
 
Fair treatment for all 
 
All members of the local communities where we work, residents, suppliers, staff, 
board members and anyone who receives a service from Nectar Homes have a right 
to be treated fairly. 
 
No individual or group of people applying for a tenancy or other services, or for a 
job or for contracts with Nectar Homes will be treated less favourably than any 
other person or group because of their gender, racial or ethnic origin, religion or 
belief, disability, sexual orientation, age, marital status, pregnancy or maternity or 
because of gender re-assignment; nor will they be treated less favourably because of 
their association with another person in one of these groups. 
 
To help achieve this, we will: 
 

 try to provide equality of opportunity through our policies , procedures and 
working practices regardless of anyone’s gender, racial or ethnic origin, 
religion or belief, disability, sexual orientation, age, marital status, pregnancy 
or maternity or because of gender re-assignment; nor will they be treated 
less favourably because of their association with another person in one of 
these groups 

 provide training for our staff and board/ committee members 
 set targets in key areas and monitor our progress against them 
 keep records of the gender, ethnic origin, religion/ belief, disabilities, sexual 

orientation, gender reassignment, marital status and age of those who apply 
to us for tenancies or jobs 

 make sure that people who work with us, such as contractors, are aware of 
our commitment to equality and diversity, adopt the same principles and are 
willing to train their staff 

 take account of equality and diversity issues when we make decision about 
changes to our services or employment practices 

 take action when we consider that a member of staff, a board member, 
resident or someone who works with us has acted in a way which has caused 
unlawful discrimination or harassment 

 respond whenever anyone thinks we have not complied with our own 
procedures and have failed to provide an equal opportunity 
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We work with our residents and respond to their needs. We want our services to 
improve in ways that meet our residents’ priorities. 
 
Please let us know if you want us to send you information in another format. We 
want our services to meet your needs. If you would like information on audio 
cassette, CD, in large print or in another language, please contact us. 
 
*The information given in this handbook is correct as at July 2010. It may change 
without notice. This handbook is intended for guidance only and does not include 
legal advice. If you require legal advice , please contact a Citizens’ Advice Bureau, a 
housing advice centre, law centre or a solicitor. 
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About us 
 
Nectar Homes is the brand name for the home sales and management service 
provided by Knightstone Housing Association. Part of the Arcadia Housing Group, 
Knightstone is a Registered Provider of social housing whose business is managing 
and developing affordable homes. 
 
Where do we work? 
 
We sell, let and manage homes across the south west region. Our Central Office is 
in Weston-super-Mare. 
 
Who runs Nectar Homes? 
 
As part of Knightstone, Nectar Homes provides management services to both 
homeowners and tenants. Knightstone and the brands within it are managed by a 
Board of skilled and experienced people. The Board is made up of members elected 
at Knightstone’s Annual General Meeting. The Board meets regularly to plan our 
work, set standards and policies and make sure that staff are providing a good 
service to the people we are here to help. 
 
Who do we answer to? 
 
In December 2008, our former regulator The Housing Corporation disbanded to 
create two new organisations: the Tenant  
Services Authority (TSA) who also regulate us and the Homes and Communities 
Agency (HCA). These organisations are both Government bodies which monitor 
our performance and activities.  
 
For further information 
 
If you would like to find out more about us, please contact us (see contact details on 
page 17). Our annual report, including a summary of our company accounts, is 
available free of charge from our office or you can download or view a copy at 
www.arcadiahousing.co.uk 
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Your Assured Shorthold Tenancy Agreement 
 
What is an Assured Shorthold Tenancy?  
 
The Assured Shorthold Tenancy is one of the most commonly used types of tenancy 
agreement. It is a legally binding agreement which specifies the rent you will pay and 
when it is due, as well as the date the tenancy begins and ends, any rent review 
arrangements as well as other details about living in the property concerned, 
including your obligations as a tenant and ours as your landlord. 
 

Living in your home 
 
You must use your home as a private dwelling only, keeping the property in good 
condition. You must not cause a nuisance to other residents. 
 
Your obligations 
 
As the tenant you must: 
 

 Observe all the terms of your tenancy agreement including paying your rent 
in full and on time 

 Keep the property in good condition (including fixtures and fittings) 
 Allow us access to the property, if requested 
 Allow us access to carry out any inspections or works that we have to do 

 
You must not: 
 

 Make any alterations or additions to the property without our written 
consent in advance 

 Fall behind with your rent 
 Sub-let all or part of the property 
 Cause a nuisance to Knightstone or other residents 

 
Our obligations 
 
We must: 
 

 Maintain and repair the structure and exterior of the building, including 
communal drains, gutters and external pipes 

 Keep in good repair the “common parts”. These are communal areas which 
may include staircases, entrances and grounds. When reasonably necessary, 
we will paint both the exterior of the block and the internal common parts 

 Maintain any services set out in the tenancy agreement and to keep in good 
repair any related machinery or installations connected with those services 

 Insure the building 
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Actions for which you need our consent 
 
In most cases you have the same rights and responsibilities as if you owned the home 
you are renting but some activities are not permitted. For example, if you live in a 
block of flats you can’t use the car park to carry out major repairs to vehicles.  
 
