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In this handbook, you will find everything you need to know about your new 
home – including information on our services and contact details, as 
well as your rights and responsibilities – please read carefully and 
keep it handy for future reference.

At Mears Housing Management, we are proud to offer a first-class 
management service to our customers nationwide. We are 
committed to providing you with great customer service, ensuring 
your home is well maintained and managed.

There is a lot of information in this handbook. If you don’t find 
what you are looking for or have any queries, please contact us on 
033 0678 0277. Further details can be found on page 5.

It is necessary to update the handbook from time to time and the latest 
version is always available on our website www.mearsgroup.co.uk or can 
be sent to you on request.        

Welcome to your new home!

About us 

“WELCOME! WE HOPE YOU WILL BE
             VERY HAPPY IN YOUR NEW HOME”

Mears Housing Management is part of Mears Group PLC, a national provider of housing and care 
services. Your tenancy is with Tando, which is wholly owned by Mears Group PLC. Mears Housing 
Management will be managing your home and providing your services on behalf of your landlord and 
incoporates Omega and Plexus which are registered providers with Homes England.
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If you would like any of this information in large
print, Braille, on a CD or audio tape, or in a
different language, please contact us.

Additional formats
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Hello!

Iska warran

Bonjour

Cześć

ولیہ

હેલ્લો

ابحرم

Arabic

Urdu

Bangla

English
If you would like this information in another language, large print, in Braille or on CD, then please contact us.

French
Si vous souhaitez obtenir cette information dans une autre langue, en gros caractères, en Braille ou sur CD,
veuillez nous contacter.

Polish
Jeżeli chcesz otrzymać niniejsze informacje w innym języku, dużym drukiem, alfabetem Braille’a lub na CD,
skontaktuj się z nami

Somali
Haddii aad ku rabto macluumaadkan inaad ku hesho luqado kale, daabac far waawayn, Braille (far-qoraalka
dadka aragga-beelay), ama CD, fadlan markaa nala soo xidhiid

Spanish
Si desea recibir esta información en otro idioma, en letra grande, Braille o audio (formato CD), pongase en
contacto con nosotros.

Gujarati



Contents

Page 4  |  Mears Housing Management  |  033 0678 0277

Welcome 2

Alternative formats 3

Section 1
     Contacting us  5

Section 2
     Our customer promise 6

Section 3
     Emergencies 10

Section 4
     Moving In 11

Section 5
     Your occupancy agreement 13

Section 6
     Rents and charges  15

Section 7
     Living in your home  17

Section 8
     Looking after your home  20

Section 9
     Living in your community  23

Section 10
     Providing feedback  25

Section 11
     Getting involved  26

Appendix 1
     About your home  27



London Office
Mears Housing Management Head Office,
Innova House,
Innova Park,
4 Kinetic Crescent,
Enfield, EN3 7XH

The office is open Monday to Friday from
9.00am to 5.30pm (except bank holidays).

 

Out of hour’s emergency contact number: 033 0678 0277

033 0678 0277

housing.management@mearsgroup.co.uk

www.mearshousingmanagement.co.uk

Contacting us
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Section 1

“If you have a Mears Housing Management 
representative based at your property, please 
raise any queries with them initially.
Otherwise, call 033 0678 0277”



All colleagues at Mears Housing Management will make a
positive difference by:

Keeping the promises they make

Taking ownership of your query/service request

Smiling and making a lasting impression

Innovating and looking at how we improve our services to you

Thinking about how we can help by putting ourselves in your shoes

Keeping you informed and up to date

Customer experience
We will provide a great customer
experience by:

Cared for contact
Being fair, courteous and efficient
Offering a choice of ways to
contact us including:
At our offices
At your home
By phone
By letter
By email
Through our website
Offering a choice of ways to get
information from us including:
A regularly updated website
Newsletters, letters and leaflets
Face to face, in your home

Keeping you informed
Visiting you at home we will:

Make an appointment with you
before we visit
Potentially visit unannounced if
there is an emergency
Keep you informed of any
changes to appointments
Be prepared and ready for our visit,
having checked how you want us to
communicate with you and whether
there are any other arrangements
we need to be aware of
Be courteous and respectful
when we visit you at home
Close our visit by explaining the
next steps and leave written
information where needed

Written communication
We will:

Reply to letters requiring a response
within five working days and, if this
is not possible, we will let you know
when we will respond
Acknowledge emails within three
working days
Respond to correspondence in the
language of the original
communication
Ensure the presentation of all written
correspondence is easy to
understand, professional and
accurate
Include a contact name, contact
telephone number, together with any
other information needed
(e.g.reference number) to assist
the customer
Meet the needs of people with visual
impairment, through the use of
Braille, large print or other specialist
services

Our customer promise
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We will seek feedback on our services to improve and make them relevant by:

- Providing clear up to date information on services and how we are doing
- Using the information to shape existing services and inform the development of new ones
- Letting you know the changes we have made as a result of customer feedback

Positive legacy

- Percentage of customers who thought staff were helpful
- Percentage of customers who were satisfied that staff could deal with their request
- Percentage of customers satisfied with the final outcome of their enquiry
- Percentage of complaints responded to within timescale
- Percentage of correspondence responded to within 10 working days
- Percentage of phone calls answered within 50 seconds

