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1.1

Moving In

This section tells you what you need to do when you 
move in.

Gas, Electricity, Telephone and Water

Tell the gas, electricity, telephone and water companies 
when you are moving in.

On the day you move in, read your meters. It is worth 
shopping around for the suppliers that will give you the 
best deal. You may be paying for water with your rent; 
ask the Rent Accounts Team if you’re not sure.

Council Tax

Tell the council tax office at the Council that you have 
moved in. Staff there will give you a form to fill in.

Housing and Council Tax Benefit

If you are on a low income, you may be able to get 
housing and council tax benefit to help you pay your 
rent and council tax. We may have given you a form 
for claiming benefit when you viewed the property. You 
can also get forms from the housing and council tax  
benefit office.

Change of Address

Make sure you tell anyone who needs to know that you 
are moving eg schools, doctors, the benefits office and 
TV Licensing.



1.2

You can pay the Royal Mail to redirect your post to 
your new address, but you must give seven days notice. 
Contact your main Post Office for details. You will need 
to supply two documents eg household bills showing 
your name and address.

Insuring your Belongings

Without insurance you will not get any help with 
replacing items that are damaged by theft, fire, floods 
and leaks. You may also have to pay for damage to a 
neighbour’s home.

If your washing machine floods for example, you may 
have to pay for repairs to the flat below you.

It is important to get your belongings insured. Before 
taking out insurance, make sure you understand how 
it works. Check, for example, whether the insurance 
company will pay to replace old items with new ones.

Furniture

If you are struggling to pay for furniture, please contact 
our Housing Options Team. They may be able to refer 
you to the furniture helpline, who supply secondhand 
furniture at a low cost.

Welcome to your new home

We gave you a leaflet when you looked at the property 
and again when you signed for the tenancy. It is a useful 
guide to what you can expect when you move into your 
new home.
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Renting a garage

We have garages to rent, so if you are interested, please 
contact the garage Administration Assistant.

Essential information for reporting repairs

Please fill in the box on page 4.2. This will make it easier 
for you to report repairs. You can also call 0800 954 
7548 during office hours to report repairs.
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2.1
Your rent

It is important to pay your rent on time. The Rents Team 
is there to help you. Please contact them if you have any 
questions about your rent. If you are having problems 
paying your rent or if you are waiting for housing benefit, 
please talk to them immediately. This section tells you:

•	when to pay your rent
•	 how to pay your rent
•	 how to claim housing benefit.

The next section tells you what to do if you are having 
problems paying your rent and what we will do if you 
are behind with your rent.

What rent pays for

We use rent to pay for:

•	 day to day repairs
•	 planned maintenance (see page 4.11)
•	 structural repairs and improvements
•	 the cost of managing council homes.

How we set your rent

The Government tells us what rent levels should be in 
Council homes.

Councillors make the final decision about how much 
rents will increase each year based on the income we 
need to pay for the cost of managing Council homes, 
the services you receive and what the Government  
tells us.
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When to pay

We charge rent in advance. This means if you pay 
weekly, you should pay each Monday, if you pay monthly, 
you should pay on the first day of each month and if you 
pay by direct debit, we collect rent on the last working 
day of each month for the next month.

How to pay

There are several ways to pay:

•	By direct debit: if you fill in a direct debit form, we 
will collect your rent from your bank or building society 
account each month. If your rent changes, you will 
not need to fill in a new form. Ask the Rent Accounts 
Team for more information.

•	At any of our offices: you can pay by cash, cheque 
or with a debit or credit card.

•	By post: send your rent card and a cheque made 
payable to Waverley Borough Council to:

	 Resources Department
	 Waverley Borough Council
	 The Burys
	 Godalming
	 Surrey GU7 1HR

	 Please do not send cash by post.
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•	By telephone: you can phone any of our offices and 

pay by debit or credit card.

•	At a post office: you can pay at any Post Office by 
cash, cheque or debit card and you will need your rent 
account number.

•	By telephone or internet banking: our bank details 
are:

	 HSBC Bank plc
	 Sort Code:	 40 22 12
	 Account Number:	 21369121

•	By Girobank’s online service: if you have a debit 
card, you can pay over the internet using Girobank’s 
online service. You can reach this through our website 
at www.waverley.gov.uk/payments. Girobank does 
not charge for this service.

Checking your account

We will send you a statement every three months which 
shows what you have paid and what your balance is. If 
you have paid too much rent, you can ask for a refund. 
If you are behind with your rent, you will need to pay 
the money you owe us. You can contact the Rents Team 
at any time to find out how your account stands. See 
Problems paying your rent, page 3.1.

Housing Benefit

If you are out of work or on a low income, you may be 
able to get housing benefit. To claim housing benefit, 
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you must fill in a housing benefit form. You can get a 
form from one of our offices. You should return the 
form to our Benefits Section as soon as you can because 
they usually pay benefit only from the Monday after they 
receive the form.

The rules on housing benefit and council tax benefit (see 
pages 2.4 and 2.5) are set by the Government. To claim 
housing benefit, you must send our Benefits Section 
documents that identify you eg your driving licence 
passport, birth certificate or marriage certificate. If you 
do not have all the documents, send the form anyway, 
but make sure that you send the rest of the documents 
as soon as you can.

If you need help with filling in the housing benefit form, 
ask the Benefits Section, Housing Management staff or 
your local Citizens Advice Bureau.

The benefit you will get depends on things such as:

•	 your income and savings
•	 your partner’s income and savings
•	 children who live with you
•	 other adults who live with you
•	 how much rent you pay.

The Benefits Team at our Godalming office deal with 
housing benefit claims. They will write to tell you how 
much housing benefit you will get. The Benefits Team 



2.5
will let you know how much council tax benefit you are 
entitled to.

Council Tax Benefit

You may be able to get council tax benefit to help pay 
your council tax. If you are on income support or a 
very low income, council tax benefit may cover all your 
council tax. The council tax form is the same as the one 
for housing benefit. The Benefits Team will let you know 
how much council tax benefit you are entitled to.
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3.1

Problems paying your rent

If you are having problems paying your rent or claiming 
housing benefit, tell the Rents Team immediately. They 
will help you as much as they can, for example, they can 
arrange for you to catch up with your rent gradually. 
You can also get advice on debt from your local Citizens’ 
Advice Bureau or a solicitor.

