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Section 1 – Introduction 
The policies incorporated in 
this handbook are modelled 
on the advice given in the 
Standards of Almshouse 
Management, sixth edition 
published in 2014 by the 
Almshouse Association.  
 
It is issued on behalf of the 
Trustees in order to clarify the 
arrangements of the 
Almshouse. It also contains 
the Almshouse regulations 
and explains the legal rela-
tionship between residents 
and the Trust. 
 
We extend a very warm wel-
come to you as a new resi-
dent. We hope that you will 
settle in quickly and be very 
happy here. This handbook 
sets out useful information 
about the charity and its 
general administration and 
management. It also explains 
your responsibilities as a 
resident. Please do not 
hesitate to speak to the Clerk 
if you need further information 
on any matters. 

Please note that the condi-
tions stated in this handbook 

form part of your contract with 
the Charity and supplement 
the rules and regulations 
given in your Letter of 
Appointment which you 
signed when you accepted 
your appointment. It may be 
necessary to amend these 
rules and regulations from 
time to time but any changes 
would be discussed with 
residents beforehand when 
you would be given the 
opportunity to express any 
views or concerns. 

The flat is your home and 
every effort will be made to 
help you remain independent, 
free to choose your own 
lifestyle and able to benefit 
from the quiet enjoyment and 
dignity that the Almshouse 
provides. We are sure you will 
appreciate the importance of 
everyone in our community 
respecting the wishes and 
privacy of others. 

We have tried to minimise 
these rules and regulations 
which have been designed for 
the benefit of all residents and 
to ensure the efficient 
management of the Alms-
house. 
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Section 2 History, 

Governance and 

Management 

Historical Note 

The Almshouse of the Duch-
ess of Marlborough Charity is 
the largest in St. Albans. It is 
also known as Marlborough 
Buildings. 

The 36 flats within the build-
ing were enrolled in the Court 
of Chancery, in June 1736 by 
Sarah, Duchess of 
Marlborough, born Sarah 
Jennings at Waterend, 
Wheathampstead. Later she 
lived at Holywell House, St. 
Albans. It is thought that the 
reason for her generosity in 
building and endowing such a 
large Almshouse for local 
elderly people was a mark of 
affection for the district in 
which she had lived so long. 

In 1733 the site for her 
Almshouse was purchased in 
Hatfield Road, then called 
New Lane, later Cock Lane. 

At the time, the building was a 
boys’ boarding school. The 
London Evening Post, Feb-

ruary 1733, noted: ‘On Sat-
urday, several workmen 
began to take down diverse 
buildings in St. Albans by 
order of Her Grace the 
Duchess of Marlborough, in 
order to raise a noble building 
for the relief of poor families of 
the town’. 

At her death in 1744, Sarah 
left money, securities and 
jewellery worth about four 
million pounds. There were 
also estates belonging to her 
family. Her wealth enabled 
construction of the building 
and the occupants to be 
provided for in the foresee-
able future. 

Rules for the management of 
the Almshouse have changed 
over the years, with Trustees 
taking on the responsibility for 
the property and land. In the 
past a sum of £20 was paid by 
the Trustees to the Abbey or 
Church of St. Peter ‘for 
overlooking the occupants of 
the almshouses, to watch 
their conduct and see they 
live soberly and piously’.  

All applicants for dwellings 
were to be over 60 years and 
have £20 yearly of their own 
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money. As late as 1911 resi-
dents were warned that to 
absent themselves from the 
premises for more than three 
days without permission 
could result in dismissal. 

Although the main building is 
mostly original there have 
been many changes over the 
years. Some of the home 
comforts we take for granted 
today such as mains water, 
electricity, internal bath-
rooms, toilets and central 
heating have all been added. 

Constitution 

The Trust is a registered 
charity governed by a Charity 
Commission Scheme – regis-
tered number 209340. 

Management 

The Trust is governed by a 
board of voluntary local 
Trustees. Day-to-day man-
agement of its affairs is dele-
gated to the Clerk. 

The Almshouse 

The charity manages un-
furnished dwellings which are 
designed with the needs of 
older people in mind. The 
Marlborough Almshouse 

consists of 33 single bedroom 
flats, 2 two bedroom flats and 
an administrative office. 

An outbuilding contains the 
boiler room and  the 
launderette. 

The principle behind every-
thing that the Trust does is 
that residents should enjoy 
independence, safety and the 
freedom to come and go as 
they please while living in 
comfortable and secure 
accommodation. Residents 
should feel confident in the 
knowledge that support will 
always be available, whether 
from the Trustees or from 
outside agencies, should the 
need arise. 

 

Section 3 – Health and 

Safety 

Doctor and Dentist 
If you do not have a General 
Practitioner (GP), the Clerk 
will be able to give you the 
names of GP practices in the 
neighbourhood. The name of 
your GP must be given to the 
Clerk. 
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You have every right to see 
your doctor, nurse or other 
carer in confidence and to 
keep your medical affairs 
entirely to yourself if you wish. 
However, if you have a 
chronic health problem, it 
would be advisable, and you 
might feel safer, for the Clerk 
to be made aware of it so that 
appropriate action can be 
taken in an emergency. 
Anything you tell the Clerk will 
be kept in confidence within 
the charity. 

‘Message in a Bottle’ is a free 
system that encourages 
residents to keep their basic 
personal information and 
details of their current 
medication in a common 
place where it can be found in 
an emergency. The small 
plastic container is kept in the 
fridge where emergency 
services will find it. They will 
know residents use this 
system by two discreet labels. 
One is fixed to the front 
entrance of the resident’s 
accommodation; the other is 
displayed on the fridge where 
the information is kept. The 
system is usually a 
community based project in 

partnership with other local 
social, health or emergency 
services. 

