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Hello,
and welcome
to your
new home
This guide aims to help you feel at home as quickly as
possible, so please take a good look through it.
Your home is part of SimpliCity. This
is a new approach by Notting Hill
Genesis to providing privately-rented
homes for working households
in London. It builds on our long
tradition of providing good quality
affordable homes for Londoners.
It’s our job to help you love where
you live. Although everything should
be in place to help you get on with
your life, there are bound to be times
when you need to order a repair or
to get in touch about something else.
That’s where we come in.

main contact for all queries. This
means that we’re able to build more
personal relationships and provide a
higher quality service as a result.
As well as one-off contact about
specific issues, we’ll also visit your
home once a year for an annual
property inspection.
We look forward to getting to know
you, and hope you’ll be very happy in
your new home.
Syed Shah
Team Leader

I’ve worked for Notting Hill Genesis
for 11 years and helped to create
our unique model of housing
management. Every resident has a
named housing officer, who is their
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Keeping in touch

Syed Shah

Nick Stewart

Team Leader

Housing Officer

Phone: 020 3815 0914

Phone: 020 3815 0196

(9am to 5pm, Monday to Friday)

(9am to 5pm, Monday to Friday)

Text: 07824 839 197

Text: 07718 321 978

Email: syed.shah@nhhg.org.uk

Email: nick.stewart@nhhg.org.uk

Register to access secure online services by visiting
www.nhhg.org.uk/my-account

Download our resident app for smartphones and
tablets for free – search for ‘My Notting Hill’ in the
Windows, Apple or Android stores. You’ll need to
register when you first log in to the app.

Call centre for emergency repairs outside of office
hours: 020 3589 3138
When you report an emergency repair we aim to get someone to
you within four hours and make the problem safe within 24 hours.
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First things first
Paying your rent

Gas and electricity

Your rent includes all services costs,
including the cost of white goods.

The first step is to find out which
provider supplies your utilities.

Please pay your rent by Direct Debit
in advance on the first day of every
month. You can manage your
account by checking your statement
through the My Notting Hill app or
via the resident account area on our
website.
If you miss any rent payments, I’ll
be in touch to arrange payment
immediately.
If you claim any welfare benefits,
make sure you apply for them
straight away. You can check your
entitlement to benefit through www.
Turn2usorg.uk.

Utilities and council tax
You will need to set up your own
gas, electricity, water, and council tax
accounts.

Welcome to your new home

•

For gas call 08706 081 524

•

For electricity call 08456 000 102

•

Alternatively visit www.ukpower.
co.uk

You will need the meter readings
that are supplied in your check-in
inventory report to set up these
accounts.

Water
Contact Thames Water on 0845
9200 888 to set up an account.

Council tax
Contact your local authority to let
them know you’ve moved in. For
help finding who your council is,
visit www.gov.uk/find-your-localcouncil.
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Maintaining your home
Repairs
I want you to be as comfortable as
possible in your home. Everything
should be in good condition, but
I know that things sometimes go
wrong and repairs are needed.
Sometimes this will be your
responsibility and sometimes it will be
ours. We are responsible for repairing
and maintaining the appliances in
your home that supply water, gas, and
electricity as well as any sanitaryware
(basins, sinks, baths, toilet bowls,
cisterns, showers and so on). You
are responsible for other fixtures and
fittings – for example, light bulbs,
shower heads and door knobs.
You’ll find more details in your
tenancy agreement, so please check
that if something needs to be fixed.
If the repair is our responsibility,
get in touch and we’ll arrange an
appointment and order the work.

Decorating
I appreciate that you will want to
make your property feel like home
and might want to redecorate. This is
generally fine, but please check with
me first. I won’t normally be able to
let you change your flooring.
If you’re planning any changes,
please remember that you’ll need
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to reverse them at the end of your
tenancy so that the property is in the
same condition as it was when you
moved in.

Household pests
You are responsible for dealing
with household pests such as ants,
wasps, cockroaches, rats and mice
within your home. Contact the
environmental health department at
your local council for advice, or 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 easier
to control than you might think; it’s
all about increasing the air circulation
to minimise the amount of moisture
inside your home. Follow these
simple 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.
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•

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).
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Staying safe in your home
Water leaks

Gas safety

Identify where the stopcock is
located. 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.

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

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

Frozen pipes
Severe winter weather can cause
the water in your pipes to freeze and
cause damage. If your pipes freeze,
you need to defrost them slowly
and carefully. Always turn off your
water supply. You can use an electric
hairdryer at its lowest setting to help
defrost the pipe – do not warm the
pipe too quickly. Do not use a blow
lamp, heat gun or any other naked
flame. Thaw along the pipe from the
end nearest the tap.
If a pipe bursts after it has frozen,
ensure the water supply is switched
off and contact me straight away.
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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
Your home includes a smoke alarm
and carbon monoxide detector.
These are hardwired and don’t need
a battery. Please test them once a
week and gently clean them every
six months to keep the sensor free
from dust.
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.
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It’s best not to smoke indoors in your
home to help control the risk of fire.
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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Living in your home
Assignment, subletting and
lodgers
You are not allowed to sublet
your home, have a lodger, or
assign the tenancy to pass it on to
another person under the terms
of your contract. If you breach this
agreement, your tenancy will be
ended early.

Data protection
Notting Hill Genesis is committed
to storing and processing your data
safely and securely. You can find out
more about how we do that in Your
Guide to Data Protection, which you
should have received as part of the
application process.

Deposit
Your deposit is held securely with
the Deposit Protection Service. For
more information see your tenancy
agreement.

Ending your tenancy
When you decide to move out, you
will need to give two months’ notice.
Please contact me to discuss your
plans as soon as is convenient.
At the end of your tenancy, I’ll
organise for an independent
company to complete a check-out
inventory. They will compare the
condition of the property at the end
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to the start of your tenancy and tell
me whether to deduct anything from
your deposit. Please remember if
you redecorate (with permission) you
will still need to return the property to
its original condition.

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.
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 yourself – 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.
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Pets

Rent increases

Please let me know if you would
like to keep a pet in your home. I
know that pets are part of the family,
so I won’t unreasonably withhold
permission for you to have a pet.
But any wear and tear or damage to
the property caused by a pet will be
factored into the inventory at checkout, and you could lose some of your
deposit. Please repair any damage
caused by your pet.

If you signed a one-year tenancy
and want to renew at the end of the
fixed term, your rent level will be
reassessed so that it’s always 80%
of the market rate. It is possible that
your rent could increase as a result.

Renewing your tenancy
If you want to renew your tenancy
and stay for longer, I’ll need to
do a reassessment to check your
household is still eligible for a
home as part of SimpliCity.

Welcome to your new home

If you signed a longer tenancy, your
rent will increase each year by 1%
above inflation at the consumer
price index (CPI). This will happen
every year and we’ll never increase or
decrease it by a different amount.

Annual property inspection
I’ll visit you once a year to make sure
your home is in a good condition,
and to assess whether we need to
carry out any routine maintenance.
If you sign a one-year tenancy but
decide to stay for longer, this visit is
also an opportunity for you to sign
the necessary paperwork.
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