We will monitor and report back to you on the following:

Tenancy information

Telephone callers
We will:

Trusted visit Considerate completion
We will:

Customers in private rented accommodation - We will:

- Explain the terms of your tenancy to you
- Make sure you understand your rent and what is included in the rent you pay and other charges you are responsible for
- Agree an inventory with you and keep photographic records of the condition of the property as it is when you move in
- Show you how to use the property, including the heating and hot water
- Explain how your deposit will be held, the process for returning it at the end of the tenancy and how to minimise deductions
- Explain how to pay your rent and charges applied for late payments
- Explain how to report a repair, timescales by which different repairs will be completed and the procedure we will follow
  when you decide to leave
- Visit you every 6 months to check everything is okay

BACK TO CONTENTS

Our customer promise - continued
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- Aim to answer the telephone within 50 seconds
- Be polite and courteous
- Focus on what we can do to help you, and not on what we can’t
- Take ownership of your query, no matter who answers your telephone call
- Speak to someone who can help you if we can’t immediately, and let you know when they will get
  back to you
- Fix things if they go wrong

When you visit our offices, you will:
- Be able to speak to someone in confidence without an appointment

When we visit you at home, we will:
- Arrive on time or let you know if we will be late
- Show you identification

- Take time to review what we have agreed with
  you
- Explain what will happen next and when
- Give you the opportunity to feedback on the
  service provided

ring ring

ring ring
ring ring

ring ring



Our customer promise - continued
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Customers in temporary accommodation
We will:

- Explain the terms of your tenancy, licence or occupancy agreement to you
- Make sure you understand all costs you are responsible for and what is included in the rent you pay and other charges
you are responsible for

- Agree an inventory with you and keep photographic records of the condition of the property as it is when you move in
- Show you how to use the property, including the heating and hot water
- Visit you within 28 days of moving in to check everything is okay
- Carry out further regular visits and let you know how often these will take place and when
- Address any issues you raise when we visit before we visit you again
- If you are in receipt of welfare benefits, we offer advice and sign post you to specialist support if needed

Neighbourhood and community
We will:

- Sign post you to organisations where others
are better placed to help you

- Carry out checks to identify illegal occupation
and misuse of property

- Carry out health and safety inspections,
including communal areas where we are
responsible for their upkeep, and take action
against those responsible for nuisance and
anti-social behaviour

Service failure and expressions of dissatisfaction
We will:

- Provide advice and assistance on how to make a complaint if we do not deliver against our service standards
- Fully investigate and respond to all complaints in line with our complaints handling procedure

- Seek to resolve complaints informally with you at the first instance
- For details on how to make a complaint refer to section 10 - providing feedback (page 29)

Home
We will:

- Inform you in advance when we will be carrying out works
- Provide contact details of the contractor carrying out the works
- Aim to complete repairs at our first visit, where possible
- Provide you with a low cost phone number (available 24 hours a day,
seven days a week) to report repairs

- Respond to any emergency repair reports within four(4) hours and make
safe within 24 hours

- Inform you of the priority and target date for responding when you report
a routine repair

- Offer you a morning or afternoon appointment for routine repairs
- Service and check your gas appliances every year

- Provide smoke detectors and carbon monoxide detectors in premises with gas fired appliances
- Review Fire Risk Assessments regularly on all blocks and properties with communal areas managed by
Mears Housing Management (not including private living accommodation other than the front fire door leading from the
communal area to the flat.)

- Inspect a percentage of all repairs after they have been completed to ensure value for money and check the standard of work
- Monitor and report our performance on the percentage of repairs completed within timescales across all priorities
- Ask for your feedback on repairs we carry out in your home.

BACK TO CONTENTS



Our customer promise - continued
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How will we use the information we hold about you 

We will only disclose your personal
data where:  

At Mears Housing Management, we have been working 
towards ensuring that the necessary processes and 
procedures are in place to safeguard the personal data of 
our staff and residents under the new General Data 
Protection Regulation (GDPR) which becomes law on the 
25th May 2018. 

We want you to be confident in the way we use your 
information and to feel assured that we are taking the 
security of your personal data seriously. We currently 
access our resident’s personal data to respond to enquir-
ies, provide services and manage customer relationships. 
Personal data is also used to help us improve our servic-
es and notify them of any changes we are considering or 
planning to make.  

 Access to your information is limited to ourselves, but 
there are occasions when we need to disclose your 
details to others, for example, if we need to send a 
contractor to your home to carry out a repair or to provide 
your local Housing Benefit office with the information 
required to set up your payments. 

We may also share your information with emergency services and local authori-
ties where this is necessary to help them respond to an emergency situation that
affects you. 

As a resident of Mears Housing Management you retain your full rights under 
GDPR and Mears, as a Data Controller/Processor, are fully compliant. 

We have a lawful basis to do so, e.g. to perform a 
contract or to inform the local authority which nomi-
nated you for your property 

We have a legitimate interest to do so. 

We are legally obliged to do so, e.g. credit checks, 
debt collection or in connection with
legal proceedings; 

Required in the detection and prevention of fraud 

We have your prior consent, when relevant and when 
legitimate interest is not appropriate.  

