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1. Emergencies
1.1) Gas Escape
1) If you smell gas, call Transco immediately on 0800 111 999. They will advise
you if further steps need to be taken.

1.2) Crime/Vandalism
1) If you witness, or are aware of, any crime in or around your property, call the
police immediately on 101.
2) If the crime is related to the property, e.g. a burglary or broken windows, call the
police in the first instance and make sure they give you a crime incident number.
Then report the incident to Cullen Property, with the crime number.

1.3) Fire
See below link from Lothian and Borders Fire Service on what to do if a fire broke
out in your home:
www.lothian.fire-uk.org/downloads/LBFRS_EscapePlan.pdf
1.4) Water leaking from an upstairs flat
1) Go upstairs to speak to your neighbour. Call Cullen Property and advise us of the
leak and where it is coming in about.
2) If it is outside office hours and no one is in upstairs call the City of Edinburgh
Council on 0131 200 2000. They can turn off the water in the empty flat.
1.5) Water leaking from the roof
1) Call Cullen Property. Let us know where the leak is coming in about.
2) If it is outside office hours, please refer to the emergency contractors list which
you can find on; www.cullenproperty.com/property-maintenance/

3) A small drip of water can wait until our office is open. Place a bucket under the
drip to protect the carpets.
1.6) Water leaking from within your own property
1) Turn off the water. Familiarise yourself with the location of the stopcock before
an emergency situation arises.
2) Call Cullen Property. Let us know exactly where the leak is coming from.
3) If it is outside office hours refer to the emergency contractors list. A small drip of
water can wait until our office is open.
1.7) You are locked out of a property
1) If you are a joint tenant, contact the other tenants to help you if possible.
2) Within office hours (Monday to Friday - 9am to 5pm), Cullen Property will lend
you a set of keys for you to gain access to the property. If you have lost your keys
you can then get a new set cut. Please note that keys signed out for this purpose
must be returned within 24 hours. You must not break in to the property; otherwise
you will be liable for any damage.

2.Common Maintenance Problems
Here is a list of problems you may be able to fix yourself. Try these before
contacting Cullen Property.

2.1) Lights not working/Loss of power to the property
First, check to see if there is a reason why the lights are not working. If it is just
one light, there is a good chance it is just a light bulb that needs to be changed.
You are responsible for changing the light bulbs in your property. There should
be ladders in the property, if not we can ask your landlord to provide these.
If it is more than one light that is not working and/or there is a loss of power to
part of the property, it may be that one of the main electrical switches has
tripped. These are usually located at the fuse box. Familiarise yourself with its
location. Some trip switches may need to be just switched back on again; some
may be RCD switches which have a button which needs to be pressed first and
then the switch put back to the on position. If this is not the case then please
report your issue through our website on the 'Report a Maintenance Problem'
section.
2.2) Loss of power to the whole property
Check with your neighbours to see if they have a problem too; it may be that
there has been a power cut. You can call Scottish Power on 0800 092 9290 to
check if there has been a power cut and when the power is likely to be back on.
If there has not been a power cut and it is only your property that has a
problem, try switching off the main power switch, followed by all the other
switches on the fuse board. Then put them all back on again, starting with the
main switch, one at a time. This quite often solves the problem but if not please
let us know and we will call an electrician.

2.3) Central heating/hot water not working
Check your boiler is switched on. There will be a power switch on the boiler
itself or on the wall near to it.
If you have a combi boiler, check the boiler pressure gauge. This is located on
the front of the boiler and is sometimes behind a removable panel. The gauge
should be between 1.0 and 1.5 bar.
If it is lower than this then you will need to top up your boiler. The boiler will
automatically stop working if the pressure gets too low (below approx 0.5 bar)
To top up your boiler you will need to know the location of the top up valve. The
valve is either a small black lever that you turn to be parallel with the pipe to
open it, or it may look like a tap and turn anti-clockwise to open. You will need
to open this valve for long enough for the boiler pressure to reach 1.5 bar.
This job may take two people as the top up valve may be in a different location
to the boiler.
REMEMBER TO TURN THE TAP OFF AGAIN ONCE THE PRESSURE IS AT
1.5 BAR!! FAILURE TO DO SO WILL RESULT IN EXTENSIVE DAMAGE TO
THE BOILER.
If it starts losing pressure again after you have topped it up then do not top it up
again. It means that there is a leak somewhere; please report your issue
through our website on the 'Report a Maintenance Problem' section.
DO NOT TRY TO MAKE ANY REPAIRS TO THE BOILER YOURSELF