What happens if you do not pay your rent

•	 Your home is at risk if you do not pay your rent because 
it means you are breaking your Tenancy Agreement. 
We may take legal action against you, which could 
result in you losing your home.

•	 You may not get credit or hire purchase if companies 
know you owe us money.

•	 You may not be able to get a mortgage in the future. 
If you want a mortgage, the lender will ask us for a 
reference.

•	 You will probably not be able to transfer to another 
Council home or swap homes with another tenant.

•	 You will probably have to pay our legal costs.
•	 You will find it difficult to get another home if we  

evict you.
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How we deal with failure to pay rent

We take firm action against tenants who do not pay 
their rent.

Two weeks behind with rent

We will write to tell you that you are behind with your 
rent and ask you either to pay the amount you owe or 
to get in touch with the Rent Accounts staff.

The Rent Accounts staff will discuss the problem with 
you. They may arrange for you to clear the total debt by 
making regular payments that you can afford.

Three weeks behind with rent

We will write to tell you that you are still behind with 
your rent. We will ask you either to pay the debt in full 
or to arrange and stick to a plan to clear it with regular 
payments. The letter will warn you that we may serve 
notice that we intend to seek possession of your home. 
It will also advise you to get independent advice from 
your local Citizens’ Advice Bureau.

Five weeks behind with rent

We will serve notice that we intend to seek possession 
of your home.
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Court hearing

We will ask the Court to give us possession of your home 
and order you to pay our costs. We do not normally 
seek immediate possession of your home. This means 
you can stay in your home as long as you pay your rent 
on time and make regular payments to clear your debt, 
as ordered by the Court, but we may seek immediate 
possession if you have a long history of broken payment 
arrangements or you have broken the other conditions 
of your tenancy.

Eviction

If you do not make any payments ordered by the Court, 
we may ask the Court’s Bailiffs to evict you.
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4.1

Repairs

We aim to provide a high quality repairs service. This 
section tells you:

•	 essential information for reporting repairs

•	 how to report repairs during normal office hours

•	 how quickly we carry out repairs

•	 checking our performance on repairs

•	 equality of service provision

•	 emergencies outside of office hours

•	what we are responsible for

•	what you are responsible for

•	 Right to Repair

•	 planned maintenance

•	 letting us in

•	 gas safety checks

•	 gas leaks

•	 contractors code of conduct

•	 home Improvements

•	 asbestos: important safety information.
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Essential information for reporting repairs

When we deal with repairs, we need to know where 
certain items are in your home like the fuse box. To make 
it easier for you to report repairs, please use the box to 
note where these items are.

How to report repairs during normal office hours

Please report repairs as soon as you know about them. 
If you do not, the problem might get worse, making it 
more difficult for you and for us to fix it.

If you phone us about your repair, we will ask you 
questions so that we get the right information about 
what is wrong. This helps the contractor to get the repair 
done during his first visit.

If you are reporting your repair on the internet, by email 
or by writing to us, please give us as much information 
about the problem as you can including where it is and 
your contact phone number.

Item	 Where it is in your home

Stopcock

Fuse box

Gas lever

Hot water cylinder

Cold water tank

Central heating boiler
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You can report repairs in a number of ways:

By phone:	 Freephone number 0800 954 7548  
On Monday to Thursday from  
8.45 a.m. - 5.15 p.m.  
and on Friday from  
8.45 a.m. - 4.45 p.m. 

By fax: 	 01483 523134

On the internet: 	 Go to the repairs pages and fill out 
the repair request form

By email:	 to housingrepairs@waverley.gov.uk

In person:	 at one of our offices in Godalming, 
Cranleigh, Farnham and Haslemere

By writing to:	 Housing Maintenance Section 
Waverley Borough Council 
The Burys 
Godalming 
Surrey 
GU7 1HR
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How quickly we carry out repairs

We put repairs into categories and carry out the most  
urgent first.

When you report a repair, we will ask you if you want 
an appointment. If you do we will either make the 
appointment whilst you are on the telephone to us 
or our contractor will ring you separately to arrange a 
mutually convenient time.

Checking how well our repairs service is doing

When we order a repair, we will send you an 
acknowledgement form. The front page has information 
about your repair, for example, who the contractor is 
and how long it will take to do. The back of the form is 
a questionnaire. Please fill it in and return to us in the 

Category	 How soon we carry  
	 out the repair

Out of hours	 Attend within two hours,  
emergency	 complete within four hours

Inside hours 	 Within four hours 
emergency	

Priority 1	 One working day

Priority 2	 Three working days

Priority 3	 Seven working days

Routine repairs	 30 calendar days

Planned repairs	 90 calendar days
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envelope we provide when the repair is done so we can 
use the information to improve our service.

Some repairs are checked by our Maintenance Inspectors. 
This is to make sure that our contractors are doing the 
work properly and on time.

Equality of Service Provision

Waverley Borough Council is committed to making sure 
that all service users are treated fairly and receive an 
excellent service. No one should be disadvantaged or 
receive an inferior service on the grounds of their ethnic 
origin, race, gender, nationality, age, class, disability, 
sexuality or appearance.

Should you feel that you have not received fair treatment 
or been discriminated against, then please let us know. 
You can do this by contacting the Customer Services 
Manager using the freephone number 0800 954 7548 
or by answering the question on the back of the repair 
acknowledgement form. You will then be contacted to 
discuss the reason for your dissatisfaction so that the 
matter can be fully investigated.

Emergencies outside office hours

If you need an emergency repair outside of office hours, 
please call 02392 242161.

An emergency is defined as something which could 
not have been foreseen and which could cause serious 
damage, destruction to property, endanger life or health.
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Please do not use this number outside office hours to 
report non-urgent repairs; instead these can be reported 
using the freephone number during working hours.