Emergency Contact 

Details 
If you become ill or are in 
difficulties, the Clerk will 
make every effort to get in 
touch with your next of kin, 
your doctor, or social services 
on your behalf.  

It is important that you let the 
Clerk have details (names, 
addresses, and telephone 
numbers) of these essential 
contacts. If the details change 
from time to time, please 
remember to inform him. 

In the case of emergencies 
please contact the emer-
gency services.  

Fire Precautions  

The Almshouse complies with 
the appropriate fire 
regulations and the fire 
policies are frequently 
reviewed  

The Almshouse is fitted with 
smoke detectors which, on 
sensing smoke, will trigger 
the fire alarm. 
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The fire alarm will be tested at 
11am on the first Monday of 
each month (except bank 
holidays when it will be tested 
the following day). Do not 
evacuate the building at this 
time. However any other 
alarm must be considered 
genuine. 

The Clerk will explain to you 
the fire instructions which 
apply in the event of a fire. 

Evacuation Policy 

 When you hear the fire 
alarm, follow the fire 
procedure. If it is safe to do 
so, please evacuate the 
building by the nearest route 
to the fire assembly point. 
The evacuation procedure is 
shown next to each of the 
front doors: the emergency 
assembly point is Alban Free 
School. Take care crossing 
the road! 

The emergency services will 
arrange for the School to be 
opened by the key holder (if it 
is out of normal staff hours), 
and the common room will be 
available for you while the 
situation is resolved. 

The exit routes and fire 
escapes are clearly marked 
with green signs. If the fire 
alarm is not sounding please 
press the emergency button 
in the stairwell. If you are 
able, please help others to 
leave but do not put yourself 
at risk. Notify the emergency 
services as soon as possible. 
Shut the door of your flat 
behind you and do not 
attempt to take any personal 
belongings with you. Wear 
warm clothing and leave your 
flat immediately. 

When in a safe place the 
Clerk should also be 
contacted on (01234 400021 
or 07738 580619). The Clerk 
can also arrange for the 
School to be opened, if that 
has not occurred. 

Avoiding the Risk of Fire 

Please be conscious of the 
risk of fire, for example, 
regularly checking at night or 
before going out that 
appliances have been fully 
switched off. It is especially 
important that those who 
smoke in their own flat  do so 
responsibly and are aware of 
the risk of falling asleep or 
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getting too close to curtains 
while smoking. Do not wedge 
doors open or leave chip 
pans unattended and use ash 
trays if you smoke. 

Smoking in bed or in the 
common parts of the building 
is strictly forbidden. Please be 
considerate to others and 
avoid smoking in their 
presence as the risks asso-
ciated with passive smoking 
are now well recognised. 
Please also be aware that if 
any Trustees, or the Clerk or 
trades people visit your flat 
you should not smoke as it is 
their place of work at that 
moment and they are entitled 
to have it smoke free. 

Slips, Trips and Falls 

The Trustees wish to draw 
your attention to the need to 
exercise care when using the 
footpaths in wet, snowy or icy 
weather. Whilst reasonable 
precautions will be taken to 
keep them hazard-free, 
residents are reminded to 
take extra care in wet or icy 
conditions. 

Security  

Please consider the following: 

DO 

 Keep your front door 
locked at all times 

 Use the spy hole and 
chain to identify callers 
before opening the 
door 

 The chain should only 
be used to open the 
door a few inches 
when identifying 
callers and not kept in 
permanent use as this 
may prevent access in 
an emergency. 

DO NOT 

 Allow a stranger to 
enter your home 
without proof of 
identity. If you are in 
doubt, please call the 
Clerk, a family friend, 
or the police  

 Leave ground floor 
windows open so that 
intruders can gain 
access 

 Keep cash or valu-
ables in your home. 
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BE AWARE of 
Bogus officials or doorstep 
salesmen. Always ask for 
proof of identity. 
Scams that operate over the 
phone or on the internet. Care 
should be exercised when 
dealing with anyone you do 
not know.  

Never give anyone your PIN 
number or agree to pay 
anyone you are not sure of. 

Keys 

You have been issued with 
keys to your flat, and to the 
front and back entry door to 
your stairwell. 

Three other residents share 
your stairwell. 

The rear doors of the Alms-
house are on a time system 
and will be unlocked during 
the day. The front doors use a 
remote entry system that you 
control from the handset in 
your room. Use the remote 
door entry system, only to let 
people into the Almshouse 
whom you know or are 
expecting. Never allow 
anyone claiming to be gas, 
electricity or water meter 
readers to enter the dwelling. 

Please refer them to the 
Clerk. 

The Clerk holds a master key 
which can open your front 
door, but it will only be used in 
an emergency or with your 
permission. You must not fit 
locks and chains without 
consent as these may delay 
access for emergency 
services. Chains should only 
be used when you wish to 
identify callers before 
deciding whether to let them 
in. The Clerk may advise on 
alternative security 
arrangements and will be 
able to advise on making your 
home safe and secure. 

Your privacy will be 
respected. The Clerk has 
strict instructions only to enter 
your home: 

 If you ask him to do so, 
or 

 If you have given 
permission for work to 
be done in your 
absence, or 

 In an emergency. 
 
Please do not obtain extra 
keys without first asking the 
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Clerk, as this may lessen 
security. 

