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Welcome 
to Clúid 
Housing

Dear resident,

Clúid Housing is delighted to welcome 
you to your new home. We know that 
moving house can be a very exciting 
but stressful time. That’s why we’ve 
created this resident handbook. This 
handbook has been designed to 
answer any questions you might have 
about your tenancy or the services 
Clúid provides. 

On behalf of all the team in Clúid 
Housing, we wish you the very best  
of luck and hope that you will be  
very happy in your new home. 

Clúid Housing 
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1. About Clúid Housing

Clúid is an Irish word meaning  
‘the seat beside the fire’ or the 
corner seat that was vacated 
for the guest, or reserved for the 
elderly family member. Today our 
name is as relevant to our work as 
when we first started out in 1994. 

Clúid builds and manages social and affordable  
rented housing for people on low incomes and  
people with special needs. Clúid has grown to  
become one of the largest approved housing  
bodies (AHBs) in Ireland. AHBs are independent,  
not-for-profit charities. Clúid has a sister  
organisation named Clann. Clann provides  
specialist age-friendly housing and services  
to people over the age of 55. 

Clúid residents are nominated from local authority 
housing lists and we work in every county in Ireland. 
Clúid is managed by a large professional team that 
reports regularly to our voluntary Board of Directors. 

Clúid has a dedicated Housing Services team  
that includes Housing Officers and our Customer 
Contact Centre. Clúid also has a dedicated  
Property Services team and a repairs service  
called Clúid Works. This team manages the repair  
and maintenance of your home. Please visit our 
website www.cluid.ie for more information on  
any of our services. 
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Our vision is a society where 
everyone has a great place  
to live 

We aim to achieve our vision by providing quality 
housing and services that enable people to create 
homes and thriving communities.

Our values 

Leadership
Clúid is passionate about results that matter and  
is committed to constantly challenging the way  
we do things, so that we can be the best at what  
we do. We aim to set the benchmark for housing 
quality and customer service.

Collaboration
Clúid is approachable and responsive. We aim to 
get the best, mutually beneficial results from all  
our working relationships. We keep our promises.

Responsibility
Clúid takes personal and collective responsibility  
to ensure that the needs of our customers  
are consistently met in a cost effective and 
sustainable manner.

Caring
Clúid believes that when we care for each other, 
interacting with integrity and respect, we will 
ultimately achieve the best possible outcome  
in any given situation.
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Contacting Clúid Housing

Our Customer Contact Centre can help with any 
issues you may have in your new home. The team 
is available from 9am to 5pm, Monday to Friday. 

Here’s how to reach us:

Visit our website 
www.cluid.ie/contact

Use our web chat service on 
www.cluid.ie 

Call us
01 707 2088 

Email us 
cluid@cluid.ie 

Your Housing Officer is available to meet with  
you and you can make an appointment to meet 
your Housing Officer using any of the contact 
details above. 

In an emergency or out of hours situation, please 
call 01 707 2088 and follow the instructions given. 

1. About Clúid Housing Contacting Clúid Housing 7
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When you become a Clúid 
tenant we give you the right  
to occupy the property as  
your home. 

The property remains in the ownership of Clúid 
or a third party (like the local authority or a 
private owner). You and Clúid will sign a tenancy 
agreement setting out the terms on which you 
occupy the property. In signing the agreement, 
both you and Clúid have obligations to each other 
and to the other residents of your community.  
Your Housing Officer will explain these in more 
detail before you move in. 

This tenancy agreement is the promise we  
make to each other. Both you, the tenant and 
Clúid, the landlord are committing to honour  
our obligations. In signing the tenancy agreement,  
you are making a commitment to your neighbours 
too. It is your responsibility to ensure that you  
and other residents in your home respect and  
carry out these commitments. 
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We have put together a list of 
frequently asked questions to 
help answer your queries about 
your tenancy. Your Housing 
Officer or our Customer Contact 
Centre can help with any other 
questions you have. 

What is my probationary period? 

The first 6 months of your tenancy are known  
as the probationary period. This means that  
your tenancy can be terminated during the  
first 6 months if Clúid has concerns about  
your behaviour. 

If you successfully complete the 6 month 
probationary period, you will enjoy security of 
tenure in your home. Please be aware that we 
can still take action if you breach your tenancy 
agreement at any time. You can speak with 
our Customer Contact Centre team if you have 
questions about the probationary period.

10 Clúid Housing Resident Handbook 



What is a joint tenancy? 

A joint tenancy is a tenancy shared by any two 
adults or more who are permanently living 
in your home. A common example of a joint 
tenancy is a couple sharing a home. 

If this couple’s situation changes because 
of separation, divorce or death, the tenancy 
agreement will be changed too. In the case of 
a separation or divorce, one person will have 
to surrender their right to the tenancy. You can 
speak with our Customer Contact Centre team 
if you have questions about joint tenancies.

Why do I need to know the details of the  
tenancy agreement? 

Your tenancy agreement is a legally binding 
document. If the agreement is broken, Clúid 
can take action that could lead to you being 
evicted from your home. Knowing the details 
of your tenancy agreement means you 
understand what you are committing to. 

Clúid also has responsibilities as part of the 
tenancy agreement so knowing those details  
will help you to make sure we keep our 
promises to you.

2. Your Tenancy Q&A 11
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What if my partner moves in after I sign the 
tenancy agreement? 

You need permission to add new residents to 
your household. If your partner is planning 
to move in with you, the best thing to do is 
contact us. You will need to decide whether  
or not you wish to apply for your partner to 
join the tenancy agreement or to be listed  
as a household member. 

What happens if I have more children? 

Your house will have been selected for you 
according to the size of your family. If your  
family grows and your home becomes 
overcrowded, we can advise you on how  
to apply for a more suitable home.

Are pets allowed? 

Clúid residents living in apartment blocks  
are not allowed to have pets. If you live in  
a house you can have a pet but they must  
be supervised and cannot create a nuisance  
to your neighbours. 

You will need to speak with our Customer 
Contact Centre team before getting a pet. 
Certain types of dogs and other animals,  
like poultry, pigs or horses, are not permitted.
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Can my children inherit the tenancy? 

Yes, it is possible for a child to inherit the 
tenancy in certain circumstances. The person 
must be over 18 years of age and have lived 
in the property for the two years immediately 
before inheriting the tenancy. The resident will 
need to demonstrate this by registering as a 
household member. Your local authority will 
also need to support the change of tenancy. 

In some cases, Clúid may need to take back 
the property when the original tenancy ends. 
For example, homes built for disabled people 
are in high demand and we need to be able to 
provide a home to other people with a disability. 

You can speak with our Customer Contact 
Centre team if you have question about your 
children inheriting the tenancy. 

Can I buy my home? 

No. We are currently required by legislation to 
keep our properties rented. However, as a Clúid 
resident you may be eligible for the mortgage 
allowance scheme if you decide to buy a 
private property or build a house. You need to 
be a Clúid resident for more than one year to 
qualify. The mortgage allowance scheme offers 
help with your mortgage for the first five years. 

You can speak with our Customer Contact 
Centre team or local authority for more details 
if you have questions about the mortgage 
allowance scheme. 

2. Your Tenancy Q&A 13
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Responsibilities 

Here is a brief summary of some of the 
responsibilities that you (as tenant) and we (as 
landlord) must commit to. You will find more  
terms and conditions throughout this handbook. 

Clúid’s responsibilities include:

 Keeping to the terms of the tenancy 
agreement 

 Providing adequate notice of rent or service 
charge increases 

 Providing adequate notice to end your 
tenancy 

 Carrying out regular maintenance 

 Taking out insurance on the structure of the 
property you live in 

 Maintaining communal areas including 
communal gardens (unless they are the 
responsibility of a management company) 

 Completing repairs which are Clúid’s 
responsibility 
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Your responsibilities include:

 Keeping to the terms of the tenancy 
agreement 

 Paying your rent weekly in advance 

 Providing details of your household income  
every year 

 Providing 28 days’ notice if you decide  
to move out 

 Replacing any original fixtures and fittings 
when leaving the property 

 Maintaining the property and any  
outdoor space 

 Allowing Clúid to access your home to carry  
out repairs and maintenance

 Not act in a way that is antisocial to your 
neighbours 

 Completing repairs which are your 
responsibility 

 Waiting for written approval before making 
any changes to your home (other than  
internal decoration) 

 Insuring your belongings against accidental 
damage, fire and theft 

 Adhering to the house rules if you live in 
an apartment with an Owner Management 
Company

2. Your Tenancy Responsibilities 15
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Customer care 

Clúid aims to provide an efficient and responsive 
service to our residents. We want you to live in a 
good quality home and to be satisfied with the 
services we provide. 