2.4) Electric Storage Heaters
These heaters automatically switch on at night when the electricity changes
over to a cheaper tariff, usually around 10 or 11pm and then they switch off in
the morning around 7.30 to 8am. They heat up overnight and slowly release
the heat the following day. You cannot turn the heater on and get instant heat
and you must ensure that it is left switched on at night in order for the heater to
work the following day.
If the heaters are not working, check the settings and that that they are plugged
in and turned on. Some are wired into a fused point at the wall; check the fuse.
The trip switch at the main fuse board should also be checked.
If it is still not working please report your problem through our website on the
'Report a Maintenance Problem' section.
2.5) Blocked drains
Slow flowing drains are usually caused by one of the following:
• Food particles
• Grease
• Rice
• Hair
• Foreign objects
Remove any of the above and if the drain is still slow to clear use soda crystals
which you can purchase from any supermarket. If the problem continues please
report your issue through our website on the 'Report a Maintenance Problem'
section.
You may be charged for the plumbers call out cost if you request a call out for
this type of problem.

3. Prevention is better than cure
Many maintenance problems arise from misuse of equipment or tenant
negligence. Cullen Property will charge you for repairs of this nature.
The guidelines below will help prevent any unnecessary repairs to your property
3.1) Washing machines
Check the pockets of your clothes before putting them in the washing machine.
Items such as coins, hair clips etc. can become lodged in the machine and stop it
from working and can sometimes cause a tear in the seal or drum. This can then
lead to a costly repair and can sometimes result in the machine being replaced.
Wash bras in a laundry bag as the underwire can come out and become lodged in
the machine. Check the filter to make sure that there is nothing in the machine
causing the problem.
If the washing machine is not draining or spinning, it could be that the machine
has a crease-guard or rinse-hold facility and that this is switched on, switch this
off.
If the machine is still not working, please report your issue through our website on
the 'Report a Maintenance Problem' section. If however, the engineer finds that
there is something in the filter or you have crease-guard or rinse-hold switched on
you will be liable for the cost of the repair.
3.2) Vacuum cleaners
Vacuum cleaners are designed to pick up dust and crumbs. They become
blocked when unsuitable items such as hair wrapped around the rotor, elastic
bands, paper clips and pens. If the vacuum cleaner is not picking up either from
the hose or the base, it is blockage; check to ensure that there is nothing stuck in
either the base, the hose or any pipes.

3.3) Mice/Vermin
Many infestations result from poor hygiene. Mice are attracted by any crumbs
or food that may be left around. Keep your home tidy and hopefully rodents
will not visit.
3.4) Windows
If a window has a safety catch it is there for a reason. The glass or the window
mechanism can break as a result of the wind catching an open window that has
had the safety catch removed.
Sash and case windows have weights to assist with keeping them in place.
Cullen (assuming windows have been used in accordance with their design)
will replace broken sash cords.
3.5) Enamel Baths
Always read the manufacturer’s instructions on any cleaning products you use.
Some are not suitable for use on enamel baths and can damage them. Do not
use any abrasive materials such as scouring pads on an enamel bath.
3.6) Saniflo Toilets
Do not flush any other material down the toilet other than toilet paper. Rim
blocks, face wipes, sanitary aids, condoms, cotton buds etc will block the
drains. You will be charged for blockages unless it can be clearly identified that
there is a malfunction with the equipment not resulting from misuse.
3.7) Smoke Alarms/Co2 detectors
Only remove the batteries from your smoke alarm if you are replacing them. Do
not remove them to use for something else. If the alarm is making a beeping
noise, it could mean that the battery needs to be changed.
Test your smoke alarm/Co2 detector once a week by pressing the test button
on it. If the battery needs to be replaced it is your responsibility to do this.

3.8) Bathroom Extractor Fans
Check the isolator switch is turned on. We find most of the problems with
extractor fans are due to the switch being turned off. If we call an electrician
and the switch is off, we still incur a call out charge and this will be passed on
to the tenant.
3.9) Kitchen Sinks
Do not allow dirty dishes to pile up or dispose of food or cooking oil/fat down
the plug hole. Waste food should be scraped into the bin before washing the
plate. Excess waste food in the sink can lead to blocked pipes.
3.10) Dishwasher
As for sinks, ensure waste food is disposed of before putting crockery and
cutlery in the dishwasher. The filter should be kept clean and a dishwasher
de-greaser should be used once a month. Purchase from any super market.
3.11) Spillages
Always mop up spills on carpets, floors and work surfaces immediately. The
longer you leave them the harder they will be to remove.

