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Introduction 

 

 

Welcome to your new home 
This handbook gives information about things 
to consider as you move into your new home. 

 

We have tried to keep this handbook short 
If you would like more information please 
speak to a member of staff. 

 

You don’t have to read the handbook  
in one go 
It is broken down into small sections so you 
can read one bit at a time. 

 

Transform website 
More detailed information about the topics 
covered in this handbook is available on our 
website.  Just go to: 
www.transformhousing.org.uk 
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Section 1 

 

About your 
tenancy 
agreement 
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Your tenancy agreement 

 

 

A tenancy agreement is a written agreement 
about where you live.  It is a legal contract 
between you and your landlord. 

 

Your tenancy agreement explains: 
 What you must do as a tenant 
 What your landlord must do 

Camperdown 
& Talbot Road 

 

If you live at Camperdown or Talbot Road, then 
your landlord is Transform.   

 

When you moved in, a member of staff should 
have explained the tenancy agreement to you.   
If you are not clear about anything, please ask a 
member of staff. 
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What your landlord must do 

 

 

Your landlord must tell you about your tenancy 
agreement and other rules. 

 

Your landlord must keep your home in good 
condition.  They should let you know when any 
repairs are going to be done. 

 

Your landlord must tell you how to complain if 
you are not happy with something and help you 
to complain if you want this.  Page 13 of this 
handbook gives more information about 
Transform’s complaints procedure. 

 

Your landlord must let you know before 
changing your rent.  Your rent will be reviewed 
once every year and you will be given at least 
one month’s notice of any changes. 

 

Your landlord must involve you in decisions 
which affect your home. 
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What you must do as a tenant 

 

 

Keep your home clean and tidy. 

 

 

Tell us if something is broken and 
needs repairing.  You must let us in 
to repair, decorate or do other work 
in your home.  

 

You must pay your rent regularly.  
This is covered in more detail on 
Page 8.  

 

You must keep to all the house 
rules which are part of your tenancy 
agreement.  
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What you must not do as a tenant 

 

 

Please do not cause a nuisance to 
your neighbours.  Please do not 
let your guests cause a nuisance 
to others.  

 

Please do not be noisy, 
particularly at night. 

 

 

You must not do anything illegal in 
your home.  This includes bringing 
any drugs like cannabis into the 
property or using any drugs in the 
property  

 

Do not damage the property or 
any furniture in it. 

 

 

If you break any of these rules we 
will meet with you to try and put 
things right.  If you continue to 
break the rules you might be 
asked to leave.  
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Paying your rent 

 

 

It is up to you to make sure your rent is paid on 
time.  The rent you pay is used by us to repair 
and maintain your home.  

 

There are different ways you can pay your rent.  
You can pay with cash or cheque or by Standing 
Order.  Standing Orders are where you set up 
regular payments with your bank – staff can help 
you set this up. 

 

When you pay your rent staff will give you a 
receipt. We will also give you a rent statement 
every three months. 

 

If you have problems paying your rent please 
speak to staff as soon as possible.  We will try 
and help you budget your money.  If you get 
behind with your rent, we will agree a plan with 
you to pay back what you owe. 

 

If you do not pay your rent even after agreeing a 
payment plan and your arrears get too high, we 
may have to take legal action against you.  This 
could cause you to lose your home. 
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Section 2 

 

What we 
will do 
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What you can expect from us 

 

 

We will treat people fairly, respectfully and with 
courtesy.   

 

We will treat all personal information in a 
confidential manner.  For more details on our 
confidentiality policy, please visit our website: 
www.transformhousing.org.uk 

 

We will help and encourage clients to become as 
independent as possible. 

 

We will be reliable and will keep to agreed 
appointments. 

 

We will be respectful and responsive to those also 
supporting clients, such as family members. 

If you feel that any of these commitments have not been met, 
please let us know. 
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How we will support you 

 

 

When you move in, a member of Transform staff will become your 
Housing & Support Officer.  They will: 
 

 

 

 

Meet with you regularly  
to see how you are 

 Help you understand your 
tenancy agreement 

   

 

 

 
Help you if you are having 
problems with a neighbour 

 Help you stay safe  
in your home 

   

 

 

 
Help you with budgeting  

your money 
 Help you budget to pay  

your rent and bills 
   

 

 

 
Help you with your  

housing benefit claim 
 Arrange for repairs  

to be carried out 
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Treating you fairly 

 

 

We aim to treat everyone equally and fairly.   
 
We will not treat you differently just because 
of your: 

 

 

 

 

 

 
Age 

 
 Disability  Race or 

skin colour 
     

 

 

 

 

 
Being a woman  

or a man 
 Being gay or  

bisexual 
 Religion 

 

 

Please tell us if you think you have been 
treated unfairly. 
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How to make a complaint 

 

 

There may be times when you are unhappy with 
our service.   

 

If this happens, then please speak to a member 
of staff.  We will try and deal with your complaint 
quickly and effectively. 

 

If you are still unhappy, you can make a formal 
complaint.  We have a ‘feedback and complaint 
form’ and we will help you complete the form if 
you would like. 

 

We will respond to a formal complaint within 
seven working days.  If you are still unhappy, you 
can take your complaint to the Director of Client 
Strategy & Delivery. 

 

More information is provided in our ‘Feedback 
and complaints’ leaflet.  A copy of this leaflet is 
provided in your move in pack.  Please speak to 
staff if you would like to know more. 
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How you can get involved 

 

 

We want to know what you think about being a Transform client. 
We also like to tell you what is going on at Transform.  You can get 
involved in different ways: 

 

We will give you a tenant newsletter every three 
months. 

 

We will give you the chance to complete a survey 
each year to tell us how you think we have done.  
We will help you to complete the survey if you 
would like us to. 