Make sure that you and your 
visitors check that the main 
doors to your stairwell are 
securely shut after entry or 
exit. 

Routine Visits 

New residents will be visited 
by a Trustee after settling in 
and from time to time 
thereafter.  

Section 4 – Terms of 

Occupancy 

Letter of Appointment 

Your Letter of Appointment, 
of which you have a copy, 
explains that you occupy the 
Almshouse as a beneficiary 
of the Charity. This means 
that you are not a tenant with 
the security that a tenancy 
offers and that in exceptional 
circumstances the Trustees 
could ask you to find 
alternative accommodation 
and leave. In practice, this 
occurs only when Trustees 
believe that they have no 
alternative. 

Examples of such circum-
stances are if: 

 A resident was no longer 
able to live 
independently, even with 
the help of the social 
services or family 
support, 

 A resident consistently 
failed to pay weekly main-
tenance contributions 
(WMC) on a regular basis 
without good reason, 

 A resident’s behaviour 
was deemed to be 
unreasonable and anti-
social, either in respect of 
other residents or 
members of staff, 

 A resident’s circum-
stances changed signif-
icantly to the extent that 
they were no longer 
qualified to live in the 
Almshouse as a benefi-
ciary. 

It is a condition of occupancy 
that residents provide the 
charity with accurate and 
complete information of their 
financial circumstances and 
inform the charity if their 
circumstances change. 
However, residents should be 
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assured that only in the most 
unusual circumstances would 
this lead to someone being 
asked to leave. 

The charity would only set 
aside an appointment as a 
last resort after every effort 
had been made to resolve the 
issues. If, having been asked 
to leave, a resident felt 
aggrieved, they have the right 
to have their case heard in the 
County Court. If the decision 
to set aside the appointment 
was upheld, they would be 
given every assistance to find 
alternative accommodation. 

Weekly Maintenance 

Contribution (WMC) 

Weekly maintenance 
contributions are payable in 
advance on the first of each 
month by direct debit.  

You must complete a direct 
debit mandate that the Clerk 
will supply and ensure that 
you have sufficient funds in 
your account. If you receive 
Housing Benefit from the 
local authority this will be 
deducted before the direct 
debit is applied. If you are 
experiencing difficulties in 

claiming, please advise the 
Clerk. 

The amount you pay is a 
contribution towards the cost 
of running the Almshouse. 
Items covered by the WMC 
include: 

 Building repairs and 
maintenance 

 Servicing and repair of 
water, gas and electrical 
installations 

 Decoration costs 

 Insurance 

 Remuneration for the 
Clerk, Accountant and 
other professional 
advisors 

 Cleaning the communal 
areas 

 Upkeep of the Gardens 
 
The following utility costs are 
paid from the Trust’s 
investment income and do 
not form part of the WMC. 

 Gas for heating the 
building and your own 
domestic gas supply 

 Communal Electricity 

 Water and sewerage 
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Consulting Residents 

The Trustees will discuss the 
running of the Almshouse 
with you and your neighbours 
from time to time. You can 
also talk to a Trustee in 
private by asking the Clerk to 
arrange this. Consultation 
and involvement of residents 
in the day-to-day running of 
the Almshouse is a form of 
participation which will benefit 
all concerned. Trustees 
welcome residents’ views on 
matters affecting their quality 
of life at the Almshouse. 

The Clerk will consult you: 

 Before any work is done 
on your flat (except in an 
emergency) 

 Before anyone enters 
your home 

 Before making changes 
to the communal 
facilities, including the 
gardens 

 If you raise a difficulty 
with the Trustees. 

Absence from Home 

If you go away for any period 
exceeding three days, please 
inform the Clerk of your 
temporary address and 
contact phone number. 
Should you return earlier than 
planned please inform us 
immediately as it is important 
in an emergency to know if 
any residents are away. 

You are expected to be in full 
time occupation of your flat 
and extended periods away 
during the year might lead us 
to conclude that you have 
less need for accom-
modation than others. If you 
plan to be away for a period 
more than 28 days in any one 
year, please explain the 
circumstances. 
Before going away, please 
ensure that all food has been 
put away, taps and 
appliances have been fully 
switched off and windows 
shut. If you are leaving your 
flat during the winter months, 
please discuss with the Clerk 
how much heating is required 
to minimise the risk of burst 
pipes, etc. 
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Central heating, 

electricity and hot water 

In addition to the weekly 
maintenance contribution you 
are responsible for paying 
your electricity bills. 
Residents are not allowed to 
use any heating appliance 
that has not been supplied by 
ourselves, such as portable 
gas or electric heaters, which 
pose a serious safety risk. 
The use of paraffin oil is also 
strictly prohibited. 

Each lounge and bedroom 
radiator is fitted with a 
thermostat which enables you 
to adjust the temperature as 
required. 

Improvements to your 

Home 

You must not carry out any 
improvements, alterations, 
repairs or decoration to your 
home without first discussing 
your plans with the Clerk. For 
all major works we will instruct 
an architect or surveyor to 
design and plan the work 
before placing an order with a 
building contractor. Payment 
for improvements is our 
responsibility. 

As we have responsibility for 
the long-term maintenance of 
the Almshouse we have to 
consider individual resident’s 
requests for alterations along-
side the planned 
maintenance programme. An 
alteration which would be 
structurally unsound or 
reduce the amenity for 
subsequent occupants or 
potentially increase future 
maintenance costs will not be 
approved.  

Employment 
Neither the Almshouse nor its 
garden may be used as a 
place of business, either from 
where to conduct business or 
to store items connected with 
running a business. If you 
work for more than 15 hours 
per week you must notify the 
Clerk.  