Our Customer Contact Centre and Repairs Team  
can help solve your queries. The most popular  
reason people call us is to order a repair or pay  
their rent. Our team is trained to provide an  
efficient and friendly service to our residents. 

Clúid regularly reviews its services and tries to 
find ways of improving them. We listen to and 
welcome your feedback and this helps develop 
our standards and our policies. Our customer care 
standards set out how we will relate to you.

You can find all your formal tenancy rights and 
responsibilities in your tenancy agreement. 

You can reach our Customer Contact Centre 

By phone 
01 707 2088

By email 
cluid@cluid.ie 

By webchat 
www.cluid.ie
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What can you expect from Clúid employees? 

As a Clúid resident, you can expect our team:

 • To listen to you and take your views seriously 

 • To treat you with courtesy and respect 

 • To treat you fairly and equally, regardless of 
your age, gender, religion, ethnic background, 
disability, marital status or sexual orientation 

 • To be honest and upfront in our dealings 
with you 

 • To give you helpful and informative 
responses 

 • To resolve any issues you may have in  
your home 

 • To meet you at agreed times and keep  
you informed of any delays 

 • To respond to requests for information 

 • To answer your phone calls or letters as 
quickly as possible 

 • To help you with completing Clúid forms  
if needed 

 • To explain documents and procedures 

 • To communicate with you in a 
straightforward manner 

 • To welcome you to our offices which are 
clean, tidy and accessible where possible 

 • To respect your privacy and confidentiality 
where required

17
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Right to complain

If you are unhappy with any aspect of our work or 
feel unfairly treated, please let us know. Your views 
are important to us. 

Clúid also welcomes all positive comments or 
suggestions from our residents and we encourage 
you to let us know what you think. Our National 
Resident Advisory Group (NRAG) supports us to 
deliver the best possible service to our residents.  
If you would like to get involved in this group or 
to find out more about their work, please contact 
our Community Development and Resident 
Engagement Officer, Mick Mooney by emailing 
cluid@cluid.ie 

What do we expect from you? 

We rely on your cooperation to help us provide 
the best possible service. Our team expects you:

 • To treat our employees and contractors with 
courtesy and respect 

 • To be honest and give us correct information 
about your household, your income and any 
other information we need to manage your 
tenancy 

 • To meet us at agreed times and keep us 
informed of any delays

 • To help us improve our services by giving  
us feedback 
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How do I make a complaint or give a compliment? 

You can email us at 
cluid@cluid.ie 

or get in touch through  
our webchat service on  
our website 
www.cluid.ie 

When you make a complaint, we will always  
aim to: 

 Contact you as soon as possible about  
your complaint

 Ask you how you would like us to resolve  
your complaint

 Inform you of what action we will take to 
resolve your complaint

 Resolve your complaint quickly and fairly

 Give you an opportunity to discuss the  
matter personally

19
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Who do I tell if I am unhappy with Clúid’s 
service? 

If you are unhappy with our service, please let 
us know. You can speak to the Customer Contact 
Centre. Our team will aim to resolve the issue 
for you but, if you are not satisfied with their 
response, you can make a formal complaint.

Complaints can be made in person, by phone  
or in writing. You can send an email or a letter. 
You can also make your complaint through 
an advocate. An advocate is a person or 
organisation who is supporting you in making 
your complaint to Clúid. 

If you wish to make a complaint about a  
Clúid employee please contact the Customer 
Contact Centre Manager, they will take some 
details and may ask you to put your concerns  
in writing. 

Once we receive your complaint, we will make 
sure it is passed to the best person to resolve 
the complaint. We will make contact with you 
as soon as possible to listen to the details of 
your complaint.

If the complaint cannot be resolved 
immediately, we will outline the next steps 
as well as how long they might take. When 
we have completed the investigation we will 
contact you with our findings.

Please visit our website www.cluid.ie/contact 
for more information on the complaints process.
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What happens if you don’t agree with Clúid’s 
response? 

If you are not satisfied with Clúid’s response  
to your complaint you can ask for a review  
of your complaint. 

The complaint will then be handled by a  
senior manager. If you are still unhappy  
with the response it will be escalated further. 

Clúid will only escalate a complaint twice,  
so the full complaints process involves three 
stages. The decision made at the third stage  
is final.

21
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What other options do you have? 

All Clúid tenancies are now registered with the 
Residential Tenancies Board (RTB). You can 
apply to the RTB for a dispute resolution if you 
have an issue with your tenancy that you feel 
you cannot resolve directly with us. 

The RTB has two ways of resolving disputes 

1. Mediation 

Mediation is the simplest and most efficient 
option. An independent mediator will work with 
you and Clúid to try to create an agreement. 

2. Adjudication 

Adjudication means that both you and Clúid 
present evidence to an independent adjudicator 
who makes a decision on the dispute. Both you 
and Clúid must agree to this decision. 

Not all complaints are covered by the RTB. For 
more information, please visit the RTB website 
www.rtb.ie or call 0818 30 30 37

What happens your complaint once it is 
resolved? 

Clúid will keep detailed notes of your complaint 
so that we have a full record of what happened 
and how we responded. Our team will use 
this information to review our service and to 
learn from any mistakes we may have made. If 
you have feedback on how we handled your 
complaint, we would be glad to hear it. 
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Data protection 
Clúid collects personal information about you and 
we are committed to respecting and protecting this 
information and your privacy during and after your 
relationship with us. We are the data controller for 
the purpose of the Data Protection Act 2018 and 
the General Data Protection Regulation (“GDPR”). 
This means that we are responsible for deciding 
how we hold and use personal information about 
you. Clúid adheres to all our obligations under the 
data protection legislation.

We will treat all your personal information as 
private and confidential, however there may be 
situations where it is necessary for us to share your 
information with others. These include:

 • your authorised representatives

 • third parties – when you ask us to

 • third parties – so that they can carry out duties 
or services on our behalf. For example, to carry 
out maintenance on our properties, or carry out 
customer surveys

 • your local authority

 • statutory and regulatory bodies

 • Clúid employees. This will help us provide  
our services.

You can find full details of Clúid’s  
Privacy Policy on our website  
https://www.cluid.ie/privacy-policy/ 

2. Your Tenancy Data Protection 23
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3. Moving In 

Below are some practical 
suggestions and reminders  
to help you get settled into  
your new home: 

Contact utility providers to make sure 
that everything is in order 

Organise phone, internet and TV 
connections with service providers  
if you want them 

Make sure you notify people and 
organisations of your new address. 
These might include your social welfare 
office, the tax office or your bank 

Contact An Post if you want your post  
to be redirected to your new address 

Arrange your bin collection with a local 
service provider

25



Who is responsible for setting up my utility 
accounts? 

It is up to you to ensure that your electricity 
or gas accounts are set up and managed with 
utility companies. These accounts must be in 
your name. Some utility companies may require 
a deposit before they set up a new customer 
account. It is also up to you to contact any 
phone, internet or TV providers if you want 
these services. 

Please note that there are restrictions on  
what types of aerials and satellite dishes you  
can attach to a Clúid property so make sure  
and check with the Customer Contact Centre  
team before ordering. 

Financing moving in 

Extra costs should be expected during and  
after you move into your new home. Some  
of the obvious costs include: 

 • Furniture removal costs 

 • Buying furniture or electrical goods

 • Home furnishings 
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3. Moving In Budget Sheet

There are also extra costs which are often 
forgotten. These include: 

 • Household contents insurance

 • Connection charges for phone lines,  
internet or TV 

 • Deposits for utility companies 

 • Fuel costs to heat your new home 

 • Bin collection charges 

You might find it useful to make a list of what you 
need to buy for the move and maybe spread out 
the extra costs over a period of time. To help, we 
have put together a weekly budget sheet which 
can help plan the cost of your move. 

Budget sheet

Here are some tips for completing the budget 
sheet:

 Know how much money you have to spend 
before you start

 Decide what is essential and what can wait 

 Shop around and compare costs for the  
best value

27
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Weekly Budget Sheet

Weekly Spending Amount Irregular Spending Amount

Rent Clothes

Fuel and electric Healthcare

Shopping Insurance

Childcare Cosmetics

Phone Bill Holidays

Transport Presents

Social School Uniforms

Newspapers/Mags Special Events

Pocket Money Loans

Snacks/Lunches Cable TV

Bins TV Licence

Motor Tax

Car Insurance

TOTAL € TOTAL €

Total Income €

Total Spending €

BALANCE €
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Movers

Move in costs Amount

Transport

Curtains & rails

Floor covering

Beds & bedding

Kitchen utensils

Electrical goods

Living room furniture

Decorating

School uniforms

Connection costs

Contents insurance

Refuse collection

Re-directing post

TOTAL €
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What can I do if I am worried about money? 

