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Dear Customer,

Welcome to
Stockport Homes!
This guide provides useful information about your home 
and the services we provide.

Please keep it in a safe place, as even if you have set 
up your home you may find sections of the handbook 
useful later on, it is also available on our website at 
www.stockporthomes.org

I hope that you will be very happy in your new home and 
community.

Best wishes,

wHelen McHale,
Chief Executive, Stockport Homes
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Moving into your new home

Moving home is always a little stressful, and it can be 
easy to forget to do some of the things you need to do on 
moving in.

You can expect a telephone call from us during the first 
week of your tenancy to make sure you are settling in 
ok. Your Neighbourhood Housing Officer will also make 
an appointment to come and visit you at your new home 
after about six weeks to see how you are getting on and 
to offer you advice on any tenancy related issues. We may 
also need to come round to run some checks on your 
heating system.

Getting connected
When you sign up for your new property you will be given advice 
about getting your gas and electricity connected.

You will need to contact your electricity and gas suppliers to change 
the billing details into your name. They may ask you for the meter 
reading, so have it handy when you phone.

To find out who supplies your gas, call 0870 608 1524, or 
0870 751 0093 for electricity.

Money tip: you can usually make big savings by taking the 
time to review and choose your supplier, making sure you are 
on the best tariff, our energy advisors can help you on 0161 
474 4062.

Household insurance
Many of our new customers believe we automatically insure their 
furniture, belongings and decorations against theft, vandalism and 
burst pipes, but this is not the case.

You can purchase home insurance from us at a competitive price 
which can be paid weekly. For details call the Customer Finance 
Team on 0161 474 2820.

We’ll call you in the 
first week to see how 
you are settling in.
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Moving into your new home

Changing your address
It’s important to change your address with the organisations and 
companies you have a relationship with quickly after moving home. 
It can save a lot of hassle later to do this early on, and in some 
cases you may be legally obliged to do it.

For example, you may need to change your address:

• With your bank.
• On any insurance policies you hold.
• On your driving license and car registration document.
• With the Council Tax Department.
• With any agencies you are receiving benefits from.
• With your employer and children’s school.

Community services
If you have moved area you may wish to register with a GP surgery, 
dentist and other services you use. Again, it’s much better to do 
this soon after moving in than risk having to do it at a time when 
you need treatment.

Decorating allowances

You may be eligible for a decorating allowance to improve 
the inside of your home. At the time you sign for your 
tenancy, we will discuss whether you are eligible for an 
allowance and how the scheme works.

 

Remember to 
update your 
address with the 
bank, the Council 
Tax Department 
and benefits 
agencies as soon 
as possible.
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Your tenancy

Tenancy agreements
Your tenancy agreement is a legally binding document 
detailing the full rights and responsibilities of the tenant 
and landlord. 

There are different types of tenancies and your tenancy agreement 
will clearly state what type you have. The majority of tenancies that 
we manage will be introductory or secure tenancies and these are 
in properties that are owned by the Council but managed by us. 
Below is a short summary of each type of tenancy we manage 
and the key features of each. If you’re in doubt about something, 
you should always refer to the full document or contact your 
Neighbourhood Housing Officer.

Introductory tenancy
If you have never been a tenant of a council or housing association, 
you will start off with an introductory tenancy. These are only for 
new tenants, last for a trial period of 12 months and come with 
more restrictions than a secure tenancy. For example, you cannot 
carry out home improvements or take in lodgers. After the 12 
months, it will become ‘secure’ providing you have kept to your 
tenancy agreement.

Secure tenancy
Once you have completed your 12 month introductory period 
you will be eligible to become a ‘secure tenant’. This will happen 
automatically unless we have taken any form of legal action against 
you during your introductory tenancy; for example, if you have been 
taken to court for rent arrears or anti-social behaviour. When you 
become a secure tenant, your rights will change as on page 8.

Assured and assured shorthold (starter) 
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Your tenancy

tenancies
Some properties managed by us are either assured or assured 
shorthold (starter) tenancies and not introductory or secure. These 
are properties which are owned by us and your tenancy agreement 
will show you what type of tenancy you have. Assured shorthold 
tenancies have similar rights to those of an introductory tenancy 
and assured tenancies are similar to secure tenancies. A new 
tenant in a property owned by us who has not previously had a 
tenancy with a council or housing association would be offered an 
assured shorthold tenancy for 12 months after which they would 
become an assured tenant.

For the full list of your rights and responsibilities as either an 
assured or an assured shorthold tenant please refer to your tenancy 
agreement.