Visitors – Family and 

Friends 
Visitors are not permitted to 
stay in a flat, except with the 
consent of the Clerk.  
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Pets 

The Clerk will have explained 
the policy on pets at interview 
before you moved in. If you 
wish to keep a small pet you 
must first obtain the written 
permission of the Clerk. Small 
animals or caged birds are 
usually acceptable but dogs 
or cats are prohibited. Pets 
must not become a nuisance 
to other residents. Please 
advise the Clerk about 
arrangements you have 
made for the care of your 
pet(s) if you are away on 
holiday or become ill. 

Moving Out 

If you wish to vacate your flat 
you must give the Clerk 
written notice of at least 4 
weeks. During this notice 
period you will be liable for 
your WMC payments even if 
you have already moved out. 
Residents or, in the event of 
death, their personal 
representatives, are 
responsible for WMC until the 
premises are cleared of 
personal possessions and the 
keys are returned. 

A resident leaving without 
giving notice will be liable for 
paying their WMC until the 
end of the notice period. 
WMC’s and utility bills should 
be paid up to the departure 
date, 

Trustees have the right to 
start the process of Setting 
Aside the Appointment in the 
event of non-payment of 
WMC. 

Re-Housing 

If you wish to move from one 
dwelling to another, you 
should contact the Clerk to 
discuss the matter. While 
every effort would be made to 
assist a move if there was a 
good reason, the decision 
would depend upon 
availability and be entirely at 
the discretion of the Trustees. 

We may require you to move 
to temporary accommodation 
when major repair work is 
being carried out or for some 
other unforeseen reason. 

Gifts and Legacies 
It is the Trustees’ policy that 
no one involved in the running 
of the charity should accept 
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any personal gift or personal 
legacy from a resident. 

The Charity of Sarah 
Duchess of Marlborough 
uses its funds for the benefit 
of the residents; any legacies 
or other donations are always 
welcome. If you wish to 
donate anything to the 
Charity please contact the 
Clerk. All such matters will be 
dealt with in confidence. 

Section 5 – Services 

Provided 

The Clerk to Trustees 

The Clerk and Trustees 
support the general wellbeing 
of residents without 
interfering in their lives or 
intruding on their privacy. We 
are not trained carers and 
cannot therefore offer 
personal care support. We 
can however liaise on your 
behalf with a wide range of 
local health and social 
services to ensure that you 
receive the help you need to 
remain safe and independent 
in your home. These services 
might include help with 
personal care and hygiene, 
meal preparation and 

provision, cleaning or 
shopping or the provision of 
physiotherapy or occup-
ational therapy aides for use 
around the home. 

In an emergency the Clerk (if 
on site) may call for help on 
your behalf and notify your 
family and friends. 

The Clerk’s hours of duty are 
from 10am to 5pm Monday 
and Friday. The Clerk lives off 
site. However, please 
remember that when the 
Clerk is off duty, he should not 
be called to attend to routine 
matters which could be left 
until later. 

In an emergency call the 
emergency services. 

Laundry Facilities 

The launderette in the 
outbuilding is available for 
your own personal use. You 
will need to obtain a keyfob to 
gain entry and purchase 
tokens to use the tumble 
drier. There is no charge for 
using the washing machines. 

The clerk will show you how 
to use this facility, how to 
keep it clean and tidy and 
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cover safety guidance before 
you use the launderette. 

Furniture and Fittings 

Your flat is offered 
unfurnished. We may provide 
some white goods; this will be 
discussed with you prior to 
occupation. 

Gardens 
The garden has been laid out 
for the use and benefit of all 
residents. However, there are 
adjacent areas which you are 
encouraged to maintain. The 
major work of grass cutting is 
our responsibility. If you 
would like to help with 
gardening, please ask the 
Clerk  

Repairs and Decorations 
We are responsible for both 
external and internal repairs 
and decoration to your home 
and the communal parts. You 
must not make any 
alterations to the fabric of the 
building or service 
installations. 

Please report all necessary 
work to the Clerk, who will 
arrange for it to be carried out. 
You will be consulted in 

advance about arrangements 
for redecoration. You will be 
informed when the work will 
start and how long it is 
planned to take. Contractors 
will not be allowed to enter 
whilst you are out other than 
by prior arrangement with 
yourself. An exception will 
have to be made if an 
emergency arises or if access 
is required to rectify an urgent 
problem. 

If the Clerk is not available 
and the repair is urgent the 
Council Maintenance 
Department (SADC) may be 
called. Please read the notes 
from the Council 
Maintenance department 
below to find out more about 
this: 

1 How to report a repair?  
Contact St Albans District 
Council (SADC), please: By 
giving SADC as much 
information as you can, you 
can help SADC get your 
problem fixed quickly. Let 
SADC know when someone 
can be at home to let the 
repair worker in to do the 
work. A responsible adult 
must be in the home while the 
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repair is being carried out. If 
for any reason you or a 
responsible adult will not be 
able to be at your home when 
an appointment has been 
made please advise as soon 
as you can so the 
appointment can be given to 
another resident. Most people 
choose to report their repair 
by phone, however there are 
a number of ways in which 
you can do this.  

 

Repairs may be reported 
between  

8.45am and 5.15pm Monday 
– Thursday, and 8.45am 
and 4.45pm on Fridays.  

• By telephoning SADC on 
01727 819256  

• By calling at the Customer 
Services Centre at the Civic 
Centre  

Emergencies outside office 
hours:  

Ring 01727 811155 for 
emergency repairs only.  

