Page 5: Paying your rent
Want to pay online?

Sign in to My Notting Hill to view and/or pay your rent statement online. Our new resident app for smartphones and tablets is also available to download for free – just search for ‘My Notting Hill’ in the Windows, Apple or Android app stores. You can also pay via our website: http://www.nottinghillhousing.org.uk/OCSLanding.aspx?id_Content=1253 
INSERT HOW TO PAY GUIDE 

Having trouble paying?

If you’re experiencing difficulties paying your rent, or getting behind with your payments, please tell your housing officer right away.
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We are responsible for repairs to:
· The structure of your home including the roof, outside walls, doors, windows and windowsills.

· Gutters, down pipes and external  drains.

· Garden walls, fences, and steps used to access and exit the property (except where they are the neighbouring property’s responsibility).

· Existing central heating, water heaters and fires (where provided by us).

· Electrical repairs (not including electrical appliances)

· Repairs to the gas installations such as boiler and pipework (not including appliances)

· Inside walls, floors and ceilings.

· Doors, door frames, door hinges and skirting boards, window catches, sash cords and window frames.

· Chimney stacks and flues.

· Banisters.

· Kitchen units, air vents and extractor fans.

· Showers (where provided by us), sinks, toilets and baths.

· Pest control in communal areas

We are not responsible for repairs to:
· Internal decorations (except where we are painting to cover an area affected by a leak etc.)

· Repairs to small cracks in plaster or woodwork.

· Repairs to furniture, appliances, or floor coverings (e.g. carpets, lino, tiles, wooden floors).

· Replacing light bulbs, fluorescent tubes, starters or fuses.

· Fitting or repairing smoke and carbon monoxide alarms or replacing batteries (except where these are hard-wired)

· Replacing toilet seats, shower heads, hoses and plugs for sinks and baths.

· Installing additional locks or other security features, or replacing keys and changing locks if you are locked out. In an emergency or where your home is not secure we may carry out these works and recharge the costs to you.

· Garden or basement clearance and cleaning (except where covered by a service charge) 

· Repairs to any items that have been damaged by you or your guests except where these pose a risk to health and safety. We may charge you for these repairs.

· Repairs to any appliances, fixtures and fittings you’ve installed yourself (e.g. gas cooker, carpets, furniture etc.), unless these have been specifically approved by NHHT in advance as home improvements. Any repairs to gas installations such as cookers or gas fires should be carried out by a certified GasSafe engineer.

· Garden sheds
What is an emergency repair?
· Any repair that will threaten the health or safety of our residents or the wider public if it is not carried out immediately is an emergency. 

· Any repair that will seriously damage the property if it is not carried out immediately is an emergency.
How long will I have to wait to have a repair carried out?
· We aim to have someone attend your property within 4 hours if you report an emergency repair.

· We aim to complete non-emergency repairs within 20 working days.
Please be aware that our contractors can’t always fix a problem on the first visit. If they can’t fix something they will arrange a date and time to come back and finish the job.  
Household pests

You are responsible for dealing with household pests such as ants, bees, bedbugs, wasps, cockroaches, rats and mice within your home. Contact the Environmental Health Department at your local council for advice. Go to www.gov.uk/report-pest-problem for more information

Condensation 

Condensation is a common problem in many homes in the UK. It is caused by warm, moist air hitting a cold surface and is most commonly found in bathrooms and kitchens. It’s all about increasing the air circulation to minimise the amount of moisture inside your home. Follow these steps: 
· Open your windows to help water in the air escape your home. 
· If you have ‘trickle vents’, leave them open. Trickle vents are found on most modern windows and let water out without losing the heat from your property.
· Dry clothes on a drying rack rather than the radiator. If you have a garden, dry your clothes outside when possible. 

· Close the door and open the windows when you cook, shower or bathe. 

· Leave a gap between furniture (such as wardrobes) and the walls to allow air to circulate. 

· Make sure your kitchen and bathroom fans are working. To check this, hold a piece of paper over the fan when it’s on. If it stays there when you take your hand away, the fan is functioning. 

· Sometimes condensation can cause a black stain on walls and paintwork. You can wash this off using a suitable cleaner or diluted bleach solution (you may need to do this more than once).
If you’re doing all of these things and are still having issues with condensation and mould, please contact your housing officer. 
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Water leaks 

Make sure you know where your stopcock is. If you have a leak or a burst pipe, turn off the water supply straight away by switching off the main stopcock. Once you have done this, call me. 

If you see a leak outside your home, for example on the pavement or road, you can call Thames Water on 0800 714 614. 

Gas safety 
We will need access to your home once a year to carry out a gas safety check with a gas safety supplier. This will ensure it is safe and secure for you to live in your home and that it’s compliant with all the latest regulations. 