Your tenancy agreement gives full details of activities that are not permitted and 
activities you need permission for. These restrictions are intended to protect you 
and your neighbours from nuisance or annoyance, and to make sure the buildings 
insurance remains valid and to protect our interest in the property.  
 
Right of entry 
 
If you live in a flat, we, and our appointed representatives and contractors, have a 
right of entry under the terms of the tenancy agreement. This is to allow works or 
inspections to be carried out. This right will be exercised reasonably and we will 
agree a time with the tenant beforehand. The only exception to this is when there is 
a need to deal with an emergency. If we need to carry out works in the property, we 
will try to cause the minimum of disturbance and any damage caused will be made 
good. 
 
Keeping you informed 
 
We aim to keep you fully informed. If you cannot find the information you need in 
your tenancy agreement or this handbook, please contact us. Our contact details are 
on page 17.  
 
Our policies 
 
You have a right to see copies of our policies about how we let and manage our 
homes let under assured shorthold tenancies. These are available on our website.  
 
Consultation on matters that affect you 
 
We will consult you about any proposals that directly affect you or your home. 
 
Living with your neighbours 
 
Everyone should be able to live peacefully in their homes. We expect people to 
show consideration and reasonable tolerance towards their neighbours.  
 
If there is a dispute with your neighbour, try to solve the problems between you in a 
friendly way first. Problems are rarely caused deliberately and people are often happy 
to put matters right. Noisy neighbours may simply not realise you can hear them. 
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If this does not work please report the dispute to us. We will visit and offer advice 
and support on how to deal with the problem. However, our powers are limited. In 
very serious cases, we can seek to end a tenancy if it is another one of our tenants 
who is causing the nuisance to you. 
 
Depending on the nature of the nuisance you may have the right to take your own 
legal action against neighbours causing a nuisance. The Environmental Health 
department of your local authority has powers to deal with noise nuisance. For 
further advice, contact us or the Citizens Advice Bureau. 
 
In an emergency, you should call the police on 999. 
 
Racial and other harassment 
 
We will support residents or staff who are the victims of harassment. Where 
possible, we will take action against any resident causing harassment. Please contact 
us if you need help or advice. 
 
Running a business from home 
 
You can use your home address to receive business post, but it is usually against the 
terms of your tenancy to run any trade or business from your home. 
 
Sub-letting 
 
You cannot sub-let any part of your home. 
 
Being away from home 
 
You must inform us in writing if you are going to be away from home for more than 
28 days. 
 
Taking in lodgers  
 
You can take in a lodger if you wish, provided you also live in the property. We 
would need to grant permission in advance and the lodger would stay with you as a 
guest under your control and you would be responsible for their actions, in 
particular any which result in a breach of your tenancy agreement. The lodger would 
have no tenancy rights.   
 
Get good advice before taking in a lodger, for example, from a Citizens Advice 
Bureau or a housing advice centre. Your local authority and the Inland Revenue may 
also provide helpful leaflets on letting a room in your home.  
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Keeping pets / animals 
 
You are not usually allowed to keep pets in a home rented from us. In some 
circumstances, if you are renting a house, for example, we may be able to grant 
permission for a pet. However, if you live in a flat, we do not usually allow dogs, cats 
or other large animals because of the nuisance they can cause to neighbours.  
 
We will give special consideration to any requests to keep a guide dog or hearing 
dog. All pets must be kept under control. 
 
Parking and vehicle repairs 
 
Please park cars in the areas designated for parking and not on landscaped areas. 
Shared or common car parks are intended for licensed, roadworthy, private cars 
only. Because of limited space you are not permitted to park caravans, boats, 
commercial vehicles (other than light delivery vans) or similar large vehicles on the 
property. When you first rented your home you will have been made aware what (if 
any) parking space you have been allocated.  
 
Please note: for some of our schemes, ‘resident only’ parking restrictions apply and 
car clamping companies may operate and monitor parking. In these situations, 
residents will be issued with parking permits. If a tenant or a tenant’s visitors’ 
vehicles are clamped for not displaying a parking permit, it is the responsibility of the 
owner/ driver of the vehicle to pay any release fees.  
 
Car parks, car spaces and garages must not be used for major repair work to 
vehicles, because this can cause nuisance and danger to other residents. 
 
Television aerials and satellite dishes 
 
If you live in a flat, there is normally a communal TV aerial system. We will not 
normally give permission for individual satellite dishes, but we will give permission 
for a communal system. Contact us for further information.  
 