They will only come out to 
make your home safe and do 
the full repair during normal 

working hours. They may 
charge you the cost of the call 
out if they find that the repair 
was not an emergency or if it 
is part of your responsibilities.  

Other useful telephone 
numbers:  

Affinity Water 0845 1552062  

Gas emergencies –  

National Grid (Gas) 0800 
111999  

Calls to 0800 Freephone 
numbers may not be free 
from some mobile phones, so 
please check with your 
provider. 

2. What happens next?  
When you report your repair, 
they will ask you to tell SADC 
the following:  

• Your name, address and a 
contact phone number  

• As much as you can to help 
SADC get the repair 
undertaken effectively  

• If water is leaking into your 
home from another property, 
they will need to know the 
address of that property as 
well  
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• A time when someone will 
be at home  

• Anything else you think they 
need to take into account 
about your household • 
whether your home has 
recently been repaired or 
refurbished, as the work may 
be covered by a guarantee  

• If the repair relates to an 
adaptation for a registered 
disabled person.  

After you have reported the 
repair, they will give you a job 
number and details of when 
the work will be carried out or 
inspected. Please make sure 
you get a job number when 
you report your repair and 
make a note of the number in 
case you need to make 
further enquiries. They will 
send you a receipt confirming 
the repair details. Sometimes 
a surveyor will need to look at 
the problem before they can 
order a repair and they will 
arrange a convenient time 
with you. If you are out when 
they call, they will leave a 
card asking you to phone 
SADC to make another 
appointment. 

If you cannot keep an 
appointment, please let 
SADC know, otherwise they 
may cancel your repair. 

The Council may charge you 
if you deliberately provide 
false information about your 
repair e.g.  

• How urgent it is  
• How it is affecting you 
 • How it was caused 

3. How quickly will a 

repair be carried out? 
There are five different 
repairs codes and the time 
taken to undertake the repair 
will depend on the code which 
it is given.  

These are: 

 • Code A Emergency – 
 24 hour response  
• Code E Urgent –  
3 working days  
• Code F Essential –  
7 working days  
 
• Code H* Routine –  
30 working days  
• Code P* Routine –  
60 working days  
 * please do not call the 
Council departments for 
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codes H or P as these will be 
arranged by the Clerk. 

Occasionally priorities may 
be adjusted depending on 
individual situations or 
circumstances, such as 
delays due to working 
conditions and supply of parts 
and materials. 

4. Priority   
Code A emergency – 24 hour 
response  

You can contact the Council’s 
emergency service outside 
office hours if the problem 
creates a very serious health 
and safety risk. They should 
be able to respond to most 
emergency repairs within 2 
hours, depending on the type 
of emergency. 

Out of hours emergency 
repairs are ‘make safe’ only. 
Your full repair will usually be 
ordered on the next working 
day, depending on how 
urgent it is. 

When deciding if a repair is an 
emergency, they may take 
into account special 
circumstances in your 
household, such as sickness, 

age or disability. Examples of 
emergency repairs include:  

• Flooding – burst pipes 
where you cannot stop the 
water leak, blocked drains 
and toilets causing flooding 
and complete power failure in 
your home  

• Structural damage – 
dangerous structures such as 
ceilings, walls and chimneys 
and fire or storm damage to 
your property. They will make 
your property safe if this is 
practical, bearing in mind 
weather conditions  

• Securing a property 
following a break in – 
boarding up windows or 
doors and securing your 
property, provided you have a 
crime reference number from 
the Police  

• Access for lost keys/locked 
out – They will only attend for 
senior citizens or the disabled  

• No mains drinking water 
supply – This will be 
responded to within 24 hours. 
A supply of bottled water will 
be provided for you  
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• No electrical power or 
lighting – Note they will 
normally respond within 24 
hours. You should have some 
sort of emergency lighting 
available such as a torch or 
battery lantern, however 
candles should not be used 
due to the fire risk 

 • No central heating – 31 
October to 1 May only. If you 
are a vulnerable person they 
will try and attend that 
evening if it is reported before 
8pm. otherwise a heating 
engineer will attend within 24 
hours  

• No working toilet – This will 
be dealt with within 24 hours 
where there is no second 
toilet in the property. Toilets 
can sometimes be cleared 
using a bucket of water, with 
a toilet brush or a plunger.  

Code E urgent – 3 working 
days  

This category will include 
repairs that significantly affect 
living conditions. Examples of 
3 day repairs are:  

• Partial loss of electric power 
• Blocked bath, basin or sink  

• Rotten timber flooring or 
stair treads 

• Loose or detached banisters 
or hand rail  

• Running Taps – Taps that 
cannot be turned on or off at 
all attend that evening if it is 
reported before 8pm.  

• Loss of heating – (including 
hot water) between 1 May 
and 31 October, or partial 
loss of heating between 1 
November and 30 April  

• Partial loss of water supply.  

 

Code F essential – 7 working 
days  

This category will include 
repairs that cause inconven-
ience.  

Examples are: 

 • Leaking roof  
• Door entry phone not 
working  
• Mechanical extractor fans 
not working.  

5. Appointments and 

access.  

Appointments for inspections. 
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If they need to inspect your 
home, the Contact Centre for 
Repairs will arrange a 
convenient time for SADC to 
visit. They take account of the 
urgency of the repair when 
agreeing an appointment 
date. They offer inspection 
visits for a morning or 
afternoon during the following 
times: Monday to Thursday 
9am to 5pm. Friday 9am to 
4pm. Appointments for 
repairs They will offer you an 
appointment for any repairs 
that cannot be completed in 1 
working day. They offer 
appointments during the 
following times: Monday to 
Thursday 9am to 12 noon or 
1pm to 5pm. Friday 9am to 12 
noon or 1pm to 4pm. They 
can arrange appointments 
between 10am and 2pm to 
allow for the school run. 