If you require any further clarification or specific detail 
about this statement, please contact our
Data Protection Team at

To ensure our residents are confident in
how we use their data, we will: 

Enhance our security measures to protect your 
personal and sensitive data 

Regularly review our policies and procedures to 
ensure they are robust and relevant. 

Provide regular and ongoing training in data 
protection for our staff to ensure they understand 
their duties and responsibilities when handling our 
residents data 

Ensure that in all instances where we require 
residents’ consent, it is requested in clear and
plain English 

Ensure that a data breach will be actioned swiftly 
and in a fully transparent manner, notifying those 
affected and the appropriate
authorities accordingly. 

data.protection@mearsgroup.co.uk

BACK TO CONTENTS



Emergencies
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GAS LEAKS If you smell gas or think you have a gas leak, contact the 24-hour National Gas
Emergency Service number immediately on 0800 111 999

and take their advice.
Do not smoke
Do not turn any light switches or electrical equipment on or off
Open doors and windows
Check if a gas appliance has been left on or a pilot light has blown out
Turn off the gas supply at the meter

FIRE If you discover a fire in your home:
Raise the alarm immediately to inform other occupants
Evacuate the premises where necessary and safe to do so
Call the emergency services on
Contact Mears Housing Management customer service centre on 033 0678 0277
Alert any neighbouring premises that may be in danger
Prevent evacuees from re-entering the building, where safe and possible to do so
Ensure that emergency services have clear access for their vehicles

999

WATER LEAKS OR FLOODS

Water leaks or floods

Turn off the water at the main stopcock
Call the customer service centre on

033 0678 0277
If you are at risk of flooding, call Floodline on

0345 988 1188

If you have an uncontrollable water leak in your home:

ELECTRICITY FAILURE

Electricity failure

Do not touch bare wires, sockets or switches
Turn the power off at the mains
Call the customer service centre on

033 0678 0277

It is dangerous if water is leaking onto electrical fittings.
If you have an electrical emergency:

BACK TO CONTENTS



?

When you move in to your new home, it will be safe and secure.
Once you know you are moving, remember to do
the following:

Insurance

What insurance do you need? ?
There are two types of household 
insurance policies – buildings insur-
ance to protect against damage to the 
structure of your home together with its 
fixtures and fittings and home contents 
insurance to protect you against 
damage or loss of your possessions.

We arrange the buildings insurance but 
you need to arrange your own home 
contents insurance. You need to make 
sure you have enough cover for your 
possessions as well as any accidental 
damage to your property or that of your 
neighbours.

Council tax

Who’s responsibility? ?
It is your responsibility to pay the 
council tax for your home, please 
contact your local council to set up your 
council tax account.

We will tell you if your landlord pays 
the council tax.

Gas

My gas supplier? ?
To find out who supplies your gas, call 
the meter number helpline on

0870 608 1524

What does home contents
insurance do?
What insurance do you need? ?
This information is general guidance only and will change from policy to policy. 
Please read any policy you purchase carefully to make sure it provides the cover 
you need.

A contents policy can cover just about everything you own in your home – 
furniture, furnishings, household goods, kitchen equipment, televisions, video, 
computers, audio equipment, clothing, personal belongings and valuables up to 
certain limits. There are a wide range of contents policies available which will 
provide either replacement as new-for-old, or indemnity cover. For tenants, many 
policies provide some cover against your liability for damage to the building.

The policy is a contract between the insurer and you, placing legal obligations on 
both you and the insurer. For example, the insurer agrees to cover you against 
loss, damage or legal liability, which may happen during the period of insurance 
which you are covered for. In return, you and members of your household must 
keep the insured possessions in a good state of repair and take all reasonable 
steps to prevent injury, loss or damage.

Moving In
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Notify gas, electricity, water companies when
you are moving in.

Notify the relevant benefits office about your new
address and any changes in your circumstances

Notify your doctor, dentist, children’s schools or other
services of your new address

Apply for a television licence for your new home

1

2

3

4

BACK TO CONTENTS



North Scotland
Scottish and Southern

Electricity Networks

Electricity
My electricity supplier? ?
The UK electricity network is split into 
regions and each region has a local 
distribution company. They keep a 
record of who supplies electricity to 
every home in their area. You can 
contact your local distribution company 
using the numbers on the right:

Water
My water supplier? ?
Your water provider is based on where 
you live and cannot be changed. You 
can ring Water UK to find out who your 
provider is on
020 7344 1844
or go to
www.water.org.uk

Telephone
My telephone line? ?
The phone line should have been 
disconnected before you moved in. To 
connect the phone, you can contact 
British Telecom. Once you have a BT 
line, you can decide which company 
you want to provide your phone 
service. If you have licence agreement 
you cannot have a telephone line in 
your flat or room.

TV licence
My telephone line? ?
You can ring the TV licensing company 
on 0300 790 6144
or go to
www.tvlicensing.co.uk

There are many different providers of 
most of these services, and it is up to 
you to decide which suit your needs the 
best. One of the ways to do this is to 
use an internet comparison service 
which tells you about your options.

Visiting you after your tenancy begins

Within the first four weeks of your tenancy starting, your Mears Housing 
Management Representative will call or visit you at home. This will be 
sooner if you are in emergency accommodation.