If you would like to speak to someone about 
money worries or if you need advice on 
managing your budget, you can contact your 
local MABS office (Money Advice & Budgeting 
Service) or visit their website www.mabs.ie. 
MABS provide a confidential and free service. 

Please note that if you do not pay your rent 
you will enter into Clúid’s rent arrears process. 
Visit our website https://www.cluid.ie/rent-faq/ 
to find out more about rent arrears. You should 
speak to our Customer Contact Centre as soon 
as possible if you are worried about your rent.
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Insuring your belongings

You are responsible for insuring household 
contents against accidental damage, fire or theft. 
Clúid only insures the structure of the property you 
live in. Contents insurance in your name covers 
your furniture or other belongings. Make sure the 
policy covers broken glass in doors and windows, 
as this is also your responsibility. You can organise 
contents insurance through an insurance company, 
Credit Union or bank. We suggest you shop around 
for the best value and find out the best payment 
option to suit your needs. 

Clúid recommends that you have 
contents insurance. Replacing electrical 
goods, clothing and other belongings 
can be very expensive after a flood/
major leak or burglary.
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Your Rent and 
Other Charges4
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Clúid is a not-for-profit 
organisation. Any profit we do 
make goes back into providing 
more homes and maintaining 
our properties. Your rent pays 
for the ongoing management 
and maintenance of your home, 
the communal areas and the 
running costs of Clúid. 

We take failure to pay rent  
very seriously. 

Most Clúid residents pay what’s called a 
‘differential rent’. This means that your rent  
is calculated based on the total amount of  
money coming into your household. Those  
on higher incomes pay more rent than those 
on lower incomes. 

334. Your Rent and Other Charges 
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What is a rent assessment? 

At the beginning of every year, Clúid will 
contact you and ask you to tell us how much 
money is coming into your household. We do 
this so we can calculate how much rent you 
should be paying. To do this, we also need 
proof of the income everyone over the age  
of 18 in your household receives. 

If you do not send us this information  
we will be forced to set your rent to the 
maximum amount. 

Do I get a rent book? 

All your payments are recorded on our 
computer system and you will receive a  
rent statement every three months. 

If you have any questions about your rent or 
you are worried about arrears you can contact 
our Customer Contact Centre on 01 707 2088  
or email cluid@cluid.ie. They may refer  
you to your Housing Officer for extra advice 
and support. 
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Service charges

Some Clúid properties have additional service 
charges included in the rent. These charges are 
unique to that particular property and depend on 
the costs of the services provided. These services 
are not normally provided by Clúid but are a 
necessary part of the property. Please speak to  
our Customer Contact Centre team if you would 
like to find out more about what is included in  
your service charge.

What kind of services may be covered by a 
service charge?

Service charges can include some of the 
following:

 • Extra cleaning services in apartment blocks

 • Management Agency fees

 • Bin collection

 • Security

 • Heating and lighting of lobbies and other 
communal areas

 • Lifts, security doors and fire alarm systems 

These are examples only. The Customer Contact 
Centre team can explain your service charge in 
more detail. 
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 How much will the service charge be? 

The service charge amount is reviewed 
annually. The service charge is based on the 
actual cost of providing the services on your 
estate. You will be given a detailed breakdown 
of the service charge each year. We will give 
you a minimum of two weeks’ notice before the 
new service charge amount is applied to your 
rent. You must pay your service charge and the 
amount is non-negotiable. 

What about bin collection charges? 

Depending on which part of the country you 
live in, you may have to pay bin collection 
charges to the local authority or to a private 
company. In both cases it is your responsibility 
to organise payments. In certain circumstances 
some residents may be entitled to apply for a 
waiver. You should check this with your local 
authority. If you live in an apartment block 
your bin collection charge is included in the 
service charge.
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Paying your rent and  
service charges

Before you move into your new home you will 
need to pay one week’s rent. You will then need to 
pay your rent every week, a week in advance. The 
rent week begins on Monday so that means you 
must pay your rent for the week ahead before the 
end of the previous week. You can also pay your 
rent monthly. This also has to be paid in advance. 

It is your responsibility to keep all receipts or bank 
records of your rent payments.

 How can I pay my rent? 

There are several ways to pay rent. Clúid 
recommends setting up a standing order from 
your bank account or household budget if you 
receive social welfare. These are normally the 
easiest ways of paying rent.

Other ways of paying include:

 • Paying online through our website  
www.cluid.ie

 • Paying over the phone by calling the 
Customer Contact Centre

 • Paying by electronic transfer using your 
online bank account

 • Setting up a post office Billpay account. You 
can use Billpay to pay your rent in any post 
office or shop with a PostPoint facility
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What is a standing order?

Paying your rent by standing order with your 
bank means you authorise your bank to deduct 
the rent from your account on a regular basis. 
Clúid recommends this payment method 
because it saves you the effort of having to 
remember and arrange to pay your rent every 
week or month. 

It is important to remember that you must 
always have enough money in the bank for the 
payment to happen. Even if you are a few cents 
short on the day the payment is made, the 
bank will not make the payment and your rent 
account will go into arrears. Some banks may 
charge a small fee for this service. 

How does a household budget work with my 
social welfare payment?

When you pay by household budget your rent 
is taken from your social welfare payment 
each week. This scheme is operated by An Post 
and, in order to qualify, you must be getting 
a certain type of social welfare payment and 
your payment must be paid through your local 
post office. The household budget scheme is 
free of charge. Please note it can take several 
weeks to change Household Budget payments 
if you need to change your payment amount. 

Clúid can help you set up a household  
budget. You can also find more information  
on the Citizens Information website  
www.citizensinformation.ie 
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Rent arrears

If you fall behind on your rent, you will enter into 
Clúid’s rent arrears process. During this process 
we will engage with you to help you repay the rent 
you owe and put measures in place to help prevent 
you from falling behind on your rent in the future. 

It is very important to note that if you do not 
cooperate with us to repay your arrears this will 
lead to legal action against you. This legal action 
will escalate up to, and can include, the termination 
of your tenancy, which means losing your home. 
Clúid can take rent arrears cases to the Residential 
Tenancies Board (RTB) for a legally binding 
Determination Order instructing you to pay your 
rent and repay your outstanding debt in full.

What is the Residential Tenancies Board (RTB)? 

Since 2016, all Clúid tenancies have been 
registered with the Residential Tenancies  
Board (RTB). The RTB has replaced the courts  
in dealing with the majority of disputes 
between landlords and tenants through their 
Dispute Resolution Service. 

What happens if you miss a payment?

If you miss a rent payment you should contact 
us immediately to make an arrangement to pay 
off the arrears. 
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What should you do if you are experiencing 
financial difficulties?

If you are in danger of falling behind on your 
rent, you should get in touch with our Customer 
Contact Centre immediately. If you need further 
help with your financial situation the following 
agencies can help:

1. Money Advice and Budgeting Service (MABS)

You can call the MABS helpline on 0761 07 2000. 
There open Monday to Friday from 9am to 8pm 
and have offices around the country too.

You can email a query to helpline@mabs.ie

Or you can find out more information on the 
MABS website www.mabs.ie 

2. Department of Employment Affairs and 
Social Protection (DEASP)

You may be entitled to apply to the 
Department of Employment Affairs and Social 
Protection for an Exceptional Needs Payment. 
Contact details for your local community 
welfare officer can be found on www.welfare.ie 

3. Society of Saint Vincent de Paul

The Society of St. Vincent de Paul is a charitable 
organisation that can help in times of need. 
You can phone the society on 01 884 8200  
for details about your nearest office or email 
info@svp.ie for more information. 
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Your rent statements

Clúid will send you rent statements every three 
months. You can also request an up-to-date rent 
statement at any time. Our Customer Contact  
Centre can help with this. 

Some residents will have sub accounts for things 
like rechargeable repair costs. If you have a sub 
account you will receive statements for these too. 

Clúid recommends that you keep records of your 
payments including rent payment receipts and  
bank statements. 