 

We will hold social events, especially in the 
summer. 

 

We will keep you informed of what is going on in 
your home and we will consult with you about any 
important changes. 

 

You can complete a ‘client involvement’ form to tell 
us if you would like to get involved. 
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Section 3 

 

Staying safe 
in your home 
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Security in your home 

 

 

We will tell you if a workman is due to come to 
your home.  Official workmen should carry 
identity cards.  Ask to see a card before you let 
anybody in. 

 

If you are unsure who somebody is, do not let 
them in to your home. 

 

Keep the door to your home locked and windows 
closed when you are out. 

 

Do not give your keys to anybody else. 

 

If you see anything suspicious, tell staff or phone 
the Police.  Dial 999 or 101. 
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Preventing a fire 

 

 

Avoid using candles as they can cause fires. 

 

Put out cigarettes properly and never smoke in 
bed. 

 

Never leave your oven on when you leave your 
home. 

 

Avoid using deep fat fryers.  Think about using 
oven chips instead. 

 

Fire doors help stop fire from spreading.  Please 
keep all fire doors closed. 
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What to do if there is a fire 

 

 

If you discover a fire, then set off the fire alarm. 

 

Leave the building and go to the agreed meeting 
point. 

 

999 

Call the Fire Brigade on 999.  Do not go back into 
the building until you are told it is safe to do so. 

 

If you cannot get out because your exit is blocked 
then stay in your room with the door closed. 

 

Open the window and raise the alarm.  Wait for 
the Fire Brigade to come. 
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What is abuse? 

 

 

Abuse is when someone hurts you or treats you badly.  It can 
happen in any relationship like a boyfriend or girlfriend, husband, 
wife, your family, friends, neighbours or carers.  Abuse can also be 
by someone you don’t know.  There are different types of abuse: 

 

Physical abuse 
For example slapping or hitting. 

 

Sexual abuse 
For example unwanted sexual touching or indecent 
exposure. 

 

Emotional abuse 
For example shouting, insulting, threatening or 
bullying. 

 

Financial abuse 
For example forcing you to hand over money. 

If you feel that you are being abused please speak to a member 
of staff straight away.  If you have concerns about a member of 
staff, then please speak to their manager. 
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What is anti-social behaviour? 

 

 

All of our clients should be able to live in their home without fear of 
bullying or harm.  Anti-social behaviour is when someone acts in a 
way which causes distress or harassment. 

 

If somebody acts in a way which you find 
upsetting, please tell a member of staff straight 
away.  This includes any behaviour which is 
threatening, violent or abusive. 

 

We will listen to what you have to say and we will 
work with you to try and stop the anti-social 
behaviour. 

 

We will take action against any client or any 
guest of a client who causes a nuisance to 
others.  We might give a written warning and, in 
serious cases, we might involve the police. 

 

If anti-social behaviour continues, the person 
responsible might be asked to leave their home. 
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Section 4 

 

Living in 
your home 
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Repairs: who is responsible? 

 

 

Things that need to be fixed are called repairs.  
Your landlord is responsible for most repairs to 
your home.   

 

You are responsible for some small repairs and 
this is explained in your tenancy agreement. 

 

You are responsible for painting the inside of your 
flat.  

 

Before you paint your flat you should talk to staff 
to agree what colours you are going to use. 

 

If you or your visitors cause damage to your home 
you will be charged for the cost of any repairs. 
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Repairs: how to report a problem 

 

 

If something is broken or does not work please 
tell a member of staff as soon as possible. 

 

If there is an emergency at night or at weekends 
which cannot wait until staff are available you 
should call the emergency repair number on 
01489 866720 

 

Not all repairs are carried out straight away.  It 
will depend on how urgent the repair is. 
We will tell you how long a repair should take to 
complete. 

 

If you have waited longer than you were told for 
a repair or if you are not happy with the repair 
please speak to a member of staff.  If you are 
still not happy you can make a complaint. 

 

If we do not carry out a repair when we said we 
would on two occasions you may be entitled to 
compensation.  Please speak to a member of 
staff if you think you should get compensation. 
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Living in your home 

 

 

Insurance 
It is up to you to insure the things you own.  If 
they are lost, stolen or damaged you may then 
get back some of the money they cost.  There is 
a leaflet about insurance in your move-in pack. 

 

Visitors 
You are responsible for how your guests 
behave. Please make sure they show a proper 
respect to others and to the property.   

 

Smoking 
It is illegal to smoke in public places and this 
includes any shared areas such as a shared 
lounge. You are allowed to smoke in your own 
flat or bedroom. 

 

Fuel bills 
If you would like help with your electricity or gas 
bills then please speak to staff.  There are some 
simple things you can do to cut down the amount 
of fuel you use. 

 

Pets 
Ask if you want to keep any pets.  You should 
not get a pet without first getting permission  
in writing. 
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Leaving your home 

 

 

If you would like to move out of your home you 
will need to tell us at least four weeks before you 
go. 

 

You should organise your own vehicle to carry 
your belongings. 

 

You must take everything you own with you.  
Anything left behind will be thrown away. 

 

You should leave your home in a clean and tidy 
condition.  If you have a telephone line, cable or 
satellite TV you will need to have it disconnected. 

 

You must return your keys to us on the day you 
leave. 
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This handbook was created with Photosymbols: 
www.photosymbols.com 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Transform Housing & Support is the operating name  
of Surrey Community Development Trust 
Registered Social Landlord H2452 
Registered Charity 264133 
Company Limited by Guarantee Registered in England 1057984 
  
Registered office 
Bradmere House, Brook Way, Leatherhead, Surrey KT22 7NA 
Telephone 01372 387100 
info@transformhousing.org.uk 
www.transformhousing.org.uk  
 

 