If you live in a house, you can put up a television aerial, but you need our permission 
before putting up a satellite dish. We will only refuse if we have good reason to do 
so, and we will explain our reasons to you. 
 
Disposal of refuse 
 
Litter spoils the appearance of your neighbourhood, so please help by making sure 
rubbish is disposed of properly. For example, tie up your refuse sacks, put them out 
on the right day and do not leave them out longer than necessary. 
 
If you need to dispose of large items, contact the local council. Most councils will 
arrange for the collection and safe disposal of household goods, such as, beds, 
cookers, fridges and washing machines. Please be aware, should we have to remove 
any rubbish left in communal areas, we will, where possible, add the costs for doing 
so to residents’ service charges. 
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Contents insurance  
 
We arrange buildings insurance but this does not cover your personal possessions. 
We strongly advise you to take out contents insurance to cover for loss, or damage, 
to your belongings. Our factsheet about insurance is available to view on our 
website at www.nectarhomes.co.uk. 
 
 
Avoiding condensation problems 
 
Condensation can cause mould, which can damage your clothes, bedding, floor 
coverings, decorations and property. It occurs when warm moist air or steam hits 
cold surfaces, such as, windows and walls. This often happens when you are cooking, 
bathing or washing and drying clothes.  
 
To reduce or prevent condensation: 
• Leave background heating on during cold weather 
• Make sure all rooms and cupboards have adequate ventilation 
• Open the windows slightly if they mist up 
• When cooking, bathing, washing or drying clothes, keep the room door shut 

and open the window a little 
• Make sure air bricks and vents in outside walls are not blocked 
•  Wipe down any mould with an appropriate cleaning solution, for example, 

bleach or a fungicide. 
 
Frost precautions 
 
If water freezes in pipes or cisterns it can cause serious damage. If you are 
concerned about communal areas, please contact us. If you are away for a short 
period, keep your home heated if you can, and ideally, arrange for someone to come 
in and check your home.  
 
Gas safety 
 
We will make arrangements for any gas fired heating appliances to be serviced once 
a year by a registered heating engineer. 
 
If you smell gas: 
• Do not use any naked flames or electric switches 
• Turn off the gas 
• Open all doors and windows 
• Put out cigarettes 
• Contact National Grid on 0800 111 999. 
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Ways to pay your rent 
 
By Direct Debit through your bank or building society: 
 
• Let us know you want to pay by Direct Debit • Complete the form we give you 
and return it to us or you can ring us and set up your Direct Debit over the phone. 
 
At the Post Office: 
 
Pay by cash, cheque or debit card at any post office. • Please use your PayPass card • 
Write our reference number and your name and address on the back of any cheque. 
 
At any PayPoint outlet: 
 
Pay by cash at shops displaying a PayPoint sign. • Please use your PayPass card. 
 
Over the phone:  
 
Pay by debit or credit card 24 hours a day.• Phone the automated payment service – 
0870 243 6040  • Have your PayPass card and debit/credit card to hand and follow 
the instructions given over the phone. • Calls charged at national rates. 
 
Through our website: 
 
Pay by debit or credit card securely over the internet 24 hours a day. • Go to 
www.nectarhomes.co.uk and click on the allpay.net logo • Have your PayPass card 
and debit/credit card to hand and follow the instructions given on the website. • 
When you first use this you will need to register and will be prompted for your 
password each time you make a payment. 
 
By text: 
 
Pay by debit or credit card. • Go to www.allpayments.net/textpay  to register (you 
must have a valid UK registered mobile phone). You will need to have your PayPass 
card and debit/credit card to hand. • Once you’ve registered you can pay by text 24 
hours a day. • Just text ‘pay’ along with your password and amount you want to pay 
to 81025. • Texts cost the same as your usual text message charge. 
 
At any of our offices:  
 
Pay by cash, cheque or debit/credit card in person at any of our offices. • Please use 
your PayPass card • Write your reference number and your name and address on 
the back of any cheque • Please ask for a receipt and keep it safe. If you are paying by 
debit/credit card, you can telephone any of our offices during normal office hours 
and make your payment over the phone. 
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By post: 
 
You can send cheques or postal orders to any of our offices. • Please write your 
reference number and your name and address on the back of any cheque. 
 
Direct from housing benefit: 
 
If you receive full or part payment of your rent from housing benefit, you can ask for 
this be paid directly to us. You will need to pay any balance or shortfall to us using 
one of the other ways. You must tell the council of any changes in your personal 
circumstances, including any change to your rent. 
 
There are lots of ways to pay your rent… 
 
We accept Mastercard, Visa, Delta, Switch (Maestro) and Solo debit/credit cards. 
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What if something needs repairing?  
 