Some examples of emergency repairs include:

•	 burst pipes
•	 flooding
•	 severe leaks in roofs
•	 blocked drains/toilets (where there is only one toilet in 
your home)

•	 complete loss of power or lighting
•	 complete loss of heating between 1 November and  
30 April

•	 other problems that seriously threaten your home or  
your health.

Emergency repairs do not include:

•	 loss of reception from a communal (shared) TV aerial
•	 loss of heating between 1 May and 31 October
•	 a blocked sink, basin or bath
•	 a faulty tap.

Please note that improper use of the emergency 
service for items that may later be discovered not 
to qualify as an emergency will be recharged and 
the customer may receive an invoice for the full 
costs of the callout. These costs are likely to be high 
as they will take into account a premium charge 
for working outside of normal hours.

Sometimes we will carry out a temporary repair 
just to make your home safe. If that is the case, we 
will carry out a permanent repair later.
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What we are responsible for

Structural repairs

•	 drains, gutters and outside pipes
•	 roofs, chimneys, chimney stacks and flues
•	 foundations, outside walls, outside doors, window 

sills, window catches, sash cords and window frames
•	 internal walls, floors, ceilings, plasterwork, doors, 

door frames, door hinges, skirting boards, pathways, 
steps and other ways in and out of your home

•	 garages, brick sheds and store areas
•	 boundary walls, fences and gates that are in a poor 

condition because of age.

Repairs to fittings and supply systems 

These include repairs to:

•	 baths, showers, basins, sinks and toilets
•	 kitchen cupboards
•	 electrical wiring including sockets and switches
•	 gas pipes, water pipes and internal drainage pipes
•	water heaters, fitted fires, fireplaces and central 

heating.

Repairs to shared areas

These include repairs to:

•	 shared entrances, halls, stairways and passages
•	 lifts, rubbish chutes and lighting
•	 shared washing lines
•	 entry phones, fire alarms, shared TV aerials and smoke 

detectors in shared areas.
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Decorating

We are also responsible for:

•	 painting the outside of the property
•	 decorating the shared areas.

What you are responsible for

Minor repairs and replacements

We expect you to carry out some small repairs and 
replacements including:

•	 oiling locks, hinges and ventilators
•	 changing fuses, plugs and light bulbs
•	 replacing plugs and chains in baths, sinks and basins
•	 replacing toilet seats and bath panels
•	 bleeding air from unsealed radiators
•	 fitting draught excluders
•	 providing your own washing lines and posts - except 

when these are shared
•	 replacing locks and handles on doors inside your home
•	 replacing letter boxes and doorbells.

Other responsibilities

You are also responsible for:

•	 internal decoration. See important safety information 
on asbestos, repairing and keeping up to standard any 
work or improvements that you have done to your 
home

•	 cleaning smoke detectors and changing their batteries 
if you have installed them yourself
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•	 repairing any damage caused by you, someone who 
lives with you or a visitor to your home.

Any damage caused by others should be reported to 
the Police and a crime reference number obtained and 
passed to the Council when you report the damage.

•	 repairing broken windows - except when you can give 
us a crime number obtained from the Police, you are 
suffering harassment or you can show that you did 
not break the window

•	 keeping your garden in a tidy state 
•	 dealing with household pests except when we 

are legally responsible eg if your home has rats or 
cockroaches

•	 dustbins and wheelie bins
•	 getting back into the property if you lock yourself out. 

If you ask us to help you get in, you will have to pay 
for this service.

The Housing Maintenance Team will tell you if a repair is 
your responsibility. If we do carry out such a repair then 
we will probably charge you for it.

Right to repair

The Government has given tenants a right to 
compensation if councils do not carry out some repairs 
within a set time called Right To Repair. You will get 
compensation if:

•	we do not carry out repairs to protect your health 
and safety within a set time. The Government has 
produced a list of these repairs
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•	 the work costs less than £250
•	 you have not stopped our contractor from entering  

your home.

How does the Right to Repair work?

When you report a repair, we will tell you if it is covered 
by the Right to Repair. If it is and we don’t carry it out 
within the set time, please tell us. We will then have 
to do the work within a set timescale, depending on  
the fault.

If we do not carry out the repair within that time, we 
will pay you compensation. The Customer Services 
Team can tell you how to claim this. If you would like 
further information on how the scheme works, then 
please contact us by ringing freephone 0800 954 7548. 
Please note that calls may be recorded for training  
and monitoring.

How much will you get?

You will get £10 and another £2 for each day the repair 
is late, up to a maximum of £50. If you owe us money 
for rent or anything else, we will take your compensation 
off the amount you owe us.

What type of repairs are covered?

Timescale: one working day
•	 total loss of electrical power
•	 unsafe power, lighting circuit or electrical fitting
•	 total loss of water supply
•	 total or partial loss of gas supply
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•	 blocked flue to open fire or boiler
•	 total or partial loss of space or water heating between  
31 October and 1 May

•	 blocked or leaking foul drain, soil stack or (where 
there is no other working toilet in the dwelling) toilet 
not flushing

•	 leaking from water or heating pipe, tank or cistern 
insecure external window, door or lock.

Timescale: three working days
•	 loose or detached banister or handrail
•	 rotten timber flooring or stair tread
•	 partial water supply
•	 total or partial loss of space or water heating between 
30 April and 1 November

•	 tap which cannot be turned
•	 partial loss of electric power.

Timescale: seven working days
•	 leaking roof
•	 door entry phone not working
•	mechanical extractor fan in kitchen or bathroom  

not working.

Planned Maintenance

We plan some jobs in advance and do them all at the same 
time to save money, this is called planned maintenance. 
It includes:

•	 painting the outside of council homes
•	 sealed double glazing unit replacement
•	mending gates and fences
•	 upgrading paths and drives
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•	 rewiring
•	major roofing repairs
•	 guttering.

Each year, a list is made of planned maintenance 
we intend to do. We then consult the Waverley  
Tenants Panel.

If there is insufficient money to pay for all the work, 
we identify the most needed and give priority to 
work that will keep homes weathertight, safe and  
structurally sound.