In the kitchen
Oil doesn’t make everything run smoothly
Fat, oil and grease in liquid form may not appear to be harmful as they don’t
get stuck in the plughole, but as they cool they congeal, harden and stick to
the inside of drains and sewers, which can cause drains to block, flooding
you and your neighbours.
Did you know?
• All fats are equal. Whether it is saturated fat (like lard), mono-unsaturated
fat (like olive oil) or vegetable oil - they all congeal and harden.
• It is an offence under the Sewerage (Scotland) Act 1968 to dispose of fat,
grease or oil down your sink.
Your kitchen checklist:
• Fat, oil and grease - leave to cool and then scrape into a sealable container
and put it in the bin.
• Give plates, pots, utensils and containers a quick scrape or wipe with some
kitchen towel before washing and use a sink strainer in the plughole to catch
any bits of leftover food going down the sink.
• Believe it or not soup, stocks, sauces and milk products all contain fat,
which can also congeal and harden in your drains - leave these to
cool/harden, scrape into a container and put them in the bin*.
• Peelings - put any waste food and peelings into your household rubbish.

In the bathroom
Wipe out blocked drains
The waste water drain which runs from your house to the public sewer is usually
about 4 inches wide, which is less than the diameter of a DVD.
Flushing things like wipes, nappies or cotton buds down the toilet can cause
drains to block, flooding you and your neighbours.
I
Everything else should go in the bin, not down your toilet - check out the
bathroom checklist of ‘never flush’ items below:
• all wipes (baby, personal cleansing, toilet and household cleaning) - even if the
pack says ‘flushable’
• sanitary items (sanitary towels, tampons, liners, applicators and backing strips;
• cotton wool, cotton buds, disposable nappies and nappy liners
• condoms, incontinence pads, colostomy bags, used bandages and contact
lenses

4. Condensation
4.1) Condensation
Air can hold varying amounts of moisture, depending on its temperature. The
higher the air temperature the more moisture it can hold. Moisture in the air
occurs due to natural conditions but is added to by people breathing and
activities such as washing and cooking.
Kitchens and bathrooms are the rooms most likely to suffer from condensation.
The moisture can of course travel around the house due to air movement, or it
may condense in the room in which it is generated.
Are you experiencing condensation and mould on windows, walls or ceilings?
As the weather turns colder, condensation and mould can form more easily. We
receive a significant number of reports of mould from October to March. Over the
warmer months, there are barely any issues.
Type “condensation mould” into any search engine for thousands of results.
Here is a link to the Scottish Government site along with information from Cullen
Property Limited below;
http://www.gov.scot/Publications/2005/05/10103020/30217
Are the window surrounds or bathroom ceiling going mouldy?

If areas of the property are going mouldy, it is almost certainly not a
defect with the property itself, but a result of the way you are using the
property.
You, the tenants need to take immediate action to prevent further damage.
Preventing the problem in the first place will be far cheaper for you than the
cost of the subsequent repairs.
Please read through the following information on the causes, effects and ways
to avoid condensation and the resultant mould forming.
Summary
What is Condensation?
There is always some moisture in the air, even if you cannot see it. If air gets
cold, it cannot hold all the moisture produced by everyday activities and some
of this moisture appears as tiny droplets of water, most noticeable on windows
on a cold morning. This is condensation. It can also be seen on mirrors when
you have a bath or shower, and on cold surfaces such as tiles or cold walls
and ceilings.
Only when it is forming inside a property, it’s a problem that requires tenants to
take swift action.
If damage has been caused to the property because tenants have not properly
managed condensation, then repairs can be charged to the tenants. However,
by following this advice, you should be able to avoid any damage and thus
avoid any associated repair charges.

Problems that can be caused by excessive condensation: Dampness caused by
excessive condensation can lead to mould growth on window frames/sills,
walls, ceilings, furniture and tenants’ clothes.
Also, damp humid conditions provide an environment in which house dust mites
can easily multiply, which can affect asthma sufferers.
First steps against condensation?
Open the curtains and wipe dry your windows and windowsills every morning,
as well as surfaces in the kitchen or bathroom that have become wet.
First steps against mould growth?
First treat any mould in the property, then deal with the basic problem of limiting
the amount of condensation you are creating to stop mould reappearing. To kill
and remove mould, wipe down or spray walls and window frames with a
fungicidal wash or very diluted bleach.
Ensure that you follow instructions for its safe use. These fungicidal washes are
available at local supermarkets or DIY stores.
Detailed Advice to avoid Condensation and Mould
Please read through this carefully and follow the advice. Sorry to labour the
point, but we cannot stress this enough. This advice is here to help make living
in the property a more pleasant experience and to limit any charges to tenants.
The main factors that cause condensation in a property are;
• Too much moisture being produced
• Not enough ventilation
• Cold surfaces
• Not enough heat causing temperature fluctuations