Your responsibilities
The main responsibilities of all these tenancy agreements are:

• to make sure that you, people living with you or visitors do not 
cause nuisance or harass your neighbours or anyone living or 
working in the area;

• to pay the rent on time;
• to use the property as your main home;
• not to cause overcrowding;
• to keep your home clean and decorated;
• to keep your garden neat and tidy;
• to tell us of any defects to your home;
• to allow us access to your home for inspections and repairs, 

after we have given reasonable notice;
• to give at least four weeks’ notice in writing if you wish to end 

the tenancy; and
• only to make alterations to your home after receiving approval 

from us.

Introductory 
tenancies become 
secure after 12 
months.
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Your tenancy

Your rights
The main rights of all these tenancy agreements are:

• to stay in your home unless you have broken the conditions of 
your tenancy agreement and we get a court order against you;

• to be provided with information about your tenancy, for 
example what to do if you want to end your tenancy;

• to see certain personal information we hold in connection with 
your tenancy or housing application;

• to be consulted over changes to your tenancy agreement, or 
substantial changes in the housing management service;

• to have certain types of repairs carried out within a reasonable 
time frame according to our service standards;

• when you end your tenancy, you may have the right to claim 
compensation for certain home improvements you have 
undertaken providing you sought and were granted permission 
for the improvements; and

• depending on the property type you live in, you may be able to 
keep certain types of pets. Please contact us for advice and 
refer to your tenancy agreement.

In certain circumstances we may let you:

• sub-let part of your home;
• exchange with another tenant; or
• make improvements to your home.

You must get our written permission for these things and we may 
refuse permission if you do not meet certain conditions.

You should refer to your tenancy agreement for a full list of your 
rights and responsibilities, or contact your Neighbourhood Housing 
Officer.

Right to Buy

The majority of tenants with secure tenancies have the ‘Right 
to Buy’ their property. Assured tenants may have the ‘Right 
to Acquire’ theirs. Further information is available from our 
Leasehold Officer on 0161 218 1364 or from the Department 
for Homes and Local Government.

Some changes 
to your home 
or tenancy 
arrangements 
will need written 
permission.
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Your tenancy

Breaking your tenancy 
agreement
When you sign a tenancy agreement you are agreeing to keep 
to all the rules contained within it, just as we will keep to all the 
responsibilities we have to you.

We will contact you as soon as possible if there seem to be any 
problems with your tenancy such as rent arrears, anti-social 
behaviour, serious disrepairs, failure to allow reasonable access to 
the property, or failure to pay for rechargeable repairs.

We will always try to help you with any difficulties you may have 
by providing advice and information or putting you in contact with 
other organisations and services that may be able to help. We 
may be able to give you support to keep up your tenancy, such 
as through our Housing Support Officers or making a repayment 
arrangement with our Customer Finance Team.

Changes to your tenancy
At some point you might want to make a change to your tenancy. If 
you wish to make a change, please contact us. The main reasons 
for making a change are:

If you want to end your tenancy. You need to complete a 
tenancy termination form. You must give 28 days’ written notice 
that you will be leaving the property. The tenancy always ends on a 
Sunday. 

If a tenant dies. A secure tenancy can be ‘succeeded’ (inherited) 
by a partner or, in specific circumstances, by a member of the 
immediate family who has been living in the property for at least 
12 months prior to the death of the main tenant. Succession of a 
tenancy can only ever happen once. Your Neighbourhood Housing 
Officer can give you more details regarding succession and advice 
on what to do when a tenant dies. 

If you want to transfer the tenancy. You may wish to ‘assign’ 
(transfer) your tenancy to someone else. They must have been living 
in the home for at least 12 months and must satisfy other specific 
conditions. Your Neighbourhood Housing Officer can give you 
further details if you are interested in assigning your tenancy.
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Paying your rent and water charges

Our Customer Finance Team is responsible for collecting 
rent and water charges, and managing arrears.

The level of rent you pay is fixed by Stockport Council, using 
guidelines set out by the Government. It is due every week in 
advance, unless you have contacted us to agree a different way of 
paying. You may also pay service charges if you benefit from extra 
services such as grounds maintenance or caretaking, or we collect 
your water payments

We enter customers who maintain a clear rent account into a 
monthly cash prize draw. If you pay by direct debit, you will receive 
a discount on your annual rent.

Housing Benefit
If you are on a low income or are unemployed, you may be entitled 
to Housing Benefit. You can submit an application for Housing 
Benefit online at www.stockport.gov.uk. 

Universal Credit
If you are of working age and applying for benefits, you may be 
asked to apply for Universal Credit. This new system rolls several 
existing benefits into one payment made directly to you, leaving 
you responsible for managing budgets and paying your rent to us. 
You can get more information on Universal Credit from Customer 
Finance Team.