To give you an idea of what to expect, here’s  
what Clúid rent statements look like: 

 It will state your rent account number

 It will state your tenancy address

 It will say if your account is overpaid, in 
arrears or up to date 

 If the balance has a minus sign, this means  
an arrear that is overdue

 If the balance does not have a minus sign,  
this means your account is in credit

 If the balance is nil, your account is perfectly  
up to date – you have paid exactly the rent 
that was due
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This is your Account Number

This tells you the total amount of 
credit or arrears for your account

This column tells you the balance on 
your account after each transaction

This tells you the date you made  
an online rent payment

This tells you the date covered  
by your weekly rent charge

This tells you the date your standing 
order payment was received by us

This tells you the date of your most 
recent balance on your account and  
if you are in credit or arrears 

1

2

3

4

5

6

7

Your statement explained
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4. Your Rent and Other Charges Your Statement Explained



Your  
Home5

44 Clúid Housing Resident Handbook 



5. Your Home 

Clúid’s vision is a society where 
everyone has a great place to 
live. In order to achieve this, 
we have developed a document 
called the ‘Clúid Maintenance 
Guide’. This is available in full  
on our website. 

Clúid’s Maintenance Guide supports us to make 
sure your home meets Legislation and Regulatory 
Requirements. To achieve this, we also need your 
support. Where we don’t have your support, we 
may need to involve the RTB to find a solution.  
You can find out more about Legislation and 
Regulatory Requirements Housing (Standards  
for Rented Houses) Regulations 2017 on  
www.irishstatutebook.ie 
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Service delivery

Clúid has a dedicated Property Services Team that 
works to ensure your home meets the standards 
set out in our Maintenance Guide. Below is the list 
of standards:

1. Systems, policies and procedures 
the way we work

2. Customer service  
our commitment to you

3. New Business  
ensuring the quality of our new homes

4. Building Energy Rating (BER)  
improving the efficiency of our homes

5. Stock condition surveys  
maintaining a knowledge of the condition  
of our homes

6. Testing and servicing 
keeping you safe 

7. Fire risk management  
protecting against fire
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5. Your Home Service Delivery

8. Health and safety  
looking after you, our employees and  
our contractors

9. Cyclical maintenance programmes  
regular programmes such as external  
re-decoration

10. Planned replacement programmes  
for example: boilers, kitchens, doors  
and windows

11. Planned improvement programmes  
for example: changing an old heating  
system for one which is more economical

12. Responsive repairs service  
dealing with issues as they arise
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Reporting a repair

If something in your home needs to be repaired, 
the first thing to do is check and see if it is your 
responsibility or Clúid’s. Some exemptions apply  
but here’s a handy guide to help:

Repair type Who is 
responsible?

External You Clúid

Repair the structure and the 
outside of the property. This 
includes drains, gutters and 
external pipes

ü

Repair and maintain the main 
services, such as water, gas, 
electricity, sanitation, space 
heating of water. Repair any 
steps and paths that is an 
essential means of access to the 
property

ü

Repair any boundary wall or 
fence provided by Clúid ü
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5. Your Home Reporting a Repair 

Repair type Who is 
responsible?

External You Clúid

Repair and maintain all common 
areas around apartments, 
i.e. any area not part of your 
premises which is shared with 
other residents including halls, 
stairways, lighting, fire alarms 
and lifts

ü

Maintain open spaces, drainage, 
roads etc. ü

Paint the external of houses 
where required ü

Replacing TV aerials (except in 
apartment blocks) ü

Repairing or replacing gate and 
shed latches and bolts ü

Replacing broken glass and 
windowpanes ü

Cleaning gullies, for rainwater, 
washing machines, replace lost or 
missing gullies grids

ü
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Repair type Who is 
responsible?

External You Clúid

Replacing bulbs to security lights 
on the outside of your home ü

Replacing lost keys to door  
and window locks or repair  
or replacement of locks due  
to misuse

ü

Replacing lost or stolen fobs, 
swipe cards, or post box keys ü

Oiling door and window hinges 
and locks ü

Replacing letter box covers ü

Rubbish on premises ü

Shed maintenance ü

Garden maintenance ü

Cleanliness of areas within 
internal boundary in compliance 
with tenancy agreement

ü

Utility box doors ü

Pest control ü

Doorbells ü

Gates ü
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Repair type Who is 
responsible?

Internally You Clúid

Replacing plugs and chains  
to sinks, wash hand basins  
and baths

ü

Repairing surface damage  
to internal plasterwork ü

Replacing damaged pelmet, 
picture and curtain rails ü

Tightening loose fixtures  
and fittings ü

Unblocking sinks and wastes ü

Replacing hoses and shower 
heads ü

Replacing internal light bulbs ü

Resetting trip switches ü

Replacing broken toilet handles 
and toilet seats ü

Fixing loose handles to doors 
and windows ü

Installing washing machines, 
cookers, or dishwashers ü

Replacing meter cupboard doors ü

Cleaning chimneys ü
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Repair type Who is 
responsible?

Internally You Clúid

Replacing fire grates ü

Bleeding radiators ü

Removing scale from taps, sinks, 
baths and toilets ü

Re-sizing doors to fit over floor 
coverings and replacing or 
repairing all floorcoverings

ü

Replacing batteries to fire alarms ü

Carrying out internal decoration 
or decorative finishes ü

Heating control settings ü

Ensuring utilities are in credit 
to allow any repairs be 
implemented

ü

Pest control ü

Fixtures, fittings, components 
that have been accidently, 
negligently or wilfully damaged 
by a resident or any 3rd party

ü

Any alterations that are approved 
and need repairing ü
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Repair type Who is 
responsible?

Internally You Clúid

Any cosmetic improvements to 
fixtures, fittings, components 
i.e. kitchens in need of repair or 
replacement prior to planned 
maintenance programme

ü

Cleanliness of your home in 
compliance with the tenancy 
agreement

ü

Replacing missing keys to locks 
or repairing or replacing locks ü

Glazing ü

Replacement or repair to all  
floor coverings ü

Shower curtains, screens or rails ü

Tiling, grouting or sealant ü

Any property with a stove fitted 
by Clúid, fire with a back boiler 
or fire used as primary source of 
heating will be cleaned by Clúid 
annually 

ü

As a landlord we have a legal 
obligation to ensure all gas 
and oil appliances provided by 
Clúid are checked and serviced 
annually

ü
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If you believe that Clúid is responsible for the 
repair you will need to do the following:

 Ring Clúid and dial 11 for the repairs help desk

 Provide exact details of the problem

We will:

 Confirm whether the repair is your 
responsibility or not

 Where possible, we will tell you whether the 
repair will be carried out by Clúid or a third 
party contractor

 Where it is a Clúid operative, we will agree an 
appointment date and time over the phone 
when you call

The timeframe for repairs depends on the urgency  
of the problem. Repairs will be completed 
dependent on a time that suits both you and Clúid. 
If you suffer from a disability, it may be possible to 
respond to repairs in a shorter timeframe. Please 
make sure to provide details of your disability 
when reporting the repair.
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5. Your Home Inspections 

Inspections

Sometimes we need to do an inspection before 
carrying out the repair. Where needed, our Clúid 
Works planning team will contact you and make  
an appointment. Following inspection, any  
necessary work will be completed at an agreed 
appointment time.

How does Clúid check the quality of repairs?

Our Clúid Works team check selected repairs 
when they are completed. You may receive 
a phone call after your repair has been 
completed to make sure you are happy with the 
work. This will help us to improve the service 
you receive. We are grateful for your support in 
taking a few minutes to speak to our Customer 
Service Advisors when they phone.

Repairs in newly built properties

All newly built properties will have small problems 
and repairs. These are known as defects or snags. 
The defects or snagging period is the time in 
which the builders who built the properties are 
responsible for all repairs. Depending on the estate, 
this period will last 6 or 12 months. Although we 
will aim to get the builder to carry out the repairs 
in the same time period as our normal repairs, this 
may not always be possible. Please be patient and 
all repairs will be completed. We will keep you 
informed during this time.
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How should I deal with repairs during the 
defects period?

During the first weeks in your new home, you 
will be required to jot down all problems on 
a snag sheet. You will be given a snag sheet 
when you receive your keys. The snag sheet 
is for all small and nonurgent problems. Your 
Housing Officer will collect your snag sheet 
from you. 

Do not report repairs directly to the builder – 
even if they are still working on site. We need 
to know about all the repairs that occur in your 
home. Emergency repairs should be reported 
immediately to the Customer Contact Centre.

You must allow all reasonable access to our 
team and any contractors carrying out repairs 
or inspecting the issue. If you are not satisfied, 
please inform the Customer Contact Centre. 
Remember nonurgent problems will be repaired 
within the defects period and it may not be 
possible to deal with them immediately.