Therefore, it is vital that you reduce the potential for condensation by producing
less moisture;
• Hang your washing outside to dry if at all possible, or hang it in the bathroom
with the door closed and a window slightly open or extractor fan on. Don’t be
tempted to put it on radiators or in front of a radiant heater.
• Always cook with pan lids on, and turn the heat down once the water has
boiled. Only use the minimum amount of water for cooking vegetables.
• Use a tumble dryer if you have one. If you choose to dry clothes on radiators,
the extra cost of heating the resultant damp air in the property will far outweigh
the cost of using a tumble dryer to start with.
• When filling a bath, run the cold water first then add the hot - it will reduce the
steam by 90% which leads to condensation.
• Never turn bath/shower room extractor fans off by the isolator switch. They are
usually on timers or movement sensors and are there to help you. By turning
them off, you are likely to cause damage to the property and incur charges for
repairs.
Ventilating your home – very important
Ventilation dramatically helps to reduce condensation by removing moist air from
your home and replacing it with drier air from outside. Reduce condensation
build up by ’cross-ventilating’ your home - opening to the first notch a small
window downstairs and a small one upstairs. They should be on opposite sides
of the house. At the same time, open the interior room doors, this will allow drier
air to circulate throughout the property. The air needs to be able to flow through
the property.
Cross-ventilation should be carried out for about 30 minutes each day.

Note: Make sure that accessible windows will not cause a security problem remember to close them when you go out.
• Ventilate your kitchen when cooking or washing up. A window slightly open
makes a huge difference to condensation. If you have one, use your cooker
extractor hood or extractor fan if it is vented outside.
• Ventilate your kitchen and bathroom for about 20 minutes after use by opening a
small top window. Use an extractor fan if possible - they are cheap to run and very
effective.
• Open curtains during the day to allow air to the windows and frames. They will go
black with mould if you don’t and will cost a lot to redecorate or reseal.
• Ventilate your bedroom by leaving a window slightly open at night, or use trickle
ventilators if fitted. (But again, remember your security). Trickle vents are small
plastic strips in double glazing frames.
Please leave these vents open at all times.
• Keep kitchen and bathroom doors closed to prevent moisture escaping into the
rest of the property.
• To reduce the risk of mildew on clothes and other stored items, do not overfill
wardrobes and cupboards, as it restricts air circulation.
• Keep a small gap between large pieces of furniture and the walls.

Temperature inside the property
Warm air can hold more moisture than cooler air, which is more likely to deposit
droplets of condensation round your home. Air is like a sponge; the warmer it is,
the more moisture it will hold. Heating one room to a high level and leaving other
rooms cold makes condensation worse in the unheated rooms. That means that it
is better to have a medium level of heat throughout the house.

• Keeping the heating on at low all day in cold weather will help to control
condensation. It will also be more economic than having the heating on full blast
for several short periods during the day.
• If you don’t heat every room, keep the doors of unheated rooms open to allow
some heat into them and air to circulate.
REMEMBER - the only lasting cure for condensation mould is to reduce the
amount of condensation you are creating by using the heating more and ventilating
the property effectively. It’s that simple.

5. Cleaning
5.1) Cleaning
The most common deduction from a tenant’s deposit is for cleaning. Keep to a
cleaning routine from the start.
ALWAYS FOLLOW THE MANUFACTURERS INSTRUCTIONS ON ALL
CLEANING PRODUCTS
Cullen Property does not accept liability if any accidents occur due to a tenant not
taking care whilst cleaning any part of a property.
You should not place yourself in any unnecessary danger by hanging out of any
upstairs windows whilst carrying out any cleaning – if necessary, employ
professional contractors.

6. Useful websites
www.instruction-manuals.co.uk
This website gives you either the instruction manuals themselves or details of
where to find them.
www.bbc.co.uk/dna/h2g2/A471304
Emergency DIY tips – the rest of the site offers info on absolutely everything and
is well worth a read.
www.howtocleananything.com
Just can’t shift that stain? This is the site for you.

www.scotland.gov.uk/Publications/2005/05/10103020/30217
www.diydata.com/problem/condensation/condensation.php
Information on condensation and mould

Please visit our website to report any property maintenance issues.
www.cullenproperty.com