They will check:
- You have settled in and are not having any difficulties, for example
using the central heating

- All repairs we agreed when you accepted the tenancy have been
carried out

- No further repairs are needed
- You understand the conditions of your tenancy
- You don’t have any problems paying your rent
- Update your contact details
- You are aware of ways you can feedback your views/experiences

Helpful tips
- Turning the thermostat down on your central heating system by 1ºC

could cut your heating bills by 10%
- Washing clothes at 30ºC rather than 40ºC uses 40% less energy
- The average household could save up to £300 per year on energy bills

by being more energy efficient. Don’t leave appliances on standby
- Use energy saving or LED light bulbs. Replacing all standard light
bulbs
  or halogen bulbs with energy saving bulbs could save £35 a year
- By putting a lid on a pan reduces the amount of time and energy it

takes to boil
- Taking a shower rather than a bath could save you up to 400 litres of
water a week

- Only run your washing machine when you have a full load
- Recycle as much household waste as possible. Your local authority will
provide domestic recycling facilities

0800 048 3515

Central and Southern
Scotland

SP Energy Networks

0330 1010 300

North East England
and Yorkshire

Northern Powergrid

0800 011 3332

North West
England

Electricity North West

0800 195 4141

Merseyside, Cheshire,
North Wales

North Shropshire
SP Energy Networks

0330 1010 300

East Midlands and
West Midlands
Western Power

Distribution

0800 096 3080

South Wales and
South West England

Western Power
Distribution

0800 096 3080

London,
South East England
and Eastern England
UK Power Networks

0845 601 4516

Southern England
Scottish and Southern

Electricity Networks

0800 048 3516

Moving In - continued
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Your tenancy agreement

The property you are moving into offers you a home for the length of 
your tenancy agreement as long as you meet your responsibilities 
as a tenant.

Your responsibilities include:
- Paying your rent and service charges

- Looking after your home
- Being a responsible and good neighbour

In most cases the tenancy you sign with us will be an Assured 
Shorthold Tenancy (AST) in accordance with the Housing Act 1988.
Your AST will be on a fixed term usually for 6 or 12 months. Once 
your tenancy has started you will have the right to remain in this 
property for the period of the term set out in the agreement provided that 
you do not break any of the specific terms of the agreement.

At the end of the agreed term, it is likely that the agreement will continue on the same 
terms without you needing to sign any additional document.

Your rights
You do not have the right to assign 
your tenancy to another member of 
your family or to sublet the property. If 
your circumstances change please 
discuss this with your Mears Housing
Management Representative as it may 
be necessary for us to discuss your 
circumstances with the local authority.

If you have an Assured Shorthold
Tenancy there is no right to a mutual 
exchange.

Violence in the home
If you are the victim of violence or feel threatened by violence, please contact 
the police immediately. If you cannot go home, you will need to find housing 
while a solution is found. We will do all we can to assist and discuss your 
options with you.

You could also try:
Friends or relatives
The local authority housing department
Women’s Aid Refuges (national helpline: freephone 0808 2000 247)

If you are experiencing domestic or sexual violence there is free and confi-
dential support available from the Newham One Stop Shop, 24 hours a day, 
seven days a week: Newham One Stop Shop on 0845 451 2547

Out of office hours, phone the local police who will be able to contact the 
emergency Social Services duty team.

If you are unsure of what to do, call our customer service centre on
033 0678 0277 and they will be able to provide advice.

Other services available to victims aged 16 and over include:
- Counselling
- Empowerment group work
- One to one casework and advocacy for victims of domestic violence.
The Nia Project, which is based at the Newham One Stop Shop also works
with high risk victims of domestic violence who are over 16.

If your marriage ends
During divorce proceedings, both 
partners have equal rights to their 
marital home until a property settle-
ment order is made. This is the case 
whether the tenancy is in joint names 
or in the sole name of one partner.

Your occupancy agreement
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Regular visits
Your Mears Housing Management representative will make regular visits to 
you during your tenancy. The purpose of these visits is to ensure you are 
maintaining and managing your tenancy and that you are looking after your 
home appropriately.

These visits will be arranged between yourself and your Mears Housing 
Management representative.

Additional visits will be required in order to check all gas services in your 
home once a year. This is a legal requirement and you must ensure that 
you provide access when requested.

Ending the tenancy
Under certain circumstances we may be required to take possession of 
your property. This may be due to:

Where we have to take such action we will follow the appropriate legal 
course. We will confirm this to you in writing.

Steps if you decide to end your tenancy

When you wish to end your tenancy agreement and move to alternative 
accommodation you are expected to provide 4 weeks’ notice.

This will enable your Mears Housing Management representative to visit 
you to address any outstanding repair or rent issues. Failure to do so could 
lead to us taking legal action to pursue any unpaid debts owed.

Expiry of the lease agreement relating to your property (Mears Housing Management or your nominating
local authority will contact you to discuss options as we may be able to help you find another home)

Breach of terms of your tenancy agreement (for example due to ongoing rent arrears, anti-social behaviour,
failure to maintain your home, use of your home for illegal purposes)

Your occupancy agreement - continued
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Your rent

Your rent is the amount of money you are required to pay to us to live 
in the property.

In most cases it will not include:

When your rent is due
Unless your agreement states differently, your rent 
is due on Monday of each week, in advance.