Service charges

If you receive 
additional 
services, you will 
pay a charge for 
these as well as 
your rent. These 
services may 
include:

• grounds 
maintenance;

• caretaking;
• building and 

window cleaning;
• sheltered 

scheme support;
• Carecall;
• concierge;
• heating;
• communal 

lighting;
• entry phones; TV 

aerials; and
• laundry facilities.
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Paying your rent and water charges

Ways to pay your rent and 
water charges
We aim to make it as simple as possible for you to pay your rent 
and service charges by offering a variety of ways to pay:

On the internet
You can pay with a debit or credit card at 
www.stockport.gov.uk/payments

Direct debit
You can pay your rent by direct debit weekly on any day that suits 
you and receive an annual discount for doing so. Please phone the 
Customer Finance Team to arrange this.

At a Post Office or PayPoint outlet
You can pay at any Post Office or PayPoint outlet. Post Offices are 
open on Saturday mornings and many PayPoint outlets are open 
seven days a week and late at night. For a free payment swipe 
card, please phone the Customer Finance team on 0161 217 6016.

By telephone
You can pay using a debit or credit card by telephoning 
0161 474 4050. This service is available 24 hours a day.
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Paying your rent and water charges

What to do if you fall into 
arrears
At some time you may have problems paying your rent 
and / or water charges. Many people have difficulty with 
rent because they have other money problems. There are 
lots of different ways we can help you, so please contact 
us as soon as you have any problems and we will give 
you advice and support.

Failing to contact us and resolve rent arrears will lead to action 
against you which could result in the loss of your home, so it’s really 
important to speak to us as early as possible.

If you find it difficult to meet your rent payments you should:

• Contact our Customer Finance Team.
• Avoid making agreements you can’t keep. This will only lead to 

more problems.
• Choose a payment method that is convenient to you then you 

won’t miss further payments.
• Always respond to letters or phone calls as soon as possible as 

delays will cause more problems.
• Ask us for advice: Our Money Advice Team can carry out a full 

assessment of your financial circumstances and provide advice 
and assistance which could include:

• checking what benefits you might be entitled to claim 
and assisting with any applications;

• maximising your income by making sure you are getting 
the best deals on your bills so that you have more 
money left over;

• advice and help if your benefits are stopped or reduced;
• providing advice on managing any existing debts; and
• helping you to make the most of your money.
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Your home

Repairs
We aim to provide all of our customers with a   
high-quality, efficient and comprehensive repairs service.

When you report a repair, you need to let us know whether it is a 
routine repair or an emergency repair.

Routine repairs
You can report a routine repair from 8.00am to 5.00pm by:

• calling the Repairs Contact Centre on 0161 217 6016;
• visiting our website at www.stockporthomes.org;
• emailing the Repair Contact Centre at    

housing.repairs@stockporthomes.org;
• text messaging from a mobile telephone on 07797 806626;
• minicom on 0161 217 6024; or use the
• My Landlord app.

When you report a routine repair, we will aim to agree a suitable 
morning or afternoon appointment within a time frame of 20 days. 
We will also let you know if you will need an initial inspection before 
we carry out the work.

It’s helpful if you can provide some details such as the name and 
make of an appliance or types of material. Please also provide your 
telephone number and the best times to contact you.

We may charge you in the event that we are called out to an 
emergency repair that is not a genuine emergency, or if damage 
has been caused by you or somebody you know.

Emergency repairs
If there is a risk of injury or damage to your property you can 
use our emergency repairs service which is available 24 hours a 
day, 7 days a week. For emergency repairs call us immediately 
on 0161 217 6016. We aim to respond within four hours.

Emergency situations
It’s always worth noting where your gas and water stop taps are 
when moving in to a new home.

If your repair 
relates to heating, 
please check your 
thermostat and 
that the gas and 
electricity supplies 
are on before 
calling us out.
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Your home

Gas emergencies
In case of a gas leak, turn off the gas supply, open windows and 
allow no naked flames. Do not turn electrical appliances on or off. 
Telephone National Grid Gas on Freephone: 0800 111 999. If the 
problem is with a gas appliance, call the Repairs Contact Centre.

Water emergencies
Turn the water off at the stop tap. For internal water leaks contain 
the leak as much as possible and call the Repairs Contact Centre. 
For external water leaks, call United Utilities on 0800 330 033.

Responsibilities
You are responsible for We are responsible for repairing

• interior painting and 
decorating (except 
communal areas);

• cracked and broken 
glass (unless caused by 
vandalism);

• fixtures and fittings 
damaged by you;

• interior furnishings, if 
supplied by us;

• any fittings, appliances 
or alterations supplied 
or carried out by 
yourselves, including TV 
aerials (unless communal 
TV aerials), plumbing 
in washing machines 
and dishwashers, and 
adapting doors to 
accommodate carpets; 
and

• maintaining your garden 
and gates to your 
property. 