If we intend to carry out work on your home, we will 
write and tell you giving you as much notice as we can. 
Where it is possible we will try to give you a choice  
of finish.

Letting us in

You must let us into your home to carry out repairs, 
inspections, or other work. All our staff and contractors 
should show you an identity card before asking to come 
in. If they do not, then refuse access. Should this arise, 
please use the freephone number 0800 954 7548, 
during office hours.

We can check and confirm the caller is genuine. If you 
are concerned, please tell us and we can investigate on 
your behalf to ensure that any problems are addressed 
so that they do not occur again. You must also let us in if 
we need to carry out work on a neighbouring home.
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If we need to come in, unless it is an emergency, we 
usually give you at least 24 hours notice and try to make 
an appointment at a mutually convenient time.

In an emergency and if we are unable to contact you, 
we may have to force entry to prevent damage to your 
own or a neighbour’s home. Should this be necessary, 
the Police will be asked to attend and ensure that 
your possessions are not touched. We will make good  
any damage.

Gas safety checks

The law requires us to check your gas appliances once a 
year to make sure they are safe and working properly. We 
will make an appointment to do this. It is essential that 
you let us in to carry out the check. If you do not, it may 
put lives at risk and we may take legal action in order to 
gain entry. We will try to arrange a mutually convenient 
appointment with you for your annual service. 

Gas leaks

If you smell gas then you must:

•	 turn off all gas appliances immediately
•	 open the windows
•	 put out any naked flames
•	 turn off the gas supply by closing the handle next to 

your gas meter
•	 ring Transco on 0800 111999. Even if they are not your 

usual supplier, always call Transco in emergencies.
•	 do not switch on the lights or any electrical appliances 

until Transco tells you the fault is repaired.
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Contractors Code of Conduct

When working on your home, our contractors must 
follow a Code of Conduct. This sets standards of 
behaviour that they must apply eg:

•	 they must show you an identity card before asking to 
come in and they must be wearing uniform

•	 they must not smoke in your home
•	 they must use clean dustsheets
•	 they must clear up when they leave, even if they need 

to return to finish the repair.

If you have a complaint about a contractor working on 
the Council’s behalf, contact us on freephone 08009 
547548. Please note that calls may be recorded for 
training or monitoring.

Home Improvements

Decorating the inside of your home

It is up to you to decorate the inside of your home and 
you do not need to obtain permission to do this.

If we damage your decorations while working in your 
home, we will make good the affected area.

We advise you to include your decorations in your 
insurance in case they are damaged by a fault which is 
not the Council’s responsibility.
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You have the right to improve your home, as long as you 
ask our permission first. We will only say no if we have 
a very good reason. We will not give permission if the  
improvement will:

•	mean less living space
•	make your home unsafe
•	 have disadvantages for neighbouring homes
•	make it more expensive for us to maintain.

If you wish to carry out an improvement, please write to 
the Housing Management Team at our Godalming office 
advising when we can visit, giving a daytime, mobile or 
work contact number. Our Area Maintenance Inspector 
will arrange to visit you by appointment.

Please do not start the work or buy any materials 
until we give you written permission. Depending on 
the type of improvement, you may need planning 
permission or permission from Building Control for  
the work.

Once approved, you will become responsible for the future 
upkeep, repair and maintenance of any improvements 
you make. You do not need to ask our permission to 
decorate the inside of your home or carry out minor 
improvements such as tiling or putting up shelving.

Asbestos: important safety information

Many of our homes were built when asbestos was still in 
common use. Asbestos is often found in:

•	 artex ceilings
•	 floor tiles
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•	 fire surrounds
•	 fire protection in airing cupboard doors.

There is no risk from asbestos if it is in a good condition 
and left alone. It can become dangerous if it is disturbed 
when you decorate or carry out repairs or improvements.

If you are a Waverley Council Tenant and want more 
information, you can:

•	 call the asbestos helpline (office hours) on  
01483 523109

•	 email tenantsasbestos@waverley.gov.uk
•	 fax 01483 523134.

For your safety, please ask us for advice before carrying 
out any work that will disturb material that may  
contain asbestos.

The booklet Asbestos in the home - a guide for 
tenants describes how to identify products containing 
asbestos and gives you numbers to call for advice. If 
you would like a copy, then please contact us using 
one of the ways given above. Alternatively a link to 
a pdf document is available on the Waverley website  
(www.waverley.gov.uk) for download. Please note that 
this guide is for use by Waverley tenants only.
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Your rights and responsibilities  
as a tenant

This section contains important information about your 
tenancy. Please read it carefully.

Your tenancy agreement

Your tenancy agreement is the document you sign at the 
start of your tenancy. It is a legal document that tells you 
what you must do as a tenant and what we must do as 
your landlord. You should keep it in a safe place.

Joint tenants

Married, unmarried couples and civil partners may be 
joint tenants. If you are a joint tenant, you and your 
partner are both responsible for making sure that you 
both stick to the conditions of your tenancy.

You may wish someone you live with as a partner to 
become a joint tenant. If so, you must show the Housing 
Management staff a Marriage Certificate or proof that 
your partner has lived with you for at least one year. We 
do not have to give you a joint tenancy, but if we do not 
give you a joint tenancy, we will tell you why.

If you are a joint tenant and you split up with your partner, 
we cannot automatically make you the sole tenant. We 
can only do this if your partner agrees or if a Court orders 
us to. Until one of you becomes the sole tenant, you 
are both equally responsible for paying the rent. If you 
cannot agree between yourselves, seek legal advice.
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If you are experiencing violence or threats of violence 
from a partner or another member of your household, 
please talk to the Police and Housing Management staff 
immediately. We may be able to provide support and 
advice, but we can only do this if you report the problem 
to us.

Your right to stay in your home

You are a secure tenant. This means that you have a 
right to stay in your home unless you break a condition 
of your tenancy. If you do this, we have to serve you 
notice that we are going to seek possession of your 
home. We then have to ask the County Court to order 
you to leave.