If you smell gas, turn off the gas supply at the mains next to the gas meter, open all windows and call the 24/7 National Grid Service on 0800 111 999 immediately. If the problem relates to one of our gas appliances or our pipework, contact me. 

Fire, smoke and carbon monoxide 
If there is a fire in your home, get everyone out of the building immediately, if you can do so safely, and dial 999. Don’t try to save any personal belongings.

It’s best not to smoke indoors in your home to help control the risk of fire. 

It’s really important to have a smoke alarm in your home. You can contact the London Fire Brigade and get a free smoke alarm. If you require further information on fire safety, visit the London Fire Brigade website: www.london-fire. gov.uk/FireSafety. You can also learn more about fire prevention at www. gov.uk/firekills. 

Electricity 
If you have an electrical fault that you think might be dangerous, switch off the electricity at the mains. The switch is either next to the fuse box or next to the meter. If your electricity supply fails completely, call your supplier.
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Annual Visits 

As well as one-off contact about specific issues, I will visit you in your home once a year. This is an opportunity for you to point out any outstanding repairs, discuss any concerns you have and to have a general catch up about your tenancy. I will write to you and make an appointment at a time that suits you.
Data protection 
Notting Hill Housing is committed to storing and processing your data safely and securely. You can find out more about how we do that by visiting www.nhhg.org.uk/privacy-policy or reading the enclosed document. 

Ending your tenancy 
If you decide to move out, you will need to give four weeks’ notice. Please contact me as soon as is convenient to make arrangements for this.
Insurance 
I’d advise you to take out a home contents insurance policy to insure your personal belongings, furniture, and decorations against damage or loss due to water, fire or burglary.  Notting Hill’s insurance will not cover your personal belongings even if the damage was not your fault. 
Taking out your own insurance will also provide you with cover if you are held responsible for damage cause to your home or a neighbour’s home – for example, if you accidentally hammer a nail through a central heating pipe. 

Neighbour disputes and nuisance 
A certain amount of noise and differences in lifestyles is quite normal when you live in a community. Sometimes this can lead to a dispute between neighbours. In most cases you should try and sort out the problems – talking to your neighbour and explaining why it is causing a problem is usually the best solution. Your neighbour might not be aware they are disturbing you and could be willing to compromise without the need to involve others. 

Pets 
We will normally require permission for pets to be in your home. We understand that many of you will already have pets and we will collect information on this in due course. Please can you ensure that you have common courtesy with your pets. Ensure that you pick up after your dogs and that they are micro chipped. Please contact the RSPCA for more information: https://www.rspca.org.uk/adviceandwelfare/pets/general/microchipping 
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Get involved

Resident involvement is an opportunity for you to influence the decisions that affect you, your home and your local community.

By getting involved, you can:

· Influence services and decisions at NHH

· Help make sure we provide value for money services

· Receive training and support to develop your skills

· Meet other residents and service users.

To thank you for your time we will:

· Pay your childcare, carer and travel expenses

· Provide light refreshments at events, meetings and focus groups

· Offer rewards, such as shopping vouchers for attending certain focus groups

· Provide language interpreters and signers or an induction loop on request.

Ways to get involved

There are a range of opportunities to share your ideas and help improve the services we offer including: the equality diversity and inclusion forum, the value for money panel, being a resident monitor or taking part in a one-off focus group.  

Local Scrutiny Panels

Local scrutiny panels are formal groups of residents and NHH staff who work together to improve the services we offer in areas across London (eg. South London). They're made up of permanent rented housing tenants and homeowners and supported by housing managers who work in the local area. They meet five times a year to examine and comment on the services we offer and give residents the opportunity, if needed, to scrutinise and challenge how we deliver services in their local area.

As an LSP member, you're able to:

· Find out more about how NHH is run

· Challenge us to improve the area you live in

· Receive training

· Learn new skills and improve your CV.

How to join an LSP

To apply for a Local Scrutiny Panel, you'll need to fill in a short personal statement form and attend an informal interview. Get in touch with the Involvement Team or visit https://www.nhhg.org.uk/residents/get-involved/apply-to-get-involved/ for more information. 

Resident and tenant associations

We are really excited to work with the St Martin’s Resident and Tenant Association and are committed to working with the other landlords to ensure that we resolve any issues on the estate. Notting Hill has experience of working with working with RTA’s with a mixture of tenants from with different landlords and we would encourage you to become officially affiliated with ourselves. 
The benefits of registering your RTA and being formally recognised by Notting Hill Housing include:

· An initial set-up grant of £350

· An annual grant of £300

· Ongoing support from the Involvement team

· Free Training

· Networking opportunities

· Links to other panels

In order for your RTA to qualify for financial support we need to be sure that the RTA is representative of all residents, that it is accountable and democratically elected.

Help is at hand

Notting Hill Housing’s Involvement team offer training and support for RTA’s. For more information please contact us via phone (0203 815 0010) or email Involvement@nhhg.org.uk