When you sign your tenancy, you will be asked to 
make your weekly payment of rent in advance.

Managing arrears
     If you do not pay your rent and other charges, your
     account will be in arrears. If you do not pay your rent 
and arrears, we may take legal action to recover the 
money owed as well as any legal fees we incur

     Should you not clear your arrears, or make suitable
     arrangements to do so, you may be evicted from your 
home. If this happens you may find that your local authori-
ty may refuse to offer you further accommodation.

     If your rent account is in arrears please contact our
     income collection team or your Mears Housing
Management representative to discuss missed payments 
and agree a repayment plan

     If you fall into arrears, we will notify you at the earliest
     opportunity and agree personal arrangements to help 
you pay off any arrears due. 

Service charges
Service charges are added to the rent when you 
receive additional services such as the cleaning of 
common areas, or for the lighting of common 
areas. Some schemes also have personal charges 
added to the rent. These charges may not be 
covered by Housing Benefit and you will have to 
pay them yourself.

Housing Benefit and Universal Credit
If you receive Housing Benefit or Universal Credit 
it is your responsibility to make sure prompt 
payment of your rent is made. You will need to 
contact your local council or Department of Works 
and Pensions (DWP) to ensure this arrangement 
has been made. Signposting and advice is also 
available.

Your responsibilities

As a tenant, joint tenant or
licensee, you are responsible for 
ensuring the rent is paid to us on time. 
If you are experiencing difficulties in 
paying your rent or claiming benefits, 
please contact the income collections team 
on 033 0678 0277 for advice and assistance.

The income collections team is fully trained
and will provide the most appropriate advice.

£

£

£

£

Rents and charges
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Council tax

Telephone

Electricity

Gas

Water

Television licence

Satellite television
  subscription/Wi-Fi connection
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How to pay your rent
You can pay your rent in different ways:

Direct debit – is the easiest way to pay your rent.
We will ask you to complete a direct debit form when you sign your
tenancy or licence agreement or it can be set up over the telephone
by calling 033 0678 0277

In certain circumstances it may be possible to arrange alternative payment methods. If you do
not have a bank account we can advise how to get one. If you feel you will have difficulties

paying your rent by direct debit please discuss this with us.

No cash payments are accepted

Alternate methods:

£

BANK
dd/mm/yy

Debit/credit card

Cheques - please make cheques payable to Omega Housing,
Plexus or Mears Housing Management (depending on whether
you are the tenant of Omega or Plexus). If you are unsure which
housing association you have agreement with please check your
tenancy agreement or contact the income collection team or your
Mears Housing Management representative for further clarification.
Please put your post code and address on the reverse of the cheque

If for any reason you think you will have difficulty in paying your rent, contact us on

033 0678 0277.
We will be able to give you advice and support to help you pay the rent and manage your money. 

For further money advice you can contact the Citizens Advice Bureau, which offers free and independent advice.
If you miss a payment your account will be in arrears and we will act in accordance with our rent arrears policy.

Internet banking –
If you bank online, you can set up either a standing order or a one off payment
through your bank

Rents and charges - continued
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Safety
Here are just a few tips to keep you and your home safe:

Do not smoke in your home or communal areas
Don’t make any alterations to your home without our approval
Never run cables under carpets
Do not overload sockets – if you are using extension cables make sure they are suitable
Where smoking is permitted, take care and make sure you put cigarettes out
Make sure you know who is at your door before you open it. If in doubt, ask for identity and check with 
their office
Before you go to bed, turn off all appliances and close all doors
Do not store bottled gas, paraffin, petrol or any other toxic or dangerous goods or substances in your 
home, garage, shared areas or balconies
Avoid buying second hand electrical items if you can’t make sure they have been properly tested and 
come with a guarantee 

Living in your home

Under the terms of your tenancy or licence agreement you are 
expected to look after your home.

You are expected to keep your home in good condition by:

Living in your home
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Keeping it clean and tidy, both inside and outside

Keeping the inside in good decorative order

Keeping gardens cultivated, tidy and free from rubbish

Parking considerately

Reporting all repairs promptly

Keeping the garden and dividing fences, walls and hedges
(except those next to public footpaths or roads) in good condition

Putting your rubbish out regularly and securely, on the day of the bin
collection – and complying with local recycling arrangements

1

2

3

4

5

6

7

If your home has been supplied with furniture this must remain in the property. If you damage or break
any items of furniture it is your responsibility to replace them. All white goods (cooker, fridge etc)

supplied are to be left in the property at the end of your tenancy, in clean condition.
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Smoking
Please refrain from smoking in your home. If you are in self-contained accommodation and are a smoker, we urge you to 
smoke outside. If you do smoke inside the property, any damage which you may cause as a result of this action, will be 
recharged back to you. Smoking inside also poses a serious health risk to those living with you.

Smoking is prohibited in any room or communal space in all of our shared accommodation. There will be a designated 
external area for smoking which will be clearly explained to you by your Mears Housing Management representative.

- Make sure all your windows and doors are closed and
locked

- Reduce the heating so you don’t have to pay unnecessary
costs, but the home is warm enough to stop your pipes
from freezing

- Make sure all taps are off
- Cancel all deliveries of milk, newspapers etc
- You must also notify the Benefits office in such
circumstances.

