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We aim to provide you with 
an excellent lettings service. 
This leaflet tells you what
happens when you use our
lettings service. 

We are a full partner of Tower
Hamlets’ choice-based lettings
service and work closely with
the Hackney and Newham
lettings service. Choice-based
lettings means you can bid for
homes that are advertised in East
End Life or on www.thhs.org.uk. 

We will do the following.
• Let all our homes following
our lettings policy. You can get
a copy of the policy by calling
020 8709 4300, or you can
download it from our website
(www.gatewayhousing.org.uk).
• Speak to all our tenants
about any changes we want to
make to our lettings policy.
• Keep to the Data Protection
Act 1998.
• Give all tenants who register
for a transfer a copy of our
lettings policy and have copies
available at our reception and
on our website.

• Review all transfer applications
every two years to make sure that
we have the right information.
• Send you a transfer application
form within three working days
of you asking for one.
• Ask you how you want us to
communicate with you.
• Visit you at home (if you are 
a Gateway tenant) to check
your transfer needs and that all
the information you have given
us is accurate.
• Give you all the information
you need within 10 working
days of your first transfer
assessment visit, so you can bid
for homes that are advertised. 
• Send you a medical
assessment form if you are
registered for a transfer, within
three working days of you
asking for one.
• Let you know the results 
of your independent medical
assessment within seven
working days of our decision.
• Send you an appeal form
within three working days of
you asking for one, if you want
to appeal against a medical
assessment decision.



• Let you know the result of
your independent medical
assessment appeal within seven
working days of our decision.
• Help you if you can’t use
Homeseekers to bid for homes by
registering you as an ‘auto-bidder’.
• Send out a satisfaction survey
to everyone on our transfer list
every two years.
• Give you information and advice
to help you move to another area
of the UK. This could include an
exchange with another tenant or
the Seaside and Country Homes
or HomeSwapper schemes. 
• Give you at least 24 hours’
notice of your viewing
appointment by phone or letter.
• Always have a member of our
staff with you on viewings.
• Visit you within the first four
weeks of you moving into your
new home.
• Send you a satisfaction survey
within four weeks of you
moving into your new home.
• Visit you in your home if you
can’t visit our office to speak
to us about your rehousing
transfer application.
• Help you to fill in any
difficult forms.

If you phone us, we will:
• answer the phone within 10 rings;
• tell you who you are speaking to;
• be polite (and expect you to
be polite to us);
• be available between 9am
and 5pm, Monday to Friday;
• deal with your enquiry there
and then, if we can;
• put you through to someone
who can help you if the first
person you speak to can’t deal
with your enquiry (we will
arrange for someone to call
you back within one working
day if there is no-one available
to help you); and
• check our voicemails every
day and phone you back within
one working day.

We also produce a leaflet
(‘What to expect when you
move into a Gateway home’)
that lets you know what
standards you can expect
when you move into your
new home. Please contact
our lettings team on 
020 8709 4300 for more
information or to get a copy
of this leaflet.
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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.

Gateway Housing Association
409-413 Mile End Road, London, E3 4PB 
Residents: 020 8709 4300
General enquiries: 020 8709 4409 
Fax: 020 8709 4400 
Textphone: 020 8981 3729
Email: enquiries@gatewayhousing.org.uk
www.gatewayhousing.org.uk