We can evict you if we can prove that you have broken 
a condition of your tenancy. For example, we can evict 
you if:

•	 you do not pay your rent
•	 you have been convicted of certain criminal activities in 

the local area
•	 you have been using your home for immoral or  

illegal activities
•	 you or someone who lives with you, has damaged 

your home or areas that you share with other tenants
•	 you or someone who lives with you has caused a 

nuisance
•	 you got your home by giving us false information
•	 you have let your home become seriously over-

crowded
•	 you are not living in the property as your main home.
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You may also have to move out if:

•	we need to carry out major work to your home, if this 
happens, we will offer you temporary housing

•	we need the property for someone who requires special 
adaptations that it has and that you are not using, if 
this happens, we will offer you another home.

Moving to another home

Tenants who want to move or transfer to another Council 
or Housing Association property can apply to go on the 
Housing Register.

If you want to move, you will need to fill in a transfer form. 
You can get this from one of our offices. A Homechoice 
Officer will follow our policies and decide how much 
priority to give your request to move. We give priority to 
the tenants who most need to move.

If living in your present home is damaging your health, 
contact our Homechoice Section. You will receive 
a medical form. Once you have returned this, our 
independent medical adviser will consider your situation. 
We may give you priority for a move.

Council and Housing Association vacancies are 
advertised under the Council’s Choice Based Lettings 
Scheme known as Waverley Homechoice. We will tell 
you if we have put you on the Housing Register for a 
transfer and how you can express an interest or ‘bid’ for 
an advertised property. We will not offer you a transfer 
if you are behind with your rent.
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For more information about transfers or Waverley 
Homechoice, please contact the Homechoice Team 
on 01483 523018 or visit www.waverleyhomechoice. 
org.uk

As a secure tenant you have various rights

•	we will consult you about matters that affect you
•	we will consult you about any changes to your tenancy 

agreement
•	 your husband, wife or another close relative may be 

able to take over your tenancy if you die
•	 you can let part of your home, but not all of your 

home to someone else if you ask our permission
•	 you can swap homes with another tenant
•	 you can repair and improve your home
•	 you may be able to buy your home
•	 you can repair your home and get compensation if we 

do not carry out certain repairs - see Right to Repair 
page 4.90.

You can take in lodgers

A lodger is someone who lives as part of your household. 
As well as providing a room in your home, you provide 
the lodger with other services, such as preparing meals 
or cleaning the lodger’s room.

You have a right to take in lodgers as long as this does 
not make your home overcrowded. If you take in a 
lodger and you are on housing benefit, you must tell our 
Housing Benefit Section.
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You will be responsible for the behaviour of your lodger 
and the lodger’s guests.

Sub-letting

Sub-letting is letting part of your home to someone else. 
That person may share your kitchen or bathroom, but 
cannot receive any services such as meals.

As a secure tenant, you can sub-let part of your home, 
but not all of it. You must get our written agreement 
and we normally give permission unless it will cause 
overcrowding or we are planning to improve your home. 
Before sub-letting, ask your Housing Management 
Officer for advice. If you sub-let all of your home, we 
will seek to repossess it.

If you sub-let part of your home and you are on Housing 
Benefit, you must tell our Benefits Section.

You will be responsible for the behaviour of the sub-
tenant and the sub-tenant’s visitors.

Succession

If you die, your husband, wife or civil partner has the 
right to take over your tenancy.

If you do not have a husband or wife, your tenancy 
may pass to a close relative. A close relative is a parent, 
grandparent, child, brother, sister, uncle, aunt, nephew 
or niece including step-relatives. Your home must have 
been your relative’s main home for at least 12 months 
before your death.
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If more than one relative asks to take over your tenancy, 
we will decide who should take it over.

There is only one right of succession. So if a tenant takes 
over a tenancy and then dies, other relatives cannot take 
over the tenancy from that tenant, but we may offer other 
housing to a family member who has lived in the property 
for many years.

Unless a husband, wife or civil partner has taken over 
the tenancy, we may ask the relative to move to another 
home. We will do this if the home would be more 
suitable for a larger household or for an elderly/disabled 
person. If the relative turns down an offer of another 
suitable home, we may seek possession.

Right to exchange

You have the right to swap homes with another council 
or housing association tenant, subject to the agreement 
of both Landlords. Please look at Waverley’s website for 
information about how to find mutual exchange partners 
or you can contact your Housing Management Officer.

When you find someone to swap homes with, you 
must fill in a mutual exchange form and get our written 
permission before going ahead. We normally agree to 
swaps, unless:

•	 one of the homes is too big or too small for the  
family’s needs

•	 one of the families has broken a tenancy condition eg 
it has not paid the rent due.
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Before you move, we will inspect your home. If you have 
damaged your home or made changes to it without our 
permission, we will ask you to restore your home to the 
state it was in before. If you do not, we will charge you 
for the work. For more information, ask for the leaflet 
How to exchange Your Home at one of our offices.

Your right to buy your home

Most tenants have the right to buy their home. To buy 
your home, you must have been a tenant for:

•	 prior to 18 January 2005 = two years
•	 after 18 January 2005 = five years.

If you have been a secure tenant with another council 
before us, that counts too. If you buy your home, you 
will have to pay its market value less a discount. It is up 
to you to arrange the mortgage if you need one. As 
well as paying the mortgage each month, you will have  
to pay:

•	 Solicitor’s fees
•	 Stamp Duty
•	 the cost of setting up the mortgage
•	 the cost of building surveys.

For more information about the Right to Buy, including 
buying part of your home, ask for the leaflet Your Right 
to Buy Your Home at one of our offices.
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Neighbour nuisance

We expect you to consider your neighbours’ well-being. 
This means respecting the needs and choices of other 
people. We want council estates to be peaceful and safe 
places to live. Therefore, we will act to stop anti-social 
behaviour and harassment. If there is a neighbour dispute 
in your area, ask for our leaflet Do you have problems 
with your neighbours? at one of our offices.