• foundations;
• external walls;
• external doors and door 

frames;
• window frames;
• roofs and chimneys;
• gutters and rain water pipes;
• drainage;
• water services;
• basins, sinks, baths and 

toilets;
• electrical services;
• gas services;
• central heating and hot 

water systems;
• communal areas (such as 

lifts and stairs) in multi-
occupied properties;

• damage caused by 
vandalism where a Crime 
Reference Number can be 
provided; and

• maintaining community and 
open plan gardens.
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Your home

Rechargeable repairs
We will ask you to pay for repair work to your home if the work has 
been caused for example by:

• damage to interior furnishings if supplied by us;
• any act of negligence including repeated lock changes; and
• removal of rubbish left in the property, loft, outhouse or garden 

area once a tenancy has ended.
If the repair is non-urgent we will give you the option of doing the 
repair yourself – as long as you allow the option of a member of our 
technical staff to inspect it afterwards.

When you report a rechargeable repair to the Repairs Contact 
Centre, we will tell you the approximate cost if we can. Any damage 
requiring a repair caused by criminal activity must be reported to 
the police. This must then be forwarded to us.

Other types of repairs and maintenance
• Gas boiler and gas appliance mandatory safety checks take 

place every year. We have a legal responsibility to carry these 
out and your tenancy agreement states that you must allow us 
access to do this. If not, we will always use the courts to gain 
access if we need to with costs recharged to you.

• We will conduct an electrical check of your home every 10 
years.

• Programmed repairs can include repainting the outside of 
your home every so often, or work such as replacing roofs or 
heating systems. We may hold back certain routine repairs until 
programmes repairs are due. Please contact us for details.

• Major improvement works to your homes such as new 
kitchens, bathrooms, windows and doors are carried out by 
our Investment Team when the need arises, in consultation with 
customers. 

• Major repairs such as damp or structural defects take longer 
to investigate and remedy. If your home needs major repairs, 
we will inspect the property and tell you what is involved and 
how long it will take.

Right to Repair

Government 
regulations under 
the Right to Repair 
Scheme gives 
tenants the right 
to have certain 
repairs completed 
within specified 
time limits.

Free insulation!

We can make your 
home warmer by 
insulating your 
loft, walls and 
pipes. We will do 
much of this for 
free. Contact your 
Neighbourhood 
Housing Officer 
for further details 
of the scheme.
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Your home

Improvements
Making improvements to your home
As a Secure or Assured tenant you can make improvements and 
adaptations to your home. Please remember that you will need our 
written permission before doing this. You may also need planning 
permission and you must keep to building regulations. An addition 
or change to the property or to its gas, electrical or water supply 
must be carried out by competent tradespeople, and we’ll need to 
inspect it ensure the work is of a good standard.

There are decorating allowances available to enable you to buy 
materials to redecorate your home where work has caused damage 
or the decoration was in poor condition at the time you moved in.

Allowances are available when gas central heating has been 
installed, or when rewiring or extensive plastering has been done 
because of damp treatment, floor replacement or water penetration. 
If you have this type of work carried out, a Customer Liaison Officer 
will contact you about your decorating allowance.

As a new tenant you may be eligible for a decorating allowance 
to improve the inside of your home. At the time you sign for your 
tenancy, your Neighbourhood Housing Officer will discuss whether 
you are eligible for an allowance and how the scheme works.

Compensation for improvements
From 1 April 1994 there has been a Right to Compensation for 
home improvements for tenants. If your tenancy is ending, and you 
have improved your home following written approval from us to 
carry out the improvement, you may be entitled to compensation 
from us.
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Your home

Adaptations
Sometimes people need their home adapted to help them 
make best use of it due to age or ill health and maintain their 
independence. This can involve anything from an additional stair rail 
to a stair lift. The work is usually done after an assessment by the 
Council’s Social Care department.

There may also be opportunities to move in to a new 
home which has already been adapted for a person with 
similar needs. To do this you need to be registered with 
Homechoice. You can contact them on 0161 217 6016 or email 
homechoice@stockporthomes.org.

Looking after your home
Fire safety
We work closely with the Greater Manchester Fire and Rescue 
Service to reduce the risk of fire and improve your safety. 

It is important that you play your part by checking your smoke 
alarms, and avoiding unsafe practices such as using open deep fat 
fryers or blocking fire escapes.