Emergency service

Clúid has an out of hours service for emergencies. 
The service is available outside of normal office 
hours, at weekends, on public holidays and over 
Christmas. The service covers emergencies only, 
for example fire or flood. The service is accessed 
through the main Clúid contact number:  
01 707 2088
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5. Your Home Emergency Service

When should I use the emergency out of  
hours service?

You should use the emergency service in the 
following situations:

 • If there is major damage to your home 

 • If the damage creates a risk to the safety of 
your household, or of the building 

What else am I responsible for?

You are also responsible for the following:

 • Taking reasonable steps to prevent pipes 
freezing in winter

 • Preventing drains from becoming 
blocked 

 • Using suitably qualified professionals to 
properly install washing machines and 
electrical or gas appliances 

 • Allowing Clúid employees or contractors 
to access your home to inspect or carry out 
repairs. Clúid will give at least 24 hours’ 
notice unless it is an emergency.

Please be aware that you will be charged for 
blockages caused by things like toys, toilet 
fresheners, or nappies.
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Who is responsible for chimney sweeping?

This depends on the heating system in your 
home. We will sweep your chimney every year 
if you have one of the following: 

 • a stove or range fitted by Clúid 

 • a back boiler

 • an electric storage heating system with  
an open fire

If you have gas or oil central heating, we 
assume that the open fire is only a secondary 
form of heating. That means you are 
responsible for sweeping the chimney if you 
use the open fire. It is important to have the 
chimney swept to reduce the risk of carbon 
monoxide poisoning. 

What is a rechargeable repair?

If Clúid has to repair something that is your 
responsibility then we will charge you for this 
service. This is called a rechargeable repair. You 
will also be charged if we incur unnecessary 
call out costs. For example, if we could not 
gain access to the property at the time we 
agreed with you or if we were called out to 
inspect faulty electrics when it was only a case 
of tripped switches. If you feel the recharge is 
unfair, you can make a complaint through our 
complaints procedure.

Examples of rechargeable repairs include the 
following:
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What is a rechargeable repair? (continued)

 • Any damage caused to any component, fixture,  
or fitting through wilful neglect 

 • Any damage left to get worse because Clúid was not 
informed of the damage 

 • Any heating element components that have been 
damaged due to neglect. For example, rubbish being 
burnt in a stove

 • Unblocking a toilet when the blockage was caused  
by the resident. For example, by placing baby wipes  
in the toilet

 • Allowing condensation to form and, as a consequence, 
allowing black mould to develop in your home

 • Correcting any adaptation or alteration to your home 
that is not authorised and needs to be corrected 

 • Using Clúid’s out of hours emergency service for  
non-emergency issues

 • Resetting trip switches caused by appliances

 • Cancelling an appointment and not giving Clúid 
reasonable notice

 • Stopping a contractor from entering your home 
despite agreeing to the appointment

 • Leaving your property in an unacceptable condition 
when your tenancy ends

 • Replacing glazing

 • Fixing airlocks caused by oil running out

 • Restricting or preventing access to stopcocks

 • Any works that contribute to the property reducing  
in value
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Dealing with common problems

You can solve lots of common problems in your  
home without the need to order a repair. Please 
read any manuals your Housing Officer has 
provided. These will provide valuable advice on 
how to manage your home. 

What if my heating breaks down?

When it comes to the heating and plumbing 
systems, there are a few things that you can 
check out before calling the repairs helpdesk. 
Don’t take any risks in deciding whether or not 
you can sort out the problem. 

 If in doubt call our Customer  
Contact Centre. 

 If you smell gas at any time, switch off 
the gas at the meter and call Bord Gáis 
immediately on 1850 20 50 50.

Here are some helpful tips if your heating  
breaks down:

1. Check that you have oil in the tank or credit  
on the gas card

2. Check the thermostat and timer – it may 
be set at the wrong temperature or to the 
wrong operating times

3. Repressurise the system
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5. Your Home Dealing with Common Problems

What if my heating breaks down? (continued)

4. Use the radiator key to check for air locks – 
bleed the radiator

5. Is the on/off lever to the oil tank or gas 
meter in the correct position?

6. If none of the above work, then contact our 
Customer Contact Centre

Remember to always read any written 
information you have received about the 
heating system – using the heating system 
effectively and efficiently will save you money.

What if there’s a leak?

1. Try to identify the source of the leak

2. Do what you can to minimise the damage.  
For example, lift the carpet or lino around  
the area, move any furniture or belongings  
and where possible use a container to catch  
the water

3. Call our Customer Contact Centre

4. If the leak is bad, you may need to turn  
the water off at the mains

It’s always good to know where your stopcock  
is - this can help minimise the damage to  
your home.
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What if there’s a flood?

Turn the water off at the mains and call our 
Customer Contact Centre.

What if the electrics aren’t working?

1. Check the fuse box / plug. Are trip switches 
in the right position?

2. Do your neighbours have power? If not, 
there may be a power cut in the area.

3. Turn the mains off if you smell burning  
or see smoke.

4. Contact the Customer Contact Centre.

Mould and condensation

Condensation occurs where water is visible as a 
mist on windows and wall surfaces. It is not so 
obvious on painted or papered walls but can still 
be there. Condensation can cause black mould 
growth which is bad for your home and your 
health. Any black mould growth indicates excessive 
moisture and is a warning that the heating, 
structural insulation or ventilation or all three may 
not be effective.
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5. Your Home Mould and Condensation 

Please report any black mould to our Customer 
Contact Centre. They will advise you further. It 
should, however, be noted that all Clúid properties 
have ventilation that is in accordance with building 
regulations at the time of construction.

Preventing condensation
There are many simple ways to reduce 
condensation. Here is some advice: 

 Produce less moisture in your home

 Cover pots and pans when cooking

 Don’t leave kettles boiling

 Dry washing outdoors if possible 

 If drying wet washing indoors, then put it in  
the bathroom with the door closed and 
windows left open

 Do not dry wet clothes on the radiators 

 Vent tumble driers to the outside air

 Do not use bottled gas heaters in your home 

 Keep trickle ventilators open when somebody 
is in the room

 Ventilate kitchens and bathrooms when in use 
by opening the windows 

63

5. Yo
ur H

o
m

e



 Close kitchen and bathroom doors when in 
use, this will help prevent moisture reaching 
other rooms, especially bedrooms which 
are often colder and more likely to get 
condensation. 

 Avoid putting too many things in your 
cupboards and wardrobes as this stops air 
circulating

 Use extractor fans in kitchens and bathrooms 
and open windows 

 Do not block any air vents in your home, and 
ensure vents are left open

 Wipe excess condensation off windows and 
surfaces with a towel every morning 

The air in your home holds water and given the 
chance this water will find the coldest point in 
any room on which to condense. The secret to 
condensation and mould management is to know 
where cold points are and to keep them clean and 
wiped down regularly. 
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5. Your Home Mould and Condensation 

How do I remove mould?

 • If you find any mould in your property,  
wipe it off immediately using a damp  
sponge or cloth

 • Do not use washing up liquid 

 • Apply diluted bleach solution to the wall or 
use a recommended mould removal product. 
Read the instructions carefully before using 
it. Make sure to wear rubber gloves to 
protect your hands and avoid stains.

 • Dry clean clothes and shampoo carpets  
that are affected by mould

 • Do not paint over mould as it must be 
properly cleaned or removed first. Then use 
special (fungicidal) paint to help prevent 
mould recurring.

Please remember the best weapons against 
condensation are a combination of background 
heat and good ventilation. Following the above 
guidelines will help to protect your home from 
black mould growth and its harmful effects.
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Cold weather advice

Cold weather can cause a number of problems for 
buildings. It is therefore important to be prepared 
and to know how to prevent damage to your 
home. If in doubt about what you should do, call 
our Customer Contact Centre.

Water systems 
Conserve water as much as possible to reduce the 
likelihood of supply interruptions. 

Do not leave taps running overnight. Ensure that 
you know the location of your internal stop tap for 
turning off the water supply. This is generally under 
the kitchen sink. Older properties may not have 
an internal stop tap but one that is located near 
the property boundary, generally on the footpath 
or verge outside your house. Before any problem 
arises, make sure you know where your stop tap is 
and that you can turn it on and off. 
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5. Your Home Cold Weather Advice

Try to maintain heat in the internal pipe network. 
This can be done by:

 Leaving on the heating system for  
longer periods

 Opening the attic trap door to allow warm  
air from the house to circulate around the 
attic pipework

 Leaving on a light in the attic to generate heat

 If a property is to be left unattended for a 
period of time, shut off water supply at stop tap

What if I discover a frozen pipe?

You will know that the mains water supply  
is off if the cold tap at the kitchen sink is  
not working.

