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Housing Options 
Moving home

We recognise that families and circumstances are continually changing, and
there may be a time when your home is no longer suitable for your needs.
If you are considering moving, please talk to us as we may be able to help
you. Even if we have not got a property for you, we can tell you about other
options that are available to you.

Transfers

You can apply to transfer to another of our homes which is more suitable
for your needs. You can do this by filling in and returning a transfer
application form. Only a limited number of homes are available for transfer,
so you may have to wait a long time. This means a transfer is generally not
the best option for most people. It also means that not everyone who
applies for transfer is successful. In these cases we will take account of
circumstances and do what we can to help.

Under-occupation and overcrowding

If you live in a home that is larger than your needs, we would encourage
you to apply for a transfer to smaller accommodation. The general rule is,
the larger the property, the higher the demand, especially three-bedroom
properties. 

Mutual exchange and the ‘HOMESWAP’ scheme

This can be a very successful way of moving. It involves swapping your
home with another assured or secure tenant of New World, another housing
association or a local council who agrees to exchange their home with
yours. You must get permission of both landlords before you can move.
Permission will only be refused in certain circumstances (for example, if you
or the person you want to swap with is in arrears, or if the property is too
large or too small for the needs of the family).

There is also an agency called ‘HOMES’ that runs national schemes called
‘HOMESWAP’ and ‘HOMESWAP Xtra’ for residents of councils and housing
associations who want to move within their local area or elsewhere in the
UK. Once you have registered, your details are put on a computer system
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and you will be regularly sent a list of residents you may be able to swap
with. If you want to move, we encourage you to register with ‘HOMESWAP’.
To find out more, ask us for an application form and information pack. 

Right to acquire

If you became one of our residents in a property that was built or bought
using Social Housing Grant funding after April 1997, it may be possible for
you to buy your existing home. We can tell you if your property is eligible.
As well as living in a qualifying property, you must also have been a public-
sector resident for two years. 

Ending your tenancy, handing in your notice and paying
your rent

When you want to move out of your home, you must let us know at least
28 days before you plan to move. The notice you give us must be in writing
and should give us your forwarding address in case we need to contact you
after you have moved.

You are still responsible for paying the rent until the end of the 28-day
notice period, even if you move out of the property and return the keys
before that date. If you cannot clear your account before you move, you
must speak to your housing officer and make arrangements to clear the
debt. If you leave owing us money and have not spoken to us about
clearing the debt, we will claim it back through a debt collection agency,
which could affect your credit rating.

Once you have given us notice, we will make arrangements for new
residents to move into your home as soon as we can, so that the property
is not left empty. In some cases, prospective residents may want to view
the property before you move out, and we ask that you co-operate with us
by giving access for these viewings.
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Clearing and leaving your home in good repair

Before you move out we will inspect your home to make sure that it is in
good decorative condition and that there are no repairs that are your
responsibility. We will tell you about any repairs that you need to do and,
if necessary, ask you to redecorate before you leave. If you do not carry out
the work before you leave, we will do the work and charge you. This
includes cutting back the garden if you have let it become overgrown.

We also expect you to leave the property clean, tidy and free from personal
belongings so that the new residents can move in as quickly as possible.
Unless you have agreed otherwise with your housing officer, you must
make sure that you remove all furniture, carpets and belongings in your
shed and cellar. We will charge you for getting rid of any rubbish or
unwanted furniture you leave in the property or the garden. 

Telling people you are moving

You should arrange to have the gas and electricity meters read on the day
you move. If possible, turn the water off at the stopcock. If you receive
Housing Benefit or Council Tax Benefit, tell the benefits office at your new
council immediately. Your benefits office may be able to help if you have
to start paying rent on your new home before your old rent ends.

Keys

You must return the keys to our office as soon as you have removed
everything from the property and cleaned up. We must receive them no
later than 12 noon on the Monday that your tenancy is due to end. If you
do not return the keys on time, we will charge you another week’s rent.