Ensure that your smoke detector works effectively by:

• removing the cover once a year and vacuuming the dust off the 
sensor inside;

• testing the detector each week by pushing in the test button;
• changing the battery as soon as the buzzer starts to sound 

intermittently on battery-powered detectors, this indicates that 
the battery is due for replacement; and

• contact us to arrange the repair of a smoke detector we have 
provided you with if it develops a fault.

For more free fire safety advice please vistit our website 
www.stockporthomes.org.

Mobility 
scooters

We realise that 
some customers 
will need to use 
mobility scooters, 
however these 
can act as a fire 
hazard. If you need 
to use a mobility 
scooter, your 
Neighbourhood 
Housing Officer 
can give you 
some advice on 
how to best store 
the scooter to 
minimise any risk. 
Storing scooters in 
communal areas is 
not allowed unless 
we have given 
permission.
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Your home

Preventing condensation and mould
There is always some moisture in the air but it cannot normally be 
seen. When the air gets too full of moisture or when it gets cold, 
droplets of water / condensation will form on windows, walls and 
even beds and furnishings.

You can reduce and prevent condensation by:

• opening windows especially if bathing or cooking, and closing 
doors to stop moist air spreading;

• covering pans when cooking, and drying clothes outdoors;
• closing the doors to these rooms to stop moisture getting into 

the rest of your home;
• running cold water into the bath before adding hot;
• ventilating and avoid overfilling cupboards and wardrobes;
• trying to maintain a background level of heating throughout 

your home so that no room becomes too cold;
• avoiding using paraffin and portable flueless bottled gas 

heaters; and
• reducing heat loss through insulation.

We can provide a leaflet on how to manage condensation and 
mould and have similar information available on our website.
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Your neighbourhood and community

A great home isn’t just made up of walls and a roof, but 
the neighbourhood and community surrounding it. We 
work with tenants and residents, community groups, 
and a wide range of agencies from hospitals to the 
police with the aim of creating pleasant, safe, and happy 
neighbourhoods together.

To find more community events and projects in your local area visit 
our website www.stockporthomes.org. 

Parking
To prevent traffic and obstruction issues around your home, please 
park in designated car parking areas. You may park on the side 
of the road provided you do not cause an obstruction and there 
are no parking restrictions in place. You must ensure the vehicle 
is roadworthy and taxed. You can apply for permission from us to 
park your car off the road to the side, rear or front of your property 
provided it is suitable for use as a driveway. This means that you 
must have a dropped kerb in place and a suitable hard standing for 
the vehicle to park on. If you do not have a dropped kerb, you will 
need to arrange for the Council to drop the kerb and you will need 
to pay them to carry out this work on your behalf.

We manage garages in most areas of the Borough. Contact us for 
more information and an application form if you are interested in 
renting a garage.

Environmental services
Stockport Council deals with issues such as:

• bin and recycling collection;
• bulky waste collection;
• assisted collection;
• street cleansing;
• fly-tipping;
• fly-posting;
• graffiti;
• abandoned vehicles; and
• litter.
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Your neighbourhood and community

There may be a charge for some of these services. Our Caretaking 
Team may also deal with some of these issues if they are on 
property managed by ourselves. Customers receiving Caretaking 
Services pay a charge in addition to their rent.

Bin collection and recycling
Stockport Council is responsible for managing bins and waste 
collection in the Borough. To check when your recycling and 
refuse is collected and which items go in which bin, visit Stockport 
Council’s website www.stockport.gov.uk/waste where you can 
print out your collection calendar.

You can put your wheelie bin, bag or box out from 5pm the night 
before your collection. Please bring it in as soon as you can after 
it has been emptied. If you live in a flat, you may have shared 
recycling and refuse containers. If you would like further information 
about recycling, or any other council service, please contact 
Stockport Direct on 0161 217 6111.

There are many recycling sites across the Borough. Nearly all sites 
have glass, cans and paper recycling containers but larger sites can 
also take other materials.

If you have limited mobility and there is no one in your household 
that is able to put your bin bag or recycling containers out at the 
front edge of your property or nominated collection point, help is 
available by setting up an assisted collection. Contact Stockport 
Council for an application form or you can get one at any of the 
libraries, information centres, from Fred Perry House, Disability 
Stockport or Age UK Stockport, or visit www.stockport.gov.uk

Pest control
Stockport Council’s Hygiene Action Team deals with the removal 
of pests such as rats or cockroaches. To book an appointment for 
a Pest Control Officer to visit and treat your home, please phone 
the Hygiene Action Team on 0161 217 6017. In certain cases you 
may be able to carry out your own treatment at no charge. Please 
telephone the Hygiene Action Team for advice on how to do this 
safely and effectively.
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Your neighbourhood and community

Caretaking services
We employ caretakers to look after flats with communal areas. Most 
are based in multi-storey blocks and others are mobile and work 
at various locations throughout the Borough. Customers receiving 
Caretaking Services pay a charge in addition to their rent.