Use water from the attic tank as sparingly as 
possible until normal service returns. Conserve 
water usage by avoiding taking showers or 
baths where possible. If taking a shower, keep 
the duration as short as possible. Only flush 
toilets when necessary. Do not leave taps 
running when washing - fill a small amount of 
water in the wash hand basin.

Switch off your central heating system and seek 
advice from Clúid’s repairs team by calling the 
Customer Contact Centre before continuing to 
use. Most heating systems can continue to be 
used but particular care is needed when dealing 
with solid fuel or back boiler type systems.
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What if I have water in the cold tap in the  
kitchen but no water in other taps or cisterns  
in the house?

This is likely to mean that your internal water 
pipes are frozen. Here’s what to do:

 • Switch off the water supply to at the stop tap 
outside your house 

 • Contact the repairs team through Clúid’s 
Customer Contact Centre 

 • Check the attic and ceilings for signs of a 
leak - if you detect a leak, drain the attic 
tank by running the bath taps.

Dealing with heating systems in severe weather 
Here’s some helpful advice to keep your heating 
system going in severe weather: 

 Try to prevent sections of heating pipework 
from freezing by insulating pipes 

 Turn your heating on for longer periods  
than normal 

 In extreme conditions, do not leave the heat 
off in rooms for extended periods. Turn all 
your radiators on for at least one hour per  
day to build up heat. 

68 Clúid Housing Resident Handbook 



 Attic spaces are particularly prone to freezing. 
In freezing weather conditions, you can leave 
the trap door to the attic space open to let 
warm air from the house circulate to the attic. 

 Get a qualified electrician to install a light 
over the water tank and expansion tank. 
Ideally get the electrician to install a 100W 
heat lamp. 

 Pay particular attention to solid fuel fired 
systems like back boilers or solid fuel AGAs. 
It is extremely important that the feed and 
expansion pipes do not freeze as many of 
these systems do not have automatic cut  
out protection. 

For oil fired systems: 

 Make sure you don’t run out of oil 

 Dip your tank now. If you have less than 
300mm (one foot) of oil left in the bottom, 
order oil immediately. Remember, there 
may be big demand on suppliers at times of 
extreme weather resulting in delivery delays. 

 If you do run out of oil, your oil line may 
become air locked and will need to be  
bled. If you haven’t done this before, ring  
your plumber.
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Making changes and alterations 
to your home

This section looks at maintaining the property 
and making it your home. As you settle in, you 
will probably want to make small changes and 
alterations to suit your own tastes. This is natural 
and we encourage it. 

But you must make sure that any alterations 
you make are safe and will not detract from the 
property and the estate you live in. That’s why you 
must get our written permission for any changes 
before any work begins. You must put your request 
in writing.

If any alterations are made that do not meet the 
necessary standards or are not certified, you will  
be required to pay any costs to rectify the issues.
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5. Your Home Making Changes and Alterations to Your Home

How do I get permission to carry out alterations 
in my home?

Step 1 

Speak to a member of our Customer Contact 
Centre and request an alterations form

Step 2

Complete the form with as much detail 
as possible and include any supporting 
documentation

Step 3

Return the completed form to your  
Housing Officer

Step 4

Your Housing Officer may then contact or  
visit you to discuss the proposed alterations

Step 5

You will receive written confirmation from  
your Housing Officer if the alteration has  
been authorised or declined.
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Clúid allows most reasonable alterations to 
properties. Each request will be looked at 
individually but in general the following  
guidelines apply:

 • No structural changes must be made, for 
example knocking through or removing walls.

 • No alterations can be made to the roof trusses 
in attic spaces.

 • Fencing or walls should not be higher than 
950mm around the front garden.

 • No fencing or walls will be allowed at the  
front of your home if these were designed  
as open plan.

 • You are not permitted to paint the outside  
of your home.

 • External structures like sheds or extensions 
will only be permitted if you have appropriate 
planning permission, have consulted your 
neighbours and satisfied any other statutory 
regulations.

There are also a number of other conditions:

 • Clúid insists that qualified tradespeople are 
used in any work carried out to our properties. 
For example, you must use qualified gas fitters 
and electricians. We will look for test certificates 
when the work is complete. 
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 • The tradesmen you employ must have adequate 
insurance cover.

 • If you are not sure how to go about organising 
repairs or alterations , please speak with our 
Customer Contact Centre team for guidance.  
The team will advise you on how to ensure that  
the work is carried out to a high standard.

 • No alterations should be made during the 
defects period, usually the first year of a  
new property.

 • Clúid will not repair or maintain any changes 
or additions you have made. For example, if 
you install an electrical shower without our 
permission, you will be responsible for any 
repairs to that shower afterwards.

 • Clúid will not compensate you for any 
alterations you have made if you leave.

 • If you decide to leave the property and wish 
to remove any alterations or improvements 
made during your tenancy you must reinstate 
the originals or an alternative agreed with your 
Housing Officer. Any reinstated original items  
must be in reasonable condition, for example 
kitchen units or doors.

 • We may also ask you to reinstate the original 
features before you move out if your alterations 
are of lesser quality or do not comply with our 
design standards. You will be charged for any 
alterations that are not safe or that Clúid needs  
to fix. 
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Satellite Dishes
 • Satellite dishes may not be attached to the front 

or sides of buildings or on blocks of apartments

 • If you want to install a satellite dish, please 
attach it to the side or rear of the chimney of 
your house

 • Under no circumstances should more than one 
dish be attached to any building 

 • You will be asked to remove incorrectly attached 
dishes and make good any damage at your own 
expense

Can I change the internal decoration?

Yes, you can decorate the inside of your home. 
If you are moving into a new property, please 
do not hang wallpaper in the first year as Clúid 
needs to monitor any settlement cracks or 
stains that may appear. If you want to paint 
the walls in the first year of a new property, 
remember that repairs on minor cracks in the 
plaster work may be needed during this time. 
Clúid is not responsible for matching any new 
paint colours you may have used, so if you 
are redecorating, keep some of the paint. You 
do not need to make a written request before 
carrying out any internal decorations. 
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What if I want to put in a shower?

Talk to our Customer Contact Centre about 
what you are planning to do. We must be 
satisfied that the shower is installed safely, to  
a high standard and will be maintained by you.

Can I paint the outside of my property?

If you want to make changes to the outside 
decor of the property you must ask the 
Customer Contact Centre for permission 
first. Clúid is responsible for maintaining the 
exterior. We hope you agree with us that the 
outside appearance of your home is extremely 
important. We have a regular programme 
for repainting the outside our properties and 
we should be able to tell you when we are 
planning to paint your house next.

5. Your Home Making Changes and Alterations to Your Home 75

5. Yo
ur H

o
m

e



Gardens and outdoor spaces 

Gardens, balconies and communal outdoor spaces 
play a huge part in keeping your community 
looking well so it is very important that they are 
kept tidy and well maintained.

What do I have to do with my garden?

The upkeep of both front and back gardens  
is your responsibility. They are yours to  
design and enjoy. For those who are not  
so green fingered, we ask as that you keep  
your grass cut. 

You and your neighbours or the Residents’ 
Association might decide to buy a communal 
lawnmower, which can cut down costs. Litter 
and rubbish must be cleared from the gardens 
regularly. Use of the garden as a dumping 
ground for bulk items or for hoarding refuse 
will not be tolerated.

Can I plant trees or shrubs?

Yes, you can plant small trees or shrubs in your 
private garden but please be reasonable with 
the type of trees and shrubs you are choosing. 
They should be suitable for small gardens, 
not cause a nuisance to your neighbours by 
overshadowing or leaves falling and of course 
their roots and branches should not damage 
the house. Always check how big the tree 
or shrub could grow as it may cause major 
problems for you in the future if it gets too tall. 
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5. Your Home Gardens and Outdoor Spaces

What if I want to put up a wall or a fence 
between my neighbour and myself?

The first thing to do is talk to your neighbours 
about what you would like to do. If they are 
unhappy about your plans, see if a compromise 
can be reached. You will need authorisation 
from your Housing Officer either way. Please be 
aware that on open plan estates you will not 
be given permission to put up a wall or a fence 
at the front of your house.

What if I don’t have a garden but a balcony?

It is your responsibility to keep your balcony 
tidy. You are welcome to have flower pots and 
garden furniture on the balcony, but it is not 
acceptable to hang washing out on the balcony 
or to store prams, bicycles or other bulky items 
on the balcony. For safety reasons, you are 
also not allowed to use any barbeques, patio 
heaters or gas cylinders on your balcony. 

Who sweeps the footpaths and roads? 

