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When you first move in

We will:
• ask you to sign a tenancy
agreement;
• ask you to fill in a ‘profiling
form’ so we can tailor our
service to your needs;
• give you a handbook and
explain your rights and
responsibilities as a tenant, and
our responsibilities as a landlord;
• carry out a welcome visit
within four weeks and tell you
about the facilities and services
we provide;
• visit you three times during the
first 12 months (if you are on a
starter tenancy); and
• give you support to manage
your tenancy, and help you to
contact a specialist agency if you
need any extra support.

We will tell you about:
• any repairs we still need to do,
and how long they will take;
• how much your rent and
service charge is and how to pay;
• getting home insurance;
• how to find out if you are
entitled to benefits;
• the features of your new home
and the local area; and
• the services we provide.

Changes to your tenancy

We will:
• give you a decision within 20
working days if you apply to swap
your home with another tenant;
• give you a decision within 
20 working days if you ask to
remove or add a tenant under
your tenancy agreement;
• give you a decision within 
20 working days if you apply 
to take over the tenancy after
the previous tenant has died;
• update our records within 
10 working days if you tell us
that you have changed your
name (as long as you provide
proof of the change, such as a
deed poll certificate or marriage
certificate); and
• give you a decision within 
20 working days if you ask us in
writing for permission to carry
out home improvements.

Information we keep about you

We:
• will send you the information
we keep on file about you within
40 working days of your request;
• may charge you £10 for this
service; and 
• can withhold information we
have received from a third party,
if necessary.



Consultation

We will:
• consult you about any significant
changes to your tenancy agreement
or the service we provide.

Enforcing your tenancy
conditions

We will:
• take appropriate action if you
break your tenancy agreement;
• investigate all reported cases
of subletting and take action to
remove subtenants as soon as
possible; and
• respond to reports of
abandoned properties within
one working day, and make sure
the property is safe.

How you can help us

Please: 
• look after your home and any
shared areas; 
• pay your rent in full and on time;
• tell us about any changes to
your household (for example,
births, deaths, marriages or if
someone moves out);
• respect your neighbours and
ask your family and visitors to
do the same;
• ask us any questions you 
have about your tenancy as
soon as possible;

• use the council’s service for
getting rid of household rubbish,
furniture or other large items; 
• park in the correct areas and
do not abandon vehicles;
• give us any information we ask for;
• arrive on time for appointments
and let us know if you need to
cancel or are running late;
• fill in and return customer
feedback forms;
• treat our staff and contractors
with respect; and
• If we have given you permission
to keep a pet, make sure it does
not cause a nuisance.

How will we know if we meet
these standards?

We will regularly check our
performance (for example, by
carrying out surveys) against these
standards and ask for your views.

Contacting us
For more information about your
tenancy, please contact us:
• by phoning us on 020 8709 4300;
• by writing to us at 
Gateway Housing Association, 
409-413 Mile End Road, 
London E3 4PB; or 
• by emailing us at
enquiries@gatewayhousing.org.uk.
You can also find out more about
our services by visiting our website
at www.gatewayhousing.org.uk.
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This leaflet gives you information on the services we will provide to you.
The leaflet does not affect your rights as set out in your tenancy agreement.
Thank you to all the residents who helped to produce this leaflet.