As well as being the Landlord, we also manage your tenancy. If you are not sure 
about who is responsible for any repairs or maintenance, you can contact us with 
your queries at any point during your tenancy using the contact details given on page 
17.  
 
If anything goes wrong with any fixtures, fittings or electrical goods please call our 
dedicated Maintenance Helpline who will send out qualified contractors to attend to 
any work. 
 
Repairs enquiries 
 
Area Repairs Line Number Email 
Fareham, Poole, 
Portishead, Taunton, 
Weston-super-Mare 

01823 624201 taunton@knightstone.co.uk 

Bath, Bristol 01249 765602 chippenham@knightstone.co.uk 
 
Please dial the appropriate number for repairs, depending on where you live. If you 
need help with an emergency when the office is closed, the number will divert to our 
out of hours service but only use this out of hours service in the case of an urgent 
repair. 
 
When reporting a repair, please tell us: 
 

 Your name and address (and contact telephone number) 
 That you are an Intermediate/ Market Rent tenant 
 If you have reported the repair before and when 
 What and where the problem is - give as much detail as you can. 
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Moving On 
 
Can I leave during the term of the tenancy?  
 
Our Assured Shorthold Tenancies are usually fixed term for 6 months or longer. If 
you want to move out before the end of the term, you can ask us to release you 
from the agreement. You will be contractually obliged to pay the rent for the entire 
length of the fixed term, however we will try to help in these circumstances, for 
example, if we are able to re-let the property to a new tenant before your tenancy 
ends, we may be able to release you from your obligation to pay some or all of the 
remaining rent. 
 
What happens at the end of the tenancy?  
 
There will be several options at the end of your fixed term tenancy and what 
happens will depend on whether you are renting under a Government scheme such 
as Intermediate Rent or Rent to Homebuy, or have rented from us via the open 
market.  
 
If you have rented from us under Intermediate Rent or Rent to Homebuy and want 
to stay on, we may offer to renew the tenancy, assuming that your tenancy has been 
conducted satisfactorily and you can demonstrate that you are saving towards a 
deposit for the purchase of your own home (please see our Guide to Intermediate 
Rent). 
 
If you have rented a home from us on the open market and want to stay on, your 
position will be dependent on how your tenancy has been conducted. In some 
circumstances we may decide to end a tenancy for other reasons but we will always 
discuss things with you in plenty of time. 
 
We do not usually allow our tenancies to revert to periodic (‘month by month’) 
tenancies so in this situation you would be asked to enter into another fixed term 
agreement.  
 
Whatever the circumstances of your tenancy, we will contact you towards the end 
of your fixed term to discuss the options available to you and we would encourage 
you to contact us at any time to see how we can help you plan for and obtain 
accommodation that is right for you. 
 
Your security deposit 
 
You will have provided us with a security deposit, which is usually equivalent to one 
month’s rent. This is to cover any unpaid rent or damage to the property when you 
move out, including cleaning carpets, redecoration and repairs. We hold deposits in 
accordance with the Government’s Tenancy Deposit Protection Scheme. This 
guarantees that we will hold your deposit fairly and that it will not be unreasonably 
withheld at the end of your tenancy providing you are up to date with your rent 
payments and you hand the property back to us in the same condition it was in at 
the start of your tenancy, allowing for some fair wear and tear. 
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How to contact us 
 
We are here to help if you have any queries relating to your tenancy or your home. 
Our opening hours are Monday-Thursday 9am-5pm and Friday 9am-4.45pm Our 
Assured Shorthold Tenancies are managed by a dedicated team based at our offices 
in Weston-super-Mare. Please contact either Mark Windale or Cath Browne. We 
know how important it is for you to contact us quickly and easily and for us to 
respond to you. You can contact us by letter, by e-mail, by ‘phone or by visiting us at 
our Central Office. When you send us a letter or e-mail, we will let you know we 
have received it. We will then send you a full reply within 10 working days. If we 
can’t do that, we will let you know if we need longer to answer your query.  
 
Our contact details 
 
Nectar Homes 
Central Office 
Station Road 
Worle 
Weston-super-Mare 
Somerset 
BS22 6AP 
 

  

   
Mark Windale  
Senior Homebuy Sales Co-ordinator  
 
Direct Dial - 01934 524442 
 
Email - mark.windale@nectarhomes.co.uk 

 

   

  
Cath Browne 
Homebuy Sales Co-ordinator  
 
Direct Dial - 01934 524416  
 
Email - cath.browne@nectarhomes.co.uk 

 
Our website: www.nectarhomes.co.uk 
 
You can also visit our website to find out about our different services, get copies of 
our policies and factsheets, find out what’s going on and contact us. 
 

mailto:mark.windale@nectarhomes.co.uk
mailto:cath.browne@nectarhomes.co.uk
http://www.nectarhomes.co.uk/


 