 Access to your home 

You must allow our staff and 
contractors access to inspect 
and do essential work 
including repairs, 
improvements and safety 
checks required by law. They 
will give you at least 24 hours’ 
notice except in an 

emergency. In an emergency, 
they may have to enter your 
home in your absence if there 
is a risk of personal injury or 
serious damage to your or a 
neighbour’s property. You will 
be consulted in advance 
about arrangements for work 
to be carried out. Workmen 
will not be allowed to enter 
your home while you are out 
unless you have agreed to 
satisfactory arrangements. 
An exception will have to be 
made, however, if an 
emergency arises such as a 
water leak. 

Insurance 

We insure the building and 
our own contents. We have 
the option to include the 
contents of your home in the 
policy on an ‘as new’ basis. 
For details, please contact 
the Clerk. 

Please do not keep more 
cash in your home than is 
necessary to meet day-to-day 
expenses and keep valuables 
out of sight. (The Clerk is not 
allowed to take responsibility 
for your money). 
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Television 

The Clerk will apply for 
concessionary licences on 
behalf of the residents. To 
qualify residents must meet 
certain requirements. Please 
refer to the Clerk for further 
details. 

For residents over 75 years 
old the television licence is 
free. Those over retirement 
age, and below 75 years of 
age and not in work or 
working less than 15 hrs per 
week are entitled to a 
concessionary television 
licence that will be arranged 
by the Clerk. Hence it is 
important that you inform the 
Clerk if you work more than 
15 hours per week. 

Television aerials are your 
responsibility but must be 
fitted by professionals by 
arrangement with the Clerk. 
There are restrictions on 
where they may be sited.  

Please be considerate to your 
neighbours of noise nuisance 
in the use of TVs, radios, 
stereos and musical 
instruments.  

Cleaning 

You are responsible for 
keeping your own flat clean, 
including cleaning the 
windows inside. If cleaning 
becomes difficult or you 
cannot clean the windows 
safely, please advise the 
Clerk who will make 
alternative arrangements. 
There is likely to be a small 
hourly charge if this becomes 
necessary. 

Cleaning the communal 
areas is our responsibility. 
The cost of this service will 
form part of the WMC.  

You should keep your flat in a 
clean and tidy condition and 
must not deposit anything in 
internal common areas or the 
communal garden. No 
pictures or other items shall 
be fixed or placed in common 
areas without the prior 
approval of the Clerk. 

The entrance hallways and 
landings are cleaned monthly 
by contract cleaners. 
Residents should assist in 
keeping them in a clean and 
tidy manner at all times. As 
these are fire escapes 
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nothing should be stored 
therin. 

Floor Coverings 

You should provide your own 
floor coverings but must 
retain carpets in the lounge 
and bedroom areas to 
minimise noise nuisance. 

Familiarisation 
When you move into your 
home the Clerk will ensure 
that you are familiar with: 

 Action to be taken in the 
event of a fire 

 How to operate all the 
equipment in your home 

 Central heating 

 Use of the launderette. 

Refuse collection and 

recycling 

Refuse is normally collected 
on Thursdays (except on 
Bank Holiday weeks when 
collection is Friday. 

Your grey/black individual 
bins are used for 
refuse/landfill - this is 
everything that can't be 
recycled (especially plastic 
bags, cellophane, 
polystyrene, tetrapak cartons 

and greasy, waxed or shiny 
wrapping paper). Your 
black/grey landfill bins are 
collected weekly. 

The green food waste bins 
are collected weekly.  

 

The Green glass/plastic 
recycling bins are for plastics, 
cans, foil, glass bottles and 
jars. 

The is a separate Green 
recycling bin for paper and 
card.  

There is also a green garden 
waste bin. 

All Green communal 
recycling bins are collected 
every other week  

 

You can now also put out a 
plastic bag of batteries and 
small electrical items and a 
separate bag of textiles (e.g. 
clothing, sheets, linen, 
curtains, rags, blankets, 
towels) for recycling. These 
are collected weekly. Please 
put these out with your black 
refuse/landfill bins because if 
they are put with recycling 
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bins on a week that isn't 
recycling collection, they 
might not get collected.  

Telephones 

You are responsible for 
making your own 
arrangements for installing a 
telephone in your flat through 
your chosen provider. 

Section 6 – General 

Information 

Cellars 

Some flats have cellars that 
were used in the past for coal 
storage. These are not part of 
your accommodation and 
must not be entered. 

Stopcock 

Your water stopcock is 
located either under the 
kitchen sink or in the 
bathroom. Please check to 
make sure you know the 
location in case you have a 
leak. Contact the Clerk if 
there is any doubt. 

Electricity Meter, Mains 

Switch and Consumer Unit 

The electricity mains switch 
and the fuse box is in a 

cupboard in the living room or 
the kitchen 

Council Tax and Council 

Tax Benefit 

You are responsible for 
paying your own council tax. 
Single occupiers are entitled 
to 25% relief. 

If your income consists of the 
basic retirement pension and 
you have only modest 
savings, you may be entitled 
to Council Tax Benefit. 
Depending upon your precise 
circumstances, this could pay 
your council tax in whole or in 
part. Please speak to the 
Clerk if you are unsure of your 
entitlement or need help in 
completing the claim form. 