Caretaking service standards are displayed in the foyers of blocks 
where this service is provided. These show the standard that the 
caretakers aim to achieve to create a pleasant, safe and clean 
environment for you live in.

Caretakers are available within working hours to assist you, your 
visitors and contractors to the best of their ability. If they cannot 
provide an answer or solution to a problem they can tell you where 
to get help. All our caretakers wear Stockport Homes uniforms and 
have identity badges.

Concierge services
Some of our properties have a concierge service which monitors 
CCTV cameras in and around the communal areas of the properties 
and housing offices. Customers receiving the Concierge Service 
pay an additional service charge to their rent. The concierge team 
also controls access to buildings. Residents are provided with a 
key fob, whilst visitors need to contact the call handlers, who will 
contact the tenant before allowing access.



Retirement living
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Your neighbourhood and community

Grounds maintenance
We manage a variety of green spaces in your neighbourhood. 
If your home is in the vicinity you will pay a service charge. This 
may include open landscape areas, play spaces, communal 
spaces and trees. Our services include grass cutting, flower bed, 
shrub and hedge maintenance, weed and litter control, hard 
surface maintenance and tree management. There is a service 
charge for this service, and some areas are the responsibility of 
Stockport Council. If you would like further information on how 
we maintain your local greenspaces or advice on how to manage 
or improve your garden please contact the Greenspace Team on 
0161 474 2377.

Assisted gardening service
An assisted gardening service is provided to older and disabled 
tenants who have no other option for support who require support 
to maintain their garden. If you would like further information, please 
contact the Greenspace Team on  0161 474 2377.
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Your neighbourhood and community

Anti-social behaviour
Unfortunately anti-social behaviour can occasionally arise in a 
community. This is a broad term we use to cover a wide range 
of behaviour ranging from nuisance and annoyances to serious 
criminal acts.

Excessive noise late at night, threatening behaviour, fly-tipping, and 
drug use are all examples of this. Hate behaviour including racism, 
sexism, homophobia, or abuse targeting disabled people and 
domestic abuse are also examples of anti-social behaviour. Anyone 
can be a victim of anti-social behaviour, whether they are a tenant, 
homeowner or housing professional.

Dealing with anti-social behaviour
We strongly encourage tenants to show consideration and be polite 
to other residents and neighbours. You also need to be aware and 
tolerant of the lifestyles that other people may lead.

Some tips on how to be a good neighbour:

• introduce yourself when you move in – you could become 
friends;

• warn your neighbours if you are going to have a party and 
agree a reasonable time for it to end;

• keep noise to a minimum especially at night;
• train your dog not to bark unnecessarily; and
• be mindful that your neighbours may be elderly or have young 

children and won’t like a lot of noise at night.

If you are experiencing a problem with a neighbour, and feel 
comfortable in approaching them, talk to them politely to see if you 
can sort out the problem between you if it is safe to do so. Your 
neighbour may not realise their behaviour is causing you a problem.

For further advice on approaching your neighbour, please ask your 
Neighbourhood Housing Officer. If your attempts don’t work or you 
feel uncomfortable about approaching your neighbour, then please 
contact us.

Domestic abuse 

Physical, sexual, 
emotional or 
financial abuse that 
happens in the 
family or between 
intimate partners 
is domestic abuse. 
We take this very 
seriously and our 
staff are trained to 
deal with issues 
sensitively. For 
support with 
domestic abuse, 
please contact 
our ASB team 
on 0161 218 1498. 
You can also 
get support 
from Stockport 
Without Abuse on 
0161 477 4271.
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Your neighbourhood and community

How can you report anti-social behaviour?
You can report any incidents of anti-social behaviour by contacting 
the ASB team on 0161 217 6016.

In an emergency where there is an immediate threat or a crime in 
progress please contact Greater Manchester Police (GMP) on either 
999, 0161 872 5050 or 101.

If you report anti-social behaviour we will 
want to know:
• Where? Is the problem in your home, outside your home or 

somewhere else?
• When? Is it at night, in the early hours of the morning or during 

the day?
• Who? Is it your neighbour, a relative or a stranger? If you don’t 

know them, can you describe them?
• Why? Is there a reason you are being targeted or is it a 

problem that affects the whole community, such as drug 
dealing?

• What? What is the anti-social behaviour? Is it loud music, 
nuisance from young people, barking dogs?

What we do when you report an anti-social 
behaviour problem
We take any report of anti-social behaviour very seriously and will 
make sure that the problem is fully investigated. In most cases your 
dedicated Anti-Social Behaviour (ASB) Officer will want to talk with 
you to find out more details.