Before you go out make sure:
shut and lock doors and windows
close curtains and leave a light on at night
lock garden sheds
keep ladders securely locked away

When you are away
If you have a tenancy, it is important you tell us if you are going
to be away for more than 2 weeks. If you have a licence, you
should let us know whenever you are going to be away for any
period of time

If you do not let us know, there is a risk that we take action to take
possession of your home as it may look as if you have moved out.

This may also effect housing benefit you may be claiming. 

When you are away

YO
U

Failure to comply with this
rule may jeopardise your

ongoing occupancy in
this accommodation.

Living in your home - continued

Living in
        your home
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Enjoy - Look after - Respect
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Pets are not permitted in any accommodation.
If you need to have a pet for medical/ support reasons, let 
us know.

You need to be aware any damages caused by keeping a 
pet in your home will be your responsibility to repair.

Pets

You must store your rubbish tidily and not put it out for 
collection until the day it is due to be collected.
If you have any large items for disposal (such as mattress-
es) please do not dump these or place them in the gardens. 

Please contact your local authority refuse department to see 
if they are able to arrange for a bulky waste collection 
otherwise you may be able to take items to the local 
recycling centre. There may be a charge for this service.

Bulk waste and rubbish

If your property has a car parking space please be consider-
ate to neighbours when parking your vehicle. Please only 
park cars in your parking space and do not use them to park 
commercial vehicles.

Your tenancy or licence agreement does not automatically 
provide a guaranteed parking space.

Parking

If you or a member of your household have a disability or 
impairment which requires adaptations being undertaken to 
ensure your home is suitable for your requirements please 
discuss this with your Mears Housing Management repre-
sentative. As we are not the property owner, please do not 
carry out any adaptations without speaking to us. We will 
then contact the property owner for consent. 

If the owner is agreeable to adaptations being carried out, 
we will be happy to help you with the local authority to 
arrange for minor adaptations being undertaken.

Where major adaptations are required, these will typically 
require contact with the council’s occupational therapy team 
to arrange an assessment of your requirements.

Aids and adaptations

You are responsible for keeping your garden clean, tidy 
and free from rubbish.

Gardens

Living in your home - continued
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Re-fixing loose or broken door handles on inside doors

Maintaining the garden

Light bulb replacement

Replacing broken windows and external doors without a crime reference number

Replacing damaged internal doors

Adjusting inside doors which stick

Damage caused by your appliances (such as a washing machine)

Blocked drains and toilets if you caused the blockage

Your responsibilities

You are responsible for repairing any fixture and fittings that belong 
to you. There are also some minor repairs and issues that are your 
responsibility.

These include:

Getting rid of fleas, wasps, bees and vermin

Cupboard and kitchen unit doors including securing loose hinges

Decoration including painting inside the home plus wallpaper

Testing smoke detectors regularly

Replacing tap washers, toilet seats, fuses, bath and sink plugs, and light bulbs (except in special cases)

Replacing lost keys (it is advisable to leave a spare key with a trusted relative or neighbour)

Changing batteries, door bells, battery operated smoke alarms

Cleaning mould from windows/walls where due to condensation

Repairing damage caused by you, family members and visitors

Carpets and floor coverings

Shower head and hoses

Looking after your home
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Where repairs are your responsibility we will act in the interests of safety or to prevent further damage to the property.
If we carry out such repairs that are your responsibility you may be charged the costs we incur plus VAT.

How do you report a repair?
We encourage customers to report repairs to us as soon as they are

aware of a problem.
All repairs can be reported by telephone on.

033 0678 0277
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Emergency repairs
We will attend and make safe
within 24 hours.

These are repairs where there is an immediate danger to 
life, major structural damage to the property, flooding, total 
loss of electrical power due to a fault with the whole electri-
cal installation, total loss of heating and hot water (during 
the winter period only), overflowing drains or insecure 
property on the ground floor.

Routine repairs
We aim to complete all other
repairs within 28 working days.

What we can offer
We offer appointments for the completion of repairs and for 
any inspections required.

The following options will be given as arrival times (not 
repair completion times):

Morning between 8am and 12pm
Afternoon between 1pm and 5pm

You will be informed via text message on the day of your 
repair, what time we will arrive. We will also keep you 
informed if there are any changes to the agreed schedule.

Priority repairs
Priority jobs are URGENT but
not an Emergency.

They are works that needs to be attended to within a 3-5 
working day period. Most jobs are raised from an earlier 
make safe attendance (emergency) or a repair that needs 
urgent attention. It does not directly affect Health & Safety 
thus can be completed at a further date.

Keeping your home free from damp and mould
You are responsible for taking reasonable precautions to 
prevent damp in your home. If you are aware of a leak or 
burst pipe you should report this to us immediately.

The majority of damp or mould cases are caused by 
condensation built up in the home, this is typically due to a 
combination of lifestyle and the type of property.

You can limit condensation and mould growth by producing 
less moisture.

