
Welcome to 
your new home



Moving inContents

Now that you have your keys, you can start to set 
up your new home. Make sure you get in touch 
with key organisations to set up your accounts for:

• Gas
• Electric
• Water
• Council tax
• Internet/phone
• TV Licence.

It’s also important to note down your tenancy 
reference number. This will be used in many of our 
letters to you and it’s needed for rent payments.

Keep an eye on your keys!
Lock changes are expensive and we don’t keep 
spare copies. 

My tenancy reference number is:
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Setting up
your utilities

Ensure that you take the necessary meter 
readings for your gas and electric, so you 
only pay for what you use. 

If you have gas central heating or a gas fire, 
the system has to be recommissioned by 
our Property Services team. 

Contact the team on 0800 013 8555 to 
arrange an appointment. 

Top tip 
For pre-payment 
meters, you need at 
least £5 credit on both 
your gas and electric 
meter card.
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Paying
your rent

Direct Debit
Call us on 0800 013 8555 to set up regular 
payments with your income officer. 

Phone 
Call us on 0800 013 8555 to make payments 
over the phone. We can take telephone payments 
24 hours a day, seven days a week. You’ll need 
your personal telephone payment number for this, 
please record it below.

My personal telephone payment number:

Using a swipe card 
We’ll provide you with a payment card to make 
payments at local shops if needed. You can use 
these at the Post Office and at PayPoint outlets.

There are several ways to pay your rent. You’ll have a dedicated 
income officer to support you in managing your rent account. 

Online
You can make secure online payments to us at any 
time – visit www.ncha.org.uk/payments for details.

You can also do an online transfer directly to our 
bank account. Please quote your tenancy reference 
number with the payment, so this can be allocated 
to your account.

Payee name: NCHA Ltd Rents 
Sort code: 30-00-02 
Account number: 04113719 
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Sign up for an online My NCHA 
account to pay your rent, view 
your account balance and report 
repairs. Visit www.ncha.org.uk 
for more information.



Supporting 
you

If you’re struggling to pay your rent, contact your 
income officer to see how we can help. 

Your income officer can refer you for specialist 
advice on the support that’s available to you. 
This can include help with debt issues or claiming 
benefits that you may be entitled to. Call your 
income officer on 0800 013 8555 for information.

Failure to pay your rent may lead to you losing 
your home. 

Extra help when you 
need it

The Community Support team provides short 
term support to our customers to help sustain 
their tenancies. They also assist customers in the 
practical aspects of managing a home.

Visit www.ncha.org.uk/help-with-my-tenancy 
for advice. 
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Your 
neighbourhood

All customers are allocated an estates officer 
to discuss any issues relating to your tenancy, 
home or neighbourhood. 

Talk to them about anti-social behaviour, 
litter, fly-tipping or any concerns with 
estate management.

Our Estates team will contact you within the first 
four weeks of you moving in. They’ll then do a 
follow up with you after nine months to see how 
things are going.
 
Visit www.ncha.org.uk/my-neighbourhood to 
find out more.
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Reporting 

Our Property Services team provides a 
comprehensive repairs service. 

Repairs are completed within set timescales, 
depending on how urgent they are. 

We’ve included examples of how we prioritise 
repairs below:

• Emergency - no heat or hot water, gas leaks or 
 no power

• Urgent - plumbing or security repairs

• Routine - leaking gutters, easing doors 
 and  windows

• None urgent - minor fence repairs. 

Visit www.ncha.org.uk/repairs for details on how 
you can report non-urgent repairs online. 

If it’s urgent, it’s best to call us on 0800 013 8555. 

repairs

Important

If you smell gas, call us immediately. Switch 
gas off at the mains if possible. Turn off all 
appliances as well as opening windows and 
doors to let air in. Do not turn on your lights 
or light a match.
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Making changes to 
your home

Remembering the 
small things
Customers often assume that small changes 
don’t require permission. Whether you’re 
considering new laminate flooring or mounting a 
TV to the wall, we’ll need to know.

We want you to make your home as comfortable 
as possible, so informing us helps to ensure that 
all work is completed safely. 

Check with us before you complete 
any home improvements, as you need 
written permission before any 
work can go ahead.
 
Failing to get this may result in charges 
or us asking you to undo the work. 
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Top tip

Make sure the work is 
completed to a good 
standard, as we’ll get 
one of our technical 
officers to check after 
it’s done.



Keeping your
home safe

We will not tolerate anti-social behaviour amongst our 
customers. All reports of this are taken seriously, logged 
and investigated. 

If you feel threatened or concerned speak to your estates 
officer. Call 999 for your local police station, if an incident is 
so serious that you’re in immediate danger.

Domestic abuse
If you’re experiencing domestic abuse, call us 
on 0800 013 8555 for advice. We can help make 
your home more secure, or if necessary, help you 
find a new place to live. 

Call 999 if you or someone else is in immediate 
danger. Alternatively, contact your local 
neighbourhood policing team for support if 
it’s not an emergency. You can also contact the 
National Domestic Abuse Helpline on 
0808 200 0247, 24 hours a day. 

We know that some people may struggle to 
find a time to talk and need to keep things 
confidential. Email us on info@ncha.org.uk for 
advice if necessary. 

Visit www.ncha.org.uk/domestic-abuse 
for more on the support we provide. 

Building 
safety
Regular health and 
safety checks are 
conducted in all 
communal areas to 
ensure building safety. 
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Have 
your say complaints

We pride ourselves on having high levels of 
customer involvement to ensure that we’re 
delivering great services. 

There are lots of ways to have your say both 
formally and informally:

• Take part in focus groups or surveys.

• Become a Community Voice. These customers  
 serve as a local link to NCHA for their area and a  
 representative for their neighbours. 

• Review our policies and tell us what needs to  
 change. Our Virtual Policy Group means you can  
 do this from your own home.
 
• Join our customer panels, for a chance to work  
 with other customers to review and improve  
 our services. 

We welcome your feedback and use it to improve 
the services we provide. 

If something has gone wrong with your home or 
our services, please let us know so we can put 
things right. We’ll try to resolve your issue when 
you first contact us.

If you’re not happy with the outcome of a 
complaint you can have the issue reviewed by a 
senior manager.

Please also let us know when we’ve gone the 
extra mile – it’s always great to record this and 
make our employees aware of it. 

Feedback and
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Visit www.ncha.org.uk/service-standards for 
details and information on our Feedback and 
Compensation Service Standard.

We’ll provide you with all the support and training 
needed to fulfil these roles. 

Visit www.ncha.org.uk/get-involved for more on 
customer involvement. 



Getting in touch
For any other queries, contact us using the details below:

0800 013 8555

info@ncha.org.uk

www.ncha.org.uk 

This handbook is a shortened version of the key information 
you need. Visit our website for more detailed information on our 
services. If needed, we’ll do our best to provide this document 
in another language or format. Email or call us using the details 
above to request this.

Nottingham Community Housing Association 
Limited is a charitable community benefit 
society, registered with the Financial Conduct 
Authority under number 7104.
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