Your answers are very important. The more information we have the 
better we will be able to help you resolve the problem. The easiest 
way of recording the information is on our incident diaries. These 
are available from the ASB team or on our website.

We can then develop an ‘action plan’ with you to try and resolve 
the situation.

We have a range of tools available to deal with anti-social behaviour, 
ranging from mediation to resolve differences, to pursuing court 
orders and evictions in the worst cases. We also work in the 
community to try and tackle some of the underlying problems that 
can contribute to anti-social behaviour such as mental health and 
alcohol misuse issues.
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Getting involved

Managing properties in Stockport is more than dealing 
with just the ‘bricks and mortar’. It’s also about creating 
thriving communities by involving the people who matter 
most, you, our customers! Community development is 
what happens when you tell us what you think about 
services you receive and have a chance to influence the 
decisions that affect your home and neighbourhood. This 
helps us to improve. There are many ways you can get 
involved.

Contact the Customer and Community Engagement Team

Telephone: 0161 474 2862

Email: customer.involvement@stockporthomes.org

Text: 07891 949 399

Visit: www.stockporthomes.org

Ways you can get involved
Stockport Homes’ Board – This is the heart of Stockport Homes’ 
decision-making. The Board decides the strategic direction of 
the organisation, monitoring performance, setting budgets and 
approving strategies.

Scrutiny Panel and Customer Inspectors - The Customer 
Scrutiny Panel is a group of customers who review and challenge 
whole service areas and make recommendations to the Board 
around service improvements. They are supported by a group of 
Customer Inspectors who carry out mystery shopping exercises to 
test our services.

Community Champions Network – If you are active within your 
community you can join this network of volunteers who meet up to 
share ideas and experiences.
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Getting involved

Hubs – These are an opportunity for you to speak to Service 
Managers and influence how services are delivered. There are four 
Hub meetings:

• Homes Hub – focuses on Repairs and Improvements.
• Customer Hub - looks at customer access to services, ways 

of getting involved, customer finance, and social inclusion 
issues. 

• Communities Hub – an opportunity for you to influence 
services in your local community.

• Older Persons’ Hub - engages with our older customers 
about issues that affect them.

Customer groups in the community – There is a network 
of groups around the Borough that get involved in local issues. 
Customer Involvement provides support for these groups and helps 
them to achieve their objectives. If there isn’t a group in your area 
we can help you start one. 

Community Count – Community events enabling people to come 
together to vote on how much money should be granted to projects 
that will benefit the local community. 

Working groups – one-off groups that focus on specific services 
or service areas.

Projects for young people – Engagement projects geared 
towards 18 – 25 years olds to help with skills development and 
confidence.

Postal, telephone, online and email surveys – Complete 
surveys from the comfort of your own home on a variety of issues. 

Estate Walkabouts – An opportunity for customers to tour their 
neighbourhood with their Neighbourhood Housing Officer to look at 
areas for improvement.
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Compliments and complaints

Letting us know about a compliment or complaint helps 
us to improve our services.

If you want to make a positive comment about a member 
of staff, team or service area this will be dealt with as a 
compliment.

If you are unhappy with a service you have received or a 
member of staff you can make a complaint.

You can give your feedback by completeing the 
online form at www.stockporthomes.org, emailing 
feedback@stockporthomes.org or call us on 
0161 474 2600.

What is a complaint?
Stockport Homes defines a complaint as:

“An expression of dissatisfaction about a service provided by 
Stockport Homes where a previous attempt to resolve the issue 
has failed”

For example, if you are upset about the attitude of a member of 
staff or you feel a service standard, policy or procedure has not 
been met then you can make a complaint. 

We welcome all complaints as we can learn from them and turn 
them into service improvements.

Complaints do not include the following:

• neighbour disputes;
• neighbour nuisance, or anti-social behaviour complaints – 

unless you feel we have not dealt with a nuisance complaint 
properly; and

• complaints about the action taken by anyone who does not 
work for Stockport Homes.
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Compliments and complaints

How will we deal with your 
complaint?
We have two stages for dealing with complaints:

Stage 1

Dealt with by the relevant Officer or Manager.

Stage 2

If you can present additional information which may change the 
outcome of your complaint, you can ask for your complaint to be 
reviewed by an Appeal Panel. The Appeal Panel is made up of a 
Head of Service and two customers, although you can choose 
to have only a Head of Service present if you prefer. The member 
of staff who provided the response at Stage One will also attend 
the hearing to explain how they reached their decision. 

Supporting customers in making complaints

An advocacy service is available to support complainants in 
making complaints. This can be an advocacy service chosen by 
the complainant or Stockport Homes can appoint an advocate 
on their behalf. The service will be independent from Stockport 
Homes and will act on behalf of the complainant.