In some cases, your local authority is 
responsible for cleaning roads and pathways. 
However, it often falls to people living on 
the estate to organise a local clean up. You 
can make a major contribution if you take 
responsibility for keeping the area immediately 
outside your home litter free.
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Who looks after the communal outdoor areas?

In some new estates, the builder is responsible 
for maintaining the landscaping of the 
communal areas for the first year. Where 
this is not the case, your Housing Officer is 
responsible for arranging maintenance of the 
communal areas. This is sometimes done in 
conjunction with the residents. If you have any 
suggestions or would like to get involved with 
the landscaping, talk to your Housing Officer.

We also rely on you and your neighbours to 
keep the open areas tidy and litter free and  
to clean up after your dog.
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5. Your Home Adaptations for Disabled or Older Persons

Adaptations for disabled or  
older persons

Some residents will need to adapt their home to 
help with access or mobility issues. If you need 
adaptations or mobility aids in your home, contact 
your Housing Officer and they will advise you on 
your options. Options might include a transfer to 
more suitable accommodation or an application 
by you to the local authority for a grant under the 
Housing Adaptation Grant Scheme for People with 
a Disability or the Mobility Aids Grant Scheme. 
Clúid does not pay for adaptations or any shortfall 
in grant aid except in very limited circumstances.
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Your  
Community6
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6. Your Community 

When you move in, your priority 
will probably be to arrange 
your new home the way you 
like it. Over time, it is likely that 
the way your neighbourhood 
looks will become increasingly 
important to you. The upkeep 
of the communal areas and 
the general tidiness of your 
community say a lot about how 
people feel about living there. 

We have designed and built our neighbourhoods 
to be attractive places to live. However, good 
quality housing and well-designed homes do not 
guarantee a successful community. At the heart 
of every successful neighbourhood, which looks 
appealing and inviting, are residents who have 
invested time, energy and effort into making  
the area a success. We hope you will feel pride  
in your community and your surroundings. 
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What can you do to make your neighbourhood 
a success?

You and your neighbours determine how your 
neighbourhood develops. You don’t have to 
be involved in a residents’ group or coordinate 
activities to get involved in this. Here are 
some simple ways to make your community 
something everyone is proud of: 

 • Keep your home, garden or balcony clean 
and tidy 

 • Make an effort to get on with your 
neighbours 

 • Make an effort to sort out problems with 
your neighbours 

 • Join in with things like clean-ups and 
residents’ meetings
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6. Your Community You and Your Neighbours

You and your neighbours

Getting on with your neighbours is your 
responsibility and common sense will help make 
the relationship work. We asked our residents 
about their experience using common sense to 
ensure they get on with their neighbours. Here’s 
the advice they gave:

 Make sure you respect your neighbours’ right 
to live peacefully

 Do not engage in behaviour that offends or 
upsets your neighbours

 Look after your home and garden or balcony

 Always drive and park your car in a way  
that doesn’t endanger or interfere with  
your neighbours

 Where permitted, residents must take 
responsibility for their pets

 Keep an eye out for your neighbours and  
their home, they’ll do the same for you

 Be responsible and make sure the behaviour 
of your visitors doesn’t upset your neighbours

 Always be mindful of noise, especially at night 
and early in the morning

Clúid agrees with this approach to being a  
good neighbour and believes these are very 
reasonable expectations of what being a  
good neighbour means.
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What should I do if I have a problem with my 
neighbour?

There will be times when neighbours disagree. 
Before approaching your neighbour, stop and 
ask yourself the following: 

 • Am I being fair and reasonable? 

 • Do I have all the facts? 

 • Am I willing to listen to what they have  
to say? 

Here are some simple steps that can help solve 
problems with your neighbours:

 • Explain to your neighbour how their 
behaviour is affecting you 

 • Try to resolve the problem yourselves and 
don’t get other neighbours involved if they 
are not affected 

If the problem persists and interferes with 
your peace and quiet, then contact your 
Housing Officer.
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6. Your Community You and Your Neighbours

What can be done about noise in apartments?

Apartments cannot be completely soundproof. 
Noise can be heard relatively easily through 
floors and walls. We, therefore, expect 
neighbours to be tolerant and to show each 
other respect. Keep the noise you make at 
reasonable levels, particularly the sound from 
radios, music systems and TVs. Talk to your 
neighbour if you are troubled by noise.

If the problem persists and interferes with  
your peace and quiet, then contact your 
Housing Officer.
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Anti-social behaviour

Clúid knows that anti-social behaviour can have an 
extremely negative effect on the day to day lives 
of residents and their families. We will not tolerate 
anti-social behaviour. Our team is committed to 
preventing and addressing anti-social behaviour.

We will always investigate and try to solve anti-
social behaviour complaints. In order to take 
effective action against people who cause anti-
social behaviour, we need to receive reliable 
accounts from our residents.

What is anti-social behaviour?

Anti-social behaviour includes the following 
examples:

 • Persistent noise 

 • Intimidation, harassment or threats

 • Actual violence against people

 • Sale or supply of drugs

 • Targeted vandalism used to harass  
or intimidate others

Anti-social behaviour does not include everyday 
living noises such as washing machines or  
lawn mowers. 
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6. Your Community Anti-social Behaviour

What should you do if you witness anti-social 
behaviour?

You should report any instances of anti-social 
behaviour to Clúid as soon as possible. You can 
do this in the following ways:

 • By calling our Customer Contact Centre on  
01 707 2088

 • Through the Contact page of our website  
www.cluid.ie

 • By sending an email to cluid@cluid.ie

 • Speaking to your Housing Officer 

When reporting anti-social behaviour, you will 
need to provide the following details:

 • What happened? 

 • Who was involved?

 • Where and when did the anti-social 
behaviour take place?

 • Did you report the incident to the Gardaí? 

 • How is the behaviour affecting your 
wellbeing?

If the anti-social behaviour is of a criminal 
nature you should report it to the Gardaí 
immediately. Make sure to request a pulse 
number and to share this with Clúid.
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What will Clúid do when you report anti-social 
behaviour?

When we receive a report of anti-social 
behaviour, we carry out an investigation.  
We will ask you to record further instances.  
We will take a written statement from  
everyone involved. 

If our investigation confirms anti-social 
behaviour has occurred, we will follow our 
formal warning process. Cases of serious or 
persistent anti-social behaviour may result in 
termination of the tenancy and eviction.

Our website has an anti-social behaviour toolkit 
to help tackle anti-social behaviour in your 
community. Please visit www.cluid.ie/yourhome  
for more details.
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6. Your Community Domestic Violence 

Domestic violence

Clúid defines domestic violence as threatened or 
actual abuse carried out by a current or former 
member of a household against another member 
of the same household. It can consist of physical, 
emotional, mental or sexual abuse, or any 
combination of these. 

Domestic violence can have an extremely negative 
effect on the day to day lives of residents and their 
families. Clúid has a responsibility to protect, as far  
as possible, our resident’s right to peacefully enjoy 
their home. 

Domestic violence is unacceptable and is a breach  
of Clúid’s tenancy agreement. 

89

6. Yo
ur C

o
m

m
unity



Clúid will follow our Domestic Violence Policy in 
responding to any reports of domestic violence. 
There are a number of specialist organisations that 
can offer advice to victims or witnesses of domestic 
violence. Here are some examples: 

National Domestic Violence 
Helpline (for women)

1800 341 900

Amen (for men experiencing 
domestic violence)

046 902 3718

National Sexual Violence 
Helpline (for men and women)

1800 778 888

Citizens Information Centre Lo 
Call (will provide local details)

0761 07 4000

HSE Elder Abuse Helpline 1850 24 1850

Legal Aid Board 1890 615 200

You can also visit the following websites for more 
information:

www.safeireland.ie

www.womensaid.ie

www.legalaidboard.ie

www.moveireland.ie
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6. Your Community Getting Involved in Your Community

Getting involved in your 
community

Clúid welcomes feedback from residents about 
the services we provide. We also encourage our 
residents to get involved in their community. Your 
Housing Officer can tell you more about all the 
ways you can get involved. 

Here are some of the ways our residents provide 
feedback on Clúid services and get involved in 
their community:

Individual feedback 
You can share your views by speaking to your 
Housing Officer, telephoning the Customer 
Contact Centre, e-mailing us or by sending a letter. 

Resident Surveys 
We run regular surveys to find out what you and 
your neighbours think of our services. You may be 
asked to complete a general satisfaction survey, or 
asked about a specific service you have received, 
such as a repair. We appreciate you taking the time 
to answer these calls as they help us monitor and 
improve our services. 