Try to reduce the amount of water in the air by:
Using heating systems according to their design
recommendations
Keeping lids on saucepans when cooking
Opening windows for ventilation and using trickle vents
Not using paraffin or portable gas heaters
Keeping kitchen and bathroom doors closed when these 
rooms are being used
Trying to keep your home warm enough so you don’t have 
cold surfaces
Not blocking up any air bricks or vents
Using extractor fans, where installed, in the kitchen and 
bathrooms
Wiping surfaces which have become wet with condensation
Cleaning off any mould with an anti-fungicidal solution
Properly ventilating tumble dryers to the outside
Drying clothes outside rather than inside
Ventilating behind wardrobes and cupboards by leaving a 
space between them and the wall

Pest infestation
You are responsible for keeping your home free from pests 
or infestation such as rats or mice, wasp/bees nests, bed 
bugs and flees. If pests are entering the property due to 
structural issues please let us know and we will see if there 
are repairs that will help with the problem. 

If you have rats in your home,
Newham Council offers a free service:
Contact - London Network for Pest Solutions
Tel: 020 8430 4133
Email: info@LNPestsolutions.com
If you find pests or infestations in communal areas, call us 
on 033 0678 0277 and we will work with the council to 
eradicate the problem

Looking after your home - continued
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Repairs are categorised as follows:

We may make alternative arrangements if you or members of
your household are vulnerable.
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Moisture, Condensation and Mould

Examples of moisture
emission in a

24h period (pints)

Try to dry your
washing outside

whenever possible

Clothes
Washing x2

Dishes
Washing x2

Indoors
Drying x10

clothes

Kettle
Cooking x6

&Home
People x3

at

Shower
Bath
or

x2

Living in your home - continued
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Unacceptable behaviour includes:
- Harassment of other residents
- Drug dealing
- Dumping rubbish/fly tipping
- Shouting, swearing, offensive gestures etc
- Creating excessive noise
- Using parking areas for non-authorised use
- Allowing pets to be a nuisance
- Any other behaviour that causes or is likely to cause
harassment, alarm or distress

- Not looking after your property
- Where the actions of you, members of your family or
your visitors continue to cause a problem, this could lead
to legal action which could result in you losing your
home.

What is NOT considered as anti-social behaviour
- Normal household noise, eg. vacuuming, children
playing inside, children crying, occasional door slamming

- Smells from cooking
- One off parties including BBQs (providing they don’t
cause an unacceptable disturbance)

- DIY within sociable hours
- Noisy plumbing or appliances
- Parking disputes

Areas outside of your home

We aim to make sure the shared areas of your home and any 
gardens we are responsible for are maintained to a good standard. 
We want your home to be a nice place to live.

Being a good neighbour

Being a good neighbour and having visitors that respect your 
home and community makes for a happy neighbourhood. Please 
treat your neighbours how you want to be treated.

Nuisance/anti-social behaviour (ASB)

We will act if you or your household do not behave appropriately, cause 
nuisance or act in an anti-social manner. If residents or their visitors cause 
nuisance or annoyance to others we will take action and involve the police if 
necessary. 

Try to reduce the amount of water in the air by:
Using heating systems according to their design
recommendations
Keeping lids on saucepans when cooking
Opening windows for ventilation and using trickle vents
Not using paraffin or portable gas heaters
Keeping kitchen and bathroom doors closed when these 
rooms are being used
Trying to keep your home warm enough so you don’t have 
cold surfaces
Not blocking up any air bricks or vents
Using extractor fans, where installed, in the kitchen and 
bathrooms
Wiping surfaces which have become wet with condensation
Cleaning off any mould with an anti-fungicidal solution
Properly ventilating tumble dryers to the outside
Drying clothes outside rather than inside
Ventilating behind wardrobes and cupboards by leaving a 
space between them and the wall

Pest infestation
You are responsible for keeping your home free from pests 
or infestation such as rats or mice, wasp/bees nests, bed 
bugs and flees. If pests are entering the property due to 
structural issues please let us know and we will see if there 
are repairs that will help with the problem. 

If you have rats in your home,
Newham Council offers a free service:
Contact - London Network for Pest Solutions
Tel: 020 8430 4133
Email: info@LNPestsolutions.com
If you find pests or infestations in communal areas, call us 
on 033 0678 0277 and we will work with the council to 
eradicate the problem

Living in your community
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Domestic violence
Every person has the right to be safe from abuse and fear. 
Domestic violence is a crime and will not be accepted. We 
define domestic violence as an actual or threatened act of 
harassment, assault or abuse (mental, physical or sexual) 
against any person living in the same property.

Provide a supportive environment to encourage people 
to report it
Give information and advice to help support victims
Take action against those responsible where possible
Provide a range of options to support victims
Work with relevant agencies if we cannot help
Always make sure customers are safe and keep all 
information confidential
Respect the customer’s choice

Abandoned vehicles

We will deal with nuisance caused by abandoned and 
illegal vehicles for the benefit of all residents and the 
wider community. These vehicles are often in an unsafe 
condition and may pose a health and safety risk. They 
can also be a target for vandalism.

Where you or another person is in danger of domestic violence you should
contact the police immediately by dialling 999 or 101 for a non-emergency response.

If you are unsure of what to do, call our customer service centre on 033 0678 0277 and
they will be able to provide advice.

To support and protect customers
experiencing domestic violence, we will: Harassment is defined as unwanted conduct on the 

grounds of race, gender, religion, age or disability which 
has the purpose of violating a person’s dignity or intimi-
dating them.