Housing and other 

Benefits 

If your income consists of the 
basic retirement pension and 
you have little or no capital, 
you will almost certainly be 
entitled to Housing Benefit or 
Local Housing Allowance to 
help with your housing costs. 
Even if you do have income in 
addition to your basic 
retirement pension, you may 
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still be entitled to some help 
with housing costs. To claim 
Housing Benefit / Local 
Housing Allowance you 
should ask for an application 
form at the St. Albans 
Benefits Office (DWP) or 
Housing Department. It is 
important that you inform your 
local benefits office if there 
are changes in your financial 
circumstances as they have 
the power to demand 
reimbursement in the event of 
an over-payment. 

Eligibility for state benefits 
changes from time to time. If 
you need advice on state 
benefits, please ask the Clerk 
in the first instance as he will 
have some experience of 
entitlements and benefits. 
Other sources of information 
are the Citizens Advice 
Bureau and Age UK. 

Parking  
The car park is small and its 
use is limited to emergency 
vehicles, appointed carers, 
contractors, Clerk and 
Trustees. Those visiting 
residents may park for a 
period not exceeding three 
hours and must display a 

notice giving the flat number 
visited and a contact phone 
number. Resident parking is 
acceptable overnight from 
6pm to 7:30am and at 
weekends provided that the 
registration number of the 
vehicle has been logged with 
the Clerk in advance. 
Residents may also wait for a 
short time (15 mins max) in 
order to drop off shopping. 
Apart from this Residents are 
NOT allowed to park any 
vehicle owned, hired or 
borrowed by them in the car 
park at the rear of the 
Almshouse during the 
working day. 

Wills 

You are strongly advised to 
make a Will and it is best to 
ask a solicitor to help you with 
this. If you need help the 
Citizens Advice Bureau will 
be able to make a 
recommendation. 

As stated under ‘Gifts and 
Legacies’ it is the Trust’s 
policy that no one involved in 
the running of the Trust 
should accept any gift or 
legacy from a resident. If you 
want to donate anything to 
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the Trust, please speak to the 
Clerk. All such matters will be 
dealt with in confidence. 

Enduring Power of 

Attorney 
You may also feel it wise to 
consider setting up an 
Enduring Power of Attorney 
which allows you to appoint 
someone to look after your 
finances and to take welfare 
and healthcare decisions on 
your behalf in the event of 
your mental incapacity. Again 
you should seek legal advice 
from a solicitor. 

Local Organisations and 

Services 
Many of our residents take 
advantage of the variety of 
organisations and services 
for the elderly in the district. 
These include: 

 Age Concern St Albans 

 St Albans Old Peoples Trust 

 Social Services 
 
Please speak to the Clerk to 
find out more about these and 
other local services available 
for the elderly. 

Social Media 

If you use social media such 
as Facebook and Twitter you 
are asked to respect the fact 
that no views should be 
expressed about the charity, 
its Trustees, other residents 
or Clerk. 
 

Section 7 – If Things Go 

Wrong 

Personal Problems 

If you have any personal 
problems over money or any 
other matter and you have no 
family or friends whom you 
feel able to consult, the Clerk 
and Trustees will be pleased 
to help and will treat the 
matter with discretion and in 
complete confidence. 

Complaints 

If you have any concerns, 
please bring them to the 
attention of the Clerk who will 
do his best to resolve them. In 
the majority of cases, minor 
issues can be dealt with 
informally, quickly and 
efficiently and to mutual satis-
faction. The Trustees and the 
Clerk can only resolve 
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problems and improve the 
service if you speak up when 
things go wrong. 

Set out below is a procedure 
to be followed if you wish to 
raise a complaint in 
connection with the 
occupation of your flat, or 
about services provided. 

 All matters should 
discussed with the Clerk in 
the first instance. Many 
things can be easily 
resolved. 

 If the Clerk is unable to 
resolve the matter, or if 
there is a persistent 
problem with pets, loud 
noise or matters affecting 
health and safety, you 
should refer it to the Clerk 
in writing. All 
communications about 
complaints will be treated 
in confidence. 

 If you are dissatisfied with 
the Clerk’s response, you 
should write formally to the 
Chair asking the Trustees 
to consider the matter. You 
may, if you wish, attend the 
meeting when your 
complaint is being 
discussed, accompanied 

by a friend or adviser. The 
chairman will write to you 
afterwards to advise you of 
the Trustees’ decision and 
to inform you of any action 
taken to resolve your 
complaint. 

 If you have a complaint 
about anyone employed or 
working on behalf of the 
Charity; other residents; or 
about a serious breach of 
health and safety regu-
lations, you should put 
your complaint in writing to 
the chairman of Trustees, 
with a formal request for it 
to be considered by the 
Trustees at their next 
meeting. You will, if you 
wish to exercise that right, 
be entitled to attend when 
your complaint is being 
discussed and you can 
be accompanied by a 
friend, advocate or 
professional adviser. 

Housing Ombudsman 
If you remain dissatisfied with 
the Trustees’ decision, you 
have the right to take your 
complaint to the Housing 
Ombudsman Service whose 
address is: 
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Housing Ombudsman 
Service81 Aldwych, London 
WC2B 4HN 

Telephone: 0300 111 3000 

Email: info@housing-
ombudsman.org.uk. 

You will need to give the 
Ombudsman your full name, 
address and telephone 
number and set out the 
details of your complaint. The 
Ombudsman will only be able 
to consider your complaint if 
he/she is satisfied that the 
Trust’s own procedure for 
handling complaints has been 
exhausted. 