Working groups 
These are informal resident groups that focus  
on a particular issue in their neighbourhood.  
These groups work together to address that  
issue. Examples include landscaping, litter, social 
events or children’s activities. These groups focus 
on tasks and tend to finish when the task has  
been completed. 
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Resident associations 
These are probably the most commonly known 
forms of resident involvement. A resident 
association is a formal group of residents who 
meet on a regular basis to discuss matters relating 
to the neighbourhood. Resident associations 
must have an elected committee, a constitution 
and comply with Clúid’s recognition criteria. Your 
Housing Officer can tell you more.

Focus/research groups 
Sometimes we organise focus groups. These are 
informal gatherings of individual residents who are 
brought together to discuss a particular topic. The 
discussion is coordinated either by a member of 
Clúid’s team or an independent facilitator.

National Resident Advisory Group 
Clúid has a National Resident Advisory Group that 
meets regularly. The group explores issues that are 
important to our residents and this group supports 
Clúid to improve. They also contribute ideas and 
suggestions to ensure there is a resident voice and 
influence in how we grow and develop services. 
Please contact the Customer Contact Centre if 
you would like to know more about the National 
Resident Advisory Group. 
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How can I start a group in my community? 

It can be difficult to know how to get things 
up and running. Clúid can help in a number of 
ways. We can offer suggestions to all groups 
starting out on where to source training and 
support. We also offer help and advice directly 
which includes the following: 

 • Helping residents to look at different ways of 
getting involved 

 • Information on setting up a resident group 

 • Support and advice 

 • Help funding activities and providing 
insurance for events

Your Housing Officer can provide more 
information on how to get started.
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What kind of activities do residents get involved 
in?

There are lots of activities that residents and 
groups get involved in. Here are some of the 
activities that are currently going on around  
the country: 

 • Welcoming new residents 

 • Overseeing landscaping of communal areas 

 • Organising clean ups 

 • Organising social events 

 • Holding gardening competitions 

 • Working with the Clúid team on issues that 
affect residents 

 • Representing residents in groups involved in 
the wider area 

 • Traffic calming 

 • Setting up Neighbourhood Watch Schemes 

 • Advising architects on regeneration and 
refurbishment plans 
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Who can get involved?

Everyone has something to contribute. If you 
are interested in seeing your neighbourhood 
develop and you would like to be part of a 
group, then why don’t you give it a try? 

Are there grants available? 

Clúid’s community grant funds projects that get 
neighbourhoods involved in addressing local 
issues like environmental projects, social events, 
community arts or any ideas that you think will 
benefit your community.

The group must aim to benefit the whole of 
the Clúid community but it doesn’t need to be 
a formal residents association. The community 
grant is awarded annually, and the amount 
is based on the number of homes in your 
neighbourhood. 

Your Housing Officer can tell you how much is 
available for your neighbourhood.
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Transferring  
or Moving Out7
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If your circumstances change 
you can apply for a transfer to 
another Clúid property or to a 
local authority property. Clúid 
can only manage applications 
for transfers to other Clúid 
properties. If you are requesting 
a transfer to local authority 
housing or another housing 
association you must contact 
them directly.
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How do I apply for a transfer?

To meet the requirements for a transfer you 
must have lived at your current address for at 
least one year and you must have kept to the 
terms of your tenancy agreement. For example, 
we will not accept applications for transfers 
from residents who have rent arrears. 

You will be asked to show why you need to 
transfer. Examples of the reasons people 
request a transfer include health reasons or 
moving closer to a new job. 

The first step in the transfer process is to 
contact your Housing Officer or the Customer 
Contact Centre for more information. You will 
then need to complete a transfer application 
form and to provide supporting information.

How long does a transfer take?

The length of time it takes to transfer from 
one property to another varies. Clúid does not 
have control over how long it might take for 
a suitable property to become available. This 
depends on how long it takes for a vacancy to 
come up in the area you wish to transfer to and 
whether or not your local authority approves 
the transfer. In some cases you could be on 
the transfer list for a number of years. We will 
contact you if a suitable property becomes 
available but you should also register with your 
local authority to increase your chances. 
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Mutual exchanges

Another common way of transferring is to swap 
homes with someone else who is looking for a 
transfer. This is called a mutual exchange. The 
exchange can be between two Clúid residents 
or between residents of other social housing 
landlords. Both Clúid and the other landlord must 
agree to the exchange. Contact your Housing 
Officer for more advice and to find out what 
the conditions and requirements for a mutual 
exchange are. 

Clúid does not manage a waiting list for mutual 
exchanges. If you wish to transfer to another 
property, it is your responsibility to find somebody 
who wants to exchange their home with yours. 

The Clúid website has a property swap page where 
you can advertise your home. Please contact 
your Housing Officer to request this. You can view 
available transfers here www.cluid.ie/property-swap
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Moving out

If you decide to move out of your Clúid home 
you must give us 28 days’ notice. You can give 
us notice in writing, by email, or by calling the 
Customer Contact Centre. 

Here are the steps you need to take to end  
your tenancy:

 One month before you move

Please tell your Housing Officer as soon as you 
know you’re planning to move. We will ask 
you to sign a ‘Notice of Tenancy Termination’. 
The Housing Officer will arrange to visit you to 
inspect the property and to discuss details of 
the move.

 During your Notice Period

 • Pay your rent until the end of the  
notice period

 • Clear any arrears on your rent account

 • If you pay by Standing Order or Household 
Budget, cancel the payments from the 
agreed date you will move out

 • Ensure that you have arranged to meet  
a Clúid team member on the day you  
are leaving. Do this through your  
Housing Officer.
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 • Ensure that your home will be left clean, 
and in a good decorative condition

 • Ensure that open gas supplies are capped 
off by a suitably qualified person

 • Ensure that open water pipes, such as  
from washing machines or dishwashers, 
are capped off

 • Ensure that electrical appliances are 
disconnected by a qualified electrician and 
all wiring is left safe

 • Carry out any repairs that are your 
responsibility

 On the day of leaving

 • Ensure that the water is turned off at  
the stopcock

 • Close and secure all windows and doors

 • Take final readings from your gas and 
electricity meters and tell your supplier  
what date you are moving

 • Hand over all keys, entry and swipe cards  
to a Clúid team member

 • Take all your belongings with you and 
remove any rubbish

 • Complete the surrender form. Once this 
is completed satisfactorily you will have 
properly ended your tenancy and your 
responsibility for the property and rent.
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What about alterations I made to the property?

Clúid may require you to remove alterations 
and return the property back to how it was 
when you first moved in. We won’t ask you to 
remove mobility aids or other special needs 
adaptions as these can sometimes be used by 
other residents. Your Housing Officer will let 
you know whether any alterations must be 
reversed or not.

What if the property is damaged or there are 
repairs needed?

It is your responsibility to leave the property in 
an acceptable condition and to complete any 
repairs that you are responsible for. You should 
use the following checklist to ensure you leave 
the property in an acceptable condition for 
future residents.
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Moving out checklist

YES NO

Is the paint in good clean 
condition?

Are the bathroom and kitchen 
tiles in good condition? 

Are all the door handles and light 
fittings in good condition?

Are the window openings 
working and in good condition?

Are the bathroom fittings, toilet, 
sink, and bath or shower in good 
condition?

Are the wardrobes clean and in 
good working condition?

Is the hot press tank and shelving 
in good condition?

Are the kitchen units cleared 
out, clean and in good working 
condition?

Is the sink and drainage system  
in good working condition?

If you have any questions about moving out please 
contact your Housing Officer in advance of moving 
out. Your Housing Officer can also confirm what 
repairs are your responsibility.
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What should I do with things I don’t want to 
take with me?

You must remove all your furniture, personal 
belongings and rubbish before your tenancy 
ends. Clúid will charge you for removing 
anything left behind, including rubbish.  
Your local authority’s website will have a  
list of recycling and waste disposal options  
in your area. 

What if I still owe rent or other charges when  
you leave?

If you do not pay everything you owe us or 
do not have an arrangement with us about 
repayment, we will take legal proceedings 
against you. We may also use a debt collection 
agency to recover any money you owe.
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Abandonment

If you are away from your home for more than four 
weeks without letting Clúid know, we may consider 
your property to have been abandoned by you. 
We will make all reasonable efforts to contact you 
and, if you do not respond, we have the right to 
repossess the property and secure it by changing 
the locks. In some cases we may need to board up 
the property too. Clúid will then arrange for the 
property to be cleared and will store any valuable 
items that were left behind for a maximum of 28 
days. If we cannot contact you or you don’t collect 
your belongings, we will dispose of the items.
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Notes





www.cluid.ie
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