We are not prepared to accept any form of harassment 
including verbal abuse or threats of violence.
If you, or a member of your family, are being harassed 
you should notify the police immediately.

To support and protect customers experienc-
ing harassment, we will:

Provide a supportive environment to encourage you to 
report it
Give you information and advice
Take action against those responsible if possible
Provide a range of options to support you
Work with relevant agencies if we cannot help
Always make sure you are safe and we keep all informa-
tion confidential
Respect the customer’s choice

There are a number of ways we can take action against 
those who are harassing others. In harassment cases, 
we will contact you within 24 hours of you reporting the 
incident to us. We will work with you to agree an action 
plan for managing your case. This will include agreeing 
on how (and how often) we will communicate with you 
throughout the case.

Harassment (including racial harassment)

Living in your community - continued
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Handling your enquiry

Your feedback is really helpful and lets us know what we are doing 
well and how we can improve.

We recognise we don’t always get everything right. If this is the 
case, contact us and we will do what we can to resolve the issue.
There may be times where you still remain dissatisfied and want 
to make a formal complaint.

You can register your concerns or positive feedback by contacting 
Mears Housing Management:

By calling 033 0678 0277
or by visiting the ‘contact us’ page on the website:
www.mearshousingmanagement.co.uk
or you can write to us
Mears Housing Management,
Innova House,
Innova Park,
4 Kinetic Crescent,
Enfield,
EN3 7XH

When dealing with complaints, we follow a simple and effective 
process designed to provide you with the confidence your 
concerns will be fully investigated, acted upon fairly and resolved 
in a timely manner.

Our commitment to you

We aim to acknowledge your complaint within two working days of receipt and deliver a 
mutually agreed outcome within 10 working days.

If complaints cannot be resolved within 10 working days you will be proactively informed of 
progress until a resolution is agreed.

We will always aim to resolve your complaint to your satisfaction however if you are not 
satisfied with our response, we will escalate your complaint to a senior colleague for re-in-
vestigation and provide you with a further response within five working days.

If you still remain dissatisfied with our response you can refer your complaint to The Property 
Ombudsman, details can be found at https://www.tpos.co.uk/ or by calling 01722 333306.

Our standard

Our customers are at the heart of everything we do and we always want to know what you think of us and the 
services we provide. We would appreciate it if you could fill in any surveys sent to you so we can analyse your 
feedback and make service improvements.

If you remain dissatisfied 
with the outcome of your 
complaint you can pursue 
your issue through 
Newham Council's 
complaint procedure.
www.newham.gov.uk

Surveys

You can also contact Mears Group via social media:

@tellmears

Mears Group

Providing feedback
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Getting involved is so important and could make a real difference both for you and other people living in your
area and the community. We welcome customers getting involved in the way we work, in managing their
homes and being active in the communities they live in.

There are many ways and opportunities for you to have your say and influence decisions taken.

Some of the ways you can get involved:

Join Mears Change Club which scrutinises the quality of the services
we provide to our customers

Join a local residents’ association or community group
(or help to set one up)

Join a focus group for customers interested in a
particular area

Attend an estate inspection

Complete phone and postal surveys and/or
questionnaires

Visit our website from time to time and learn about the
different activities happening nationally and locally

Send us your ideas and feedback via our ‘Contact us’ page
on our website at www.mearshousingmanagement.co.uk

Become a community champion and help us to promote our
activities, report issues and encourage feedback from your neighbours

Contact us to let us know what you want to see taking place in your
community and how we can help you

For more information about getting involved,
please contact us. 

Community investment
We understand that living in temporary accommodation can be stressful and unsettling. As part of our team, we have
a Customer and Community Worker. They will arrange for local activities and be able to sign post you to other
services you will find helpful.

Getting involved
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About your home
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Your Mears Housing Management representative

Contact telephone number

Contact email

Utilities information
Where this is your responsibility, you will need to contact your utility suppliers to give them your contact
details and meter readings so accounts can be set up for billing purposes.

Location of meter

Supplier address

Telephone number

Meter serial number

MPAN number

Electric

Location of meter

Supplier address

Telephone number

Meter serial number

MPAN number

Gas

Location of meter

Supplier address

Telephone number

Meter serial number

MPAN number

Water

Location of the stopcock (to turn the water on and off)

Your refuse will be collected on
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About your home continued
Appendix 1

Page 28 |  Mears Housing Management  |  033 0678 0277

Communal entrance

Front door yale

Front door mortice

Back door yale

Back door mortice

Gas meter cupboard

Electricity meter cupboard

Patio door

Window locks

Garage key

Bin store key

Other

Signed (staff members)

Signed (tenant)

We will visit you if required

Keys we handed over when you moved in
Set 2Set 1 Set 3

Weekly Monthly Quarterly Six monthly Yearly Other
Agreement made

Housing Management
www.mearshousingmanagement.co.uk
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033 0678 0277
or by visiting the ‘contact us’ page 

on the website:
www.mearshousingmanage-
ment.co.uk
or you can write to us
Mears Housing Management,
Innova House,
Innova Park,
4 Kinetic Crescent,
Enfield,
EN3 7XH

Contact us

CUSTOMER
HANDBOOK
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