Domestic violence

Domestic violence or abuse is unacceptable and we will 
take swift action against anyone causing it. There are 
specific legal powers to help us deal with this. It is a 
breach of your Tenancy Agreement to cause domestic 
violence or abuse.

Sometimes we may become aware of domestic violence 
whilst we are dealing with initially what might appear to 
be anti-social behaviour.

We will work with victims of domestic violence 
taking legal action where necessary to protect the  
person affected.

We may be able to help with tenancy issues and support 
can be given by our Domestic Violence Officer based at 
the Housing Offices in Godalming.

We may be able to provide a place of safety in special 
circumstances whilst we deal with the perpetrators of 
domestic violence.
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There is also a South West Surrey Domestic Violence 
Outreach Service based in Guildford which offers advice 
and support, as well as a 24 hour emergency service. 
The London Centre which covers the Surrey area also 
offers a 24 hour service. See rear of handbook for  
telephone numbers.

For more infomation, please contact your Housing 
Management Officer, our Domestic Violence Officer, 
visit our website or see Surrey County Council’s Hlep and 
Support for Survivors of Domestic Abuse web pages.

Anti-social behaviour and harassment

Anti-social behaviour (ASB) is unreasonable behaviour 
that interferes with people’s rights to use and enjoy 
their home and community. Harassment is persecution 
or intimidation of a person or group of people for  
any reason.

You are responsible for any nuisance, disturbance or 
other anti-social behaviour at your home. This includes 
ASB by you or another member of a household or 
someone who is staying with or visiting you. You and 
your visitors must not:

•	 cause nuisance to others living nearby, e.g. by playing 
loud music or shouting

•	 behave or speak offensively or abusively towards 
any Councillor, member of Council staff or Council 
contractor

•	 harass, threaten or use physical violence towards 
anyone living nearby.
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We will thoroughly investigate complaints of anti-social 
behaviour and harassment. This will include gathering 
evidence that we can use in Court to evict the tenant 
responsible. Talk to your Housing Management Officer 
if you are suffering in this way.

Ending your Tenancy
See Moving Home page 10.2
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The Area Around Your Home

The Housing Management Team are responsible for 
making sure the area around your home is properly 
looked after. You should contact them about:

•	 problems with your neighbours, including anti-social 
behaviour and noise nuisance

•	 untaxed or dangerous vehicles
•	 rubbish on your estate
•	 problems affecting the land around your home.

Car parking

You must not park on footpaths, grass verges or any 
land that is not intended for parking. Parking often 
causes problems. Please park considerately, making sure 
that emergency vehicles will be able to get through. 
You must have written permission to park commercial 
vehicles, caravans or boats on council land.

Hardstandings

If there are parking spaces, please use them. If you wish 
to park a vehicle in your garden, ask the Repairs Team if 
you can make a hardstanding there, you will also need 
to ask the County Council’s Highways Department for 
permission to create a dropped kerb to the road.

Untaxed and dangerous vehicles

We take a strict line on untaxed and dangerous vehicles 
parked on Council land. To report a dangerous or untaxed 
vehicle, contact the Environment Department or report 
it online on our website.
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If we find a dangerous abandoned vehicle, we put a 
ticket on it and contact the user. If the user does not 
remove it, we will do so within seven days and charge 
the cost of this to them.

Renting a garage

See Moving in page 1.1 - 1.3.

Land around your home

We are usually responsible for any shared land around your 
home, this includes lawns, shrub beds, car parks, drying 
areas and some footpaths. We cut the grass regularly 
during the growing season. To save money, we do not 
remove grass clippings. We also prune, weed shrub beds 
and trim hedges. We can arrange to work on trees if they 
are dangerous or diseased. If any tree work is required, 
please contact the Housing Management Team.

Disposing of rubbish

Please recycle as much rubbish as you can using the 
special recycling containers, if provided on your estate. 
Cans, newspapers and glass can be taken to the nearest  
recycling centre.

If you live in a flat or maisonette, you must help to 
keep the shared areas clean and tidy. Many flats and 
maisonettes have bins that all residents use. Please do 
not put large items in these bins, speak to our Special 
Collection Service to collect or take them to a waste 
disposal site.
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Running a business from your home

You must not run a business in any garage, parking 
area or shared area that we own, nor from your home 
without first getting our written permission. If you wish 
to run a business, ask the Housing Management Team 
for advice.

Pets

If you live in a house or a bungalow, you may keep 
domestic pets, but you must not keep animals that are 
not domestic pets eg pigs, goats, horses or snakes.

If you live in a flat or a maisonette, you may keep small 
caged animals eg hamsters or fish, but you must not 
keep a domestic pet such as a dog or a cat without first 
getting our permission. 

Please see your tenancy agreement for details of what 
permissions you need and speak to your Housing 
Management Officer.

If in sheltered housing, ask the Manager what pets  
we allow.

It is your responsibility to keep your pet under 
control. You must prevent it from causing a nuisance 
to others.

We report animal cruelty to an animal welfare 
organisation. If you keep an animal in a home that is 
not suitable for it, we will ask the advice of an animal 
welfare organisation. They may remove your pet.



6.4

Dogs - see Pets and Animals leaflets

If you are the owner of a dog, you must:

•	 exercise your dog off the estate
•	 clean up after your dog
•	 keep your dog under control.

You must not:

•	 allow your dog to foul shared areas
•	 leave your dog alone for long periods, if it gets 

distressed, its barking may disturb neighbours
•	 allow your dog to roam free on the estate.

If you do not keep to these rules, we may ask you to 
find another home for your dog. We may also take legal 
action against you.

Living in flats

•	 everyday noise from neighbours is unavoidable. If your 
neighbours are making too much noise, talk to them

•	make sure you do not disturb your neighbours with 
too much noise

•	 if a shared TV aerial is faulty, tell the Repairs Service
•	 if your block has a controlled entry, please keep the 

door shut - do not prop it open
•	 bag rubbish up securely and place in the correct bins
•	 do not leave bikes, prams or other objects on the stairs, 

landings or underneath stairs. This can be dangerous.
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Older people and people  
with disabilities

As you get older or develop a disability, your housing 
needs may change. You may find your home too large 
or you may need it adapting so you can live in it more 
easily. We provide various services for older people and 
people with disabilities.