Relatives and next of kin

Please let us know straight away if someone close to you who is a New
World resident dies. We will be able to offer you advice on ending the
tenancy. This will include arranging a time to return the keys (this should
be done as quickly as possible, as rent still has to be paid until the keys are
returned). If the person who died was receiving Housing Benefit, this will
end on the first Sunday after they died.
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Compliments and Complaints
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Compliments and Complaints
Compliments

We want to know what we are doing right. So if you are impressed with
our services, or if our staff has excelled in their duties, we want to hear
about it. We also welcome any suggestions you may have on how we can
improve our existing services or introduce new services.

Complaints

We aim to provide the best services we can to all our residents. However,
sometimes things go wrong. If you are not happy with any aspects of our
work, or if you think that we have failed to do something we should have
done, we want to hear about it. Your complaints are important to us
because they help us identify where we can improve. 

We monitor all complaints to make sure that we learn by our mistakes.

We deal with all complaints in strict confidence and we will not treat you
any less favourably for making a complaint.

How to make a complaint

If you have a complaint, the first step is to talk with our staff or the
manager of the service where you have a problem. In most cases they will
be able to solve the issue. If you are not happy with their response, you
can complain formally by letter, by e-mail or by sending a complaints form
to our administration officer, who manages all complaints and is your main
contact.

Our administration staff can also help you put your complaint in writing. 

Our complaints procedure makes sure all complaints are fully investigated
and monitored.

Compensation

In some cases we may consider paying compensation, depending on
circumstances, our involvement, responsibility and liability.

Payments will be dealt with by our finance department and will generally
be by cheque. If you are in arrears or owe us other money, we will add the
payment to your rent account or use it to pay off other money you owe us. 
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Useful Telephone Numbers
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Useful Telephone Numbers
New World Housing Association 020 8675 0320
General Emergencies 07717 503 422
Gas & Heating Emergencies 01689 601 611

General
Emergency Services 999
Police 020 8855 1212
Police HQ 020 7230 1212
Thames Water 0845 9200 888
Transco 0800 111 999
Victim Support 0845 30 30 900

Email: supportline@victimsupport.org.uk
Web page: http://www.victimsupport.org.uk

Energy Efficiency Advice 0800 512 012
NHS Direct 0845 4647
London Transport 020 7222 1234
British Rail 0845 748 4950
Congestion Charging 0845 900 1234
Directory enquiries - BT 118 500
Directory enquiries 118 118
Vietnamese MHS 020 7639 2288
The Vietnam Lao Cambodian Centre 020 8255 7398
Forvil 020 8694 0952
Spectrum Radio Station 020 7627 4433
(Cantonese broadcast daily 6-7pm)

Greenwich
Greenwich Town Hall 020 8854 8888
Abandoned and untaxed vehicles 020 8921 5703
Law Centre 020 8305 3350

020 8855 9817
020 8311 0555

Race Equality 020 8317 4872
Welfare Rights Service 020 8317 4872
Citizens Advice Bureau 0845 1202 931
Police Station 020 8855 1212
Vietnamese Refugee Community 020 8854 9907
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Lambeth
Lambeth Town Hall 020 7926 1000
Police Station 020 7326 1212
Streatham/ Gipsy Hill Police Stations 020 8678 1212
Citizens Advice Bureau 020 8674 8993
Refuse Collection 020 7926 9000
Vietnamese CAB 020 8671 2022 

Lewisham
Lewisham Town Hall 020 8314 6000
Council Tax 020 8690 9666
Housing Benefits 020 8690 8444
Lewisham Hospital 020 8333 3000
Minicab services 020 8314 2292
Refuse collection 020 8314 7171
Police Station 020 8297 1212
Citizens Advice Bureau 020 8613 9356
Indo China Community & School 020 8265 0024
Deptford Vietnamese Project 020 8692 8830

Southwark
Southwark Town Hall 020 7525 5000
Citizens Advise Bureau 0870 121 2016
Cambridge House Law Centre 020 7703 3051
Council Tax Benefits 020 7525 1880
Police Station 020 7378 1212
Southwark Vietnamese Chinese Community 020 7635 0022

Wandsworth
Wandsworth Town Hall 020 8871 6000
Tooting Police Station 020 8672 9922
Wandsworth & Merton Law Centre 020 8767 2777
Citizens Advice Bureau 020 8333 6960
Council Tax Benefits 020 8871 8080
Abandoned Vehicles 020 8871 6709
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