Still unhappy?

If you remain unhappy you can have your complaint heard by a 
‘designated person’ as defined by law. This can be an elected 
representative such as a local MP or Councillor, or a registered 
group of independent tenants. If you would like to approach the 
local Independent Tenant Panel, please contact the Customer 
Feedback Officer.

Housing Ombudsmen

You can complain to the Independent Housing 
Ombudsman at any time but the complaint will usually 
be referred back to us if it has not been through our 
complaint process.

For more information about the Independent 
Housing Ombudsman please visit 
www.housing-ombudsman.org.uk.

You may also use the
following contact
information: 
Housing Ombudsman
Service
81 Aldwych, 
London, WC2B 4HN
Telephone: 0300 111 3000
Fax: 020 7831 1942
Email: info@housingombudsman.org.uk

Feedback is just 
as important to 
us whether it is a 
compliment or a 
complaint.
Compliments help 
us to understand 
what we’re doing 
well so we can 
carry on doing it 
and extend great 
service to other 
areas.
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Additional support

If you are finding it difficult to manage your tenancy, we 
have several different services that may be able to assist 
you.

Housing Support Team
The Housing Support Team helps a range of vulnerable households, 
for example those who have experienced homelessness, young 
people in their first tenancies, people who have physical or mental 
health problems, disabilities or learning difficulties, or indeed anyone 
in need of support with housing matters. We help them to set up 
home, settle into the community and keep their tenancies. We can 
also support existing tenants who are already living within their 
properties but require support due to difficulties or a change in their 
circumstances. We visit on a regular basis to make sure things are 
going well or to deal with any difficulties.

The team can offer support with:

• practical help in setting up home;
• support to maintain your tenancy and move towards 

independence. This means making sure you can manage 
things on a long-term basis; and

• advice about housing, or practical help with day-to-day living. 
In the long-term we want to see you living in a home that suits 
you and where you are healthy, settled and coping, taking your 
wishes into account.

The Housing Support Team can offer:

• advice on housing options;
• working with other agencies, such as Social Care;
• advice on budgeting and housekeeping;
• advice on benefits;
• practical help with form filling, for example for Housing Benefit, 

Stockport Local Assistance Scheme;
• getting furniture and household equipment; and
• support and a series of regular visits.
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Additional support

Mediation Scheme
For people who are homeless or threatened with homelessness due 
to a family breakdown. The Mediation Officer will mediate between 
you and your family or host to tackle the issues of conflict which 
have led to the breakdown, enabling you to return home where 
appropriate.

Deposit Scheme
For people who want to rent from a private landlord. The scheme 
provides a bond (a written guarantee to the value of a month’s rent) 
to the landlord, promising that should there be arrears or damage 
to the property at the end of the tenancy the bond will be paid to 
the landlord. This means you don’t have to hand over a large cash 
deposit to get the accommodation.

Furnished Tenancies Scheme
Provides a basic package of furniture, carpets and white goods 
(such as fridges) for people setting up home. You pay for the goods 
through a service charge added to your rent.

Carecall
Our Carecall service uses the latest technology, to support you in 
an emergency where you cannot get to the phone.

Customers wear a pendant around their neck or wrist, allowing 
them to contact a 24 hour monitoring service without moving. A 
friend or family member, mobile warden or emergency service is 
then contacted depending on the situation.

Carecall provides additional services and these include:

• holiday cover to provide reassurance to relatives about their 
loved ones whilst they are away;

• a sitting service which provides rest bite to a carer;
• a shopping service that enables a staff member to carry out 

shopping on behalf of the client in case they can’t leave the 
house; and

• a ‘handy person’ service to carry out small repairs to your 
home and a gardening service for that ‘one off’ tidy up or 
regular maintenance.

The Carecall service is free to certain customers living in Stockport 
Homes properties. If this service is something you, your friend, 
or family member could benefit from, then you can contact the 
Carecall Team on 0161 218 1655. 



www.stockporthomes.org 31

Additional support

With Carecall, you can reach 
that friend or family member 
at the touch of a button if 
you have a fall or feel unwell.

/carecallmonitoring  @carecallmonitorwww.carecall24.co.uk

Call us today on     0161 218 1655
or visit     www.carecall24.co.uk

Peace of mind from £2.23 per week and a connection fee 
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Tr a n s f o r m i n g  L i v e s/StockportHomes @StockportHomes

www.stockporthomes.org

You can get free copies of newsletters and other documents 
from Stockport Homes on audio tape, CD or in large print.

For more information please contact the Social Inclusion Team 
on 0161 474 2860 or email inclusion@stockporthomes.org