Sheltered housing

The Council owns and manages sheltered housing 
schemes throughout the Borough. They are self-
contained flats or bungalows which help you to keep 
you independence and offer security and support. The 
Manager will:

•	 contact you each day either by visiting or by intercom 
during the normal working day Monday to Friday

•	 call for help in an emergency
•	 assist organising activities in a shared lounge
•	 report repairs.

Most of our sheltered housing schemes have:

•	 a laundry room
•	 a guest room for overnight visitors
•	 gardens
•	 a shared lounge
•	 lift.
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Sheltered flats have alarms for alerting staff to 
emergencies. You can call for help by pulling cords 
placed in all the rooms including laundry rooms and 
rooms in shared areas. Staff can help with non-urgent 
problems too. The main front door to all our sheltered 
housing blocks have a controlled entry and the door can 
be released after you have spoken to the visitor over an 
intercom. For more information on moving into sheltered 
housing, please contact the Homechoice Team.

Community Housing Service

We have some properties fitted with alarms and smoke 
detectors which are grouped together. The Community 
Support Officers assist tenants living in these properties 
by testing alarms and smoke detectors and keeping up 
to date information about each tenant. They also visit 
each tenant to suit the tenant’s wishes and needs.

The Community Housing Officers deal with problems 
during the day and a 24-hour call centre deals with 
emergencies.

If you would like to use this service in your own home, 
contact the Careline Team.

Community transport

The Hoppa is a door-to-door bus service, provided by 
Waverley Community Transport (WCT). It helps both 
young and older people who do not have a car or 
have difficulty using other kinds of transport. WCT also 
provides affordable transport for community groups. 
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For more information, call WCT on telephone 01428 
681701.

Bus permits

These are for everyone aged 60 and over from 1 April 
2003 and people with a disability. The permits are free 
and allow free travel on some bus services. The permits 
can be used any time by people with a disability and 
after 9.00 a.m. on Monday to Fridays by older people 
and any time at weekends and on public holidays. Ask 
for a form from one of our offices.

Meals on wheels

The Women’s Royal Voluntary Service (WRVS) can provide 
hot lunches if you cannot cook for yourself. During the 
week the WRVS will deliver hot meals to your door and 
can also provide frozen meals for the weekends. The 
range of meals includes gluten-free, vegetarian and meals 
for people with diabetes. You can get more information 
from the WRVS office in Farnham. This service is funded 
by the Council.

Day centres

There are several day centres throughout the Borough 
that provide services for older people. Transport to the 
nearest day centre can be arranged. To find out more, 
please call your local day centre.
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Help with gardening and minor repairs

Elderly or disabled tenants may be entitled to receive 
a free gardening service from Surrey Probation Service. 
Ask your Housing Management Officer for information.

Adaptations to your home

If you need adaptations to your home such as ramps, 
grab rails or a shower, we may be able to help. You 
should ask the Aids and Adaptations Team to send you 
a form.

If we cannot adapt your home, we may be able to offer 
you a home that is more suitable to your needs. Please 
contact the Team on 01483 523359.
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Getting involved

It is really important that tenants are involved in the 
services you pay for through your rent. If we know what 
is important to you, it helps us to deliver better services. 
There are lots of different ways you can take part.

For more information, see the “Have Your Say Your 
Way” leaflet.

Tenant Participation Compact

Waverley Tenants Panel has agreed a Tenant Participation 
Compact with Councillors and staff and sets out how 
tenants will be involved. The compact was published 
and sent to all tenants in April 2007 and a copy is given 
to all new tenants.

Waverley Tenants Panel

The Panel is elected by tenants to put their views to 
the Council and recommends housing policies to the 
Executive Committee. They make up half the membership 
of a joint Councillor and Tenant Special Interest Group.

Community Overview and Scrutiny Committee

This Committee considers the decisions of the Executive 
Committee and sometimes recommends changes. The 
Chair and Vice-Chair of Waverley Tenants Panel are co-
opted members of this Committee.
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Tenants Associations

These are set up and run by tenants to represent the 
interests of tenants in their local area. The Tenants 
Panel and the Council are keen to encourage tenants 
associations.

Newsletters

We produce a newsletter, Waverley Homes and People, 
three times a year. Waverley Tenants Panel produces a 
yearly newsletter, Independent Tenants News.

To get involved or to contact the Tenants Panel, please 
call our tenant involvement number 01483 523323.

Your right to be consulted

You have a legal right to be consulted about some 
important housing matters. We will consult you on:

•	 improvements or major repairs to your home
•	 changes to your tenancy agreement
•	 transferring your home to another landlord
•	 our services and policies
•	 the way we manage your home
•	 other issues that affect you.
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Commenting on our services

We aim to provide a good service, but recognise that 
things sometimes go wrong.

We welcome both praise and complaints about our 
housing service. This helps us to tell how well we are 
doing and also tells us what we need to improve.

Complaints

If you feel that you have received a poor service, please  
tell us. 

Our policy on complaints is to:

•	 encourage customers to tell us if our services are not 
as good as we promise

•	 reply clearly and fully to customers
•	 look into complaints in an unbiased way
•	 apologise to customers who have received a poor 

service
•	 put things right if customers have received a poor 

service
•	 learn from complaints so we can improve our 

services.

If you have a complaint, please contact the staff 
responsible as soon as you can. If you are not happy 
with their reply, you can write to the Head of Housing 
who will acknowledge a written complaint within three 
working days. They will then look into your complaint 
and send you a full reply within 10 working days.
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If you are not satisfied with their reply, you can 
send a letter or an official complaints form to the 
Chief Executive’s office. A complaints form can be 
obtained from the Chief Executive’s office or online at  
Waverley.gov.uk, A-Z Complaints, compliments and 
suggestions.

If you are not satisfied with the reply to your complaint, 
you can ask the Chief Executive to look into your 
complaint. If you are dissatisfied with the Chief 
Executive’s response, you can complain to the Local  
Government Ombudsman.
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Moving Home

There are several ways that we can help you move 
home.