Anti-Social Behaviour  

Under Section 12 of the Anti-
Social Behaviour Act 2003 
and the Anti Social Behaviour 
Crime and Policing Act 2014, 
Trustees of an almshouse 
charity must publish a 
statement of policy and 
procedures for dealing with 
anti-social behaviour.  
Anti-social behaviour is 
defined as: 

 Behaviour which is 
capable of causing 
nuisance or annoyance to 

any person and which 
directly or indirectly relates 
to or affects the housing 
management functions of a 
relevant “landlord” 

 Behaviour which is 
capable of causing 
nuisance or annoyance to 
any of the following: 
• A person residing in 

housing 
accommodation 
owned or managed by 
the relevant “landlord” 

• A person visiting the 
housing 
accommodation or 
otherwise engaged in 
lawful activity in or in 
the locality of the 
housing 
accommodation 

• A person employed by 
the relevant “landlord” 
wholly or partly in 
connection with its 
housing management 
functions. 

 

Policy 

The Trustees of Sarah 
Duchess of Marlborough 
charity will not tolerate anti-
social behaviour that affects 
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the quality of life of a resident 
or the management of the 
charity. 
 
Residents are encouraged to 
report to the Clerk any 
behaviour considered by 
them to be anti-social by any 
person. 
The Trustees will investigate 
such reports (in confidence 
when this is appropriate). 
Should mediation be appr-
opriate, the Trustees may 
wish to refer the matter to an 
independent, external med-
iation service. This will enable 
an impartial person to view 
the matter from an unbiased 
perspective in order to help 
find a resolution to the 
problem. 
If the matter cannot be 
resolved by mediation the 
Trustees will not hesitate to 
act on behalf of a resident 
affected by anti-social 
behaviour. If this is caused by 
another resident in 
contravention of the Letter of 
Appointment, the charity will 
follow its internal procedures. 
After a due process of verbal 
and written warnings the 

resident’s appointment to the 
Almshouse may be set aside. 
 
In the case of anti-social 
behaviour by visitors or 
neighbours, the Trustees may 
seek a remedy under the 
appropriate act on behalf of 
one or all the residents. 
 

Procedures 

Residents should report any 
behaviour considered by 
them to be anti-social to the 
Clerk in writing marked 
personal to the addressee. 
The Clerk will bring the report 
to the notice of the Trustees 
at the earliest opportunity. 
The Trustees will then decide 
to: 
• Resolve the matter within 
the charity or 
• Refer the matter for 
external mediation or 

• Seek a remedy under the 
appropriate act. 

The policy and or procedures 
are incorporated into this 
Residents’ Handbook. 
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Records 

All records maintained in 
conjunction with Anti-Social 
Behaviour will comply with 
the charity’s policies on Data 
Protection 

 

Equality and Diversity 

Policy  

Policy Statement 

The Trustees of the charity 
are committed to developing 
a way of working that 
respects differing ideas, 
cultures, abilities and needs. 
The Duchess of Marlborough 
charity is restricted under its 
governing document to 
providing homes for elderly St 
Albans residents of limited 
means. Subject only to this 
restriction, the Trustees do 
not discriminate on the 
grounds of gender, age, race, 
religion or belief, colour, 
ethnic or cultural origins, 
nationality, disability, marital 
status, pregnancy and 
maternity, sex, or sexual 
orientation. 
We aim to make our services 
accessible to people from all 

sections of the community 
and to value the contribution 
each individual can make to 
our work, whether as a user of 
our services or as a member 
of staff or volunteer. 
 
Trustees accept the need to 
adopt positive policies to take 
account of past and present 
discrimination against certain 
groups of individuals such as 
those listed below: 
• Ethnic minorities 
• Women 
• Older people 
• Young people 
• Single people 
• Single parents 
• People discriminated 

against because of their 
marital status 

• Unemployed people 
• Claimants 
• People with low incomes 
• Lesbians and gay men 
• People with disabilities 
• People with learning 

disabilities 
• People with mental illness 
• People with HIV or AIDS 
• People discriminated 

against because of their 
medical condition 

• Ex-offenders 
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• People discriminated 
against because of their 
religion or beliefs. 

 
The Trustees will not tolerate 
discrimination or harassment 
of any kind and will work 
actively to eliminate these 
where they occur. 
The Trustees will regularly 
review their policies, 
procedures and practices to 
ensure they reflect this 
commitment and to enable 
the continuing development 
of good practice in all of the 
charity’s activities. 
 
This commitment is 
supported by procedures 
covering the following areas:- 

 Application process for 
appointment to an 
Almshouse, 

 Recruitment and selection 
of Trustees, employees 
and volunteers, 

 Induction and training, 

 Future planning and 
corporate strategy 

 Monitoring and review. 

Responsibility 

The Trustees have overall 
responsibility for 
implementing and monitoring 
the policy and procedures. All 
staff and volunteers are 
responsible for implementing 
the policy and procedures in 
association with their man-
agers (where appropriate) 
and for reporting suspected 
breaches of the policy. 
For more detailed 
information, please refer to 
the Equality Act 2010 
This policy now forms this 
part of the Residents’ 
Handbook. 
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Signed on behalf of the Trustees of the Charity of Sarah 
Duchess of Marlborough 
 
 
 
 
 
 
 
 
 
 
Mr Tom Drabble 
Trustee and Chair 
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Office Details 
48 Marlborough Buildings 
Hatfield Road 
AL1 3RW 
Telephone: 012727 869254 