Swapping homes with another tenant

See Right to Exchange page 5.5.

Swapping homes with a tenant in another area

The Homeswapper Scheme allows you to swap homes 
with tenants who live outside your area.

Moving to another home

We hold a list of tenants who want to move. We call this 
the transfer list.

If you want to move, you will need to fill in a transfer 
form which can be obtained from one of our offices. A 
Homechoice Officer will follow our policies and decide 
how much priority to give your request. Priority is given 
to tenants who most need to move.

If living in your present home is damaging your health, 
contact our Homechoice Team. You will receive a medical 
form. Once you have returned this, our medical adviser 
will consider your situation. We may give you priority for 
a move.

We will tell you if we have put you on the transfer list 
and how long you are likely to have to wait. A transfer 
will not be offered if you are behind with your rent. 
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For more information, ask for the leaflet The Transfer 
Register at one of our offices.

Low-cost home ownership

We run several different schemes to help you move 
into a home of your own. For more information, please 
contact the Home Ownership Team.

Buying your home

If you are a secure tenant and you do not live in sheltered 
housing, you may have the right to buy your home. See 
Your right to buy your home page 5.6.

How to end your tenancy

If you wish to end your tenancy, you must give us four 
weeks’ written notice. You should return the keys by 
4.00 pm on the Friday before your tenancy ends. If we 
do not have the keys by 9.00 am on the Monday, we will 
charge you rent until the keys are returned. Keys can be 
returned by Recorded Delivery or by taking them into 
our nearest office.

Make sure you remove all your furniture and possessions 
and leave your home in a good condition. If we have to 
carry out any work that is not the result of fair wear and 
tear, we will charge you. We will also charge you if we 
have to remove any items left in the home, garden or 
driveway e.g. unwanted furniture or carpets.
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Remember to tell anyone who needs to know that you are  
leaving, including:

•	 council tax
•	 housing benefit
•	 gas, electricity and water companies
•	 telephone company.

You can arrange for your post to be redirected at your 
local main Post Office. For main information, see change 
of address page 1.1.

Tenants Handbook

Please leave this handbook behind for the next tenant.

If a tenant dies

When a tenant dies, their next of kin, representative or 
the person dealing with their Will must tell us.

We cannot pay housing benefit after death, but if they 
were living alone, we will not charge rent or other services 
for up to two weeks after death, this gives relatives and 
others time to remove belongings and end the tenancy. 
We will charge rent owed us and any other debts to 
their Estate.
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Handy Hints

Security

Use the safety chain when answering the door and never 
let anyone into your home without seeing their identity 
card, checking it carefully. All our staff and contractors 
carry identity cards and will always show them to you if 
they need to come into your home. If in doubt, contact 
the Council or the Police.

Protecting your belongings

See Insuring your belongings page 1.2.

Gas safety

Do not block up any air vents. They provide a flow of air 
to prevent carbon monoxide from building up. Carbon 
monoxide is poisonous and can kill. For information on 
reporting any smell of gas, see Gas leaks page 4.13.

Electrical safety

Use a qualified electrician to carry out work to electrical 
installations. Never try to do it yourself. If you think 
your installations are dangerous, inform Repairs  
Team immediately.

If there is a fire

Dial 999 immediately and ask for the fire brigade. If you 
can, shut all doors and windows in the room where the 
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fire is. If you can’t put the fire out, leave immediately. If 
you are trapped inside, close all doors and place towels 
over the gaps around the doors. Open the windows. If 
you live in a flat, make sure no one uses the lift.

Smoke detectors

You should test your detectors regularly and fit new 
batteries at least once a year. If the detector bleeps on 
and off, it probably needs new batteries. If we installed 
an alarm and detector, a Community Housing Officer will 
test it regularly. If preferred, you can test it yourself. Use 
the alarm system to report faults. For more infomatiion, 
see Community Housing Service page 7.2.

Condensation

Condensation is caused by moisture in the air. There is 
always some moisture, but when the air gets cold, it 
appears on the surfaces it touches, such as windows or 
walls. Moisture on walls is absorbed by the plaster and 
can cause damage. Mould in your home is often a sign 
of condensation. To avoid condensation:

Reduce moisture
•	when cooking, cover pans
•	 don’t leave kettles boiling
•	 don’t use paraffin or portable gas heaters, these 

produce moisture
•	 if you can’t dry clothes outside, use the bathroom 

making sure the door is shut and the window open.

Increase ventilation, this removes moisture
•	 keep a small window open
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•	 open a kitchen window when cooking;
•	 open the bathroom window when taking a bath  

or shower;
•	 close the kitchen and bathroom doors to stop moisture 

spreading to other rooms.

Provide heating
•	warm air prevents condensation from occurring.

Treating mould

Mould occurs in damp conditions. Before treating 
it, you must tackle any condensation that is causing 
it. See Condensation, page 11.2. Remove mould by 
wiping down with diluted bleach or a fungicidal wash. 
Afterwards, redecorate using a good quality fungicidal 
paint. This will help prevent mould in future. For more 
information see Community Housing Service page 7.2.

Frozen pipes

To prevent pipes from freezing during Winter:

•	 keep heating on at night or if you go away on a very 
low setting

•	 open the loft hatch to warm the loft
•	 run taps and flush toilets to check that pipes haven’t 

frozen
•	 place plugs in hand basins, baths and sinks to prevent 

wastepipes from freezing
•	 leave a key with a neighbour if you live in a flat and 

are going away. A flood could damage other flats.
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If you have a frozen pipe, water tank or a burst pipe:

•	 turn off the water at the stopcock
•	 switch off the electricity at the mains
•	 switch off the central heating
•	 switch off the immersion heater or gas water heater
•	 switch on all the taps to drain the tank fully - keep 

some water aside for drinking
•	 contact the Repairs Team immediately.

Damp proof courses

Do not cover damp proof course with soil. This will make 
your house damp. Keep soil at least 15 centimetres (six 
inches) below the damp proof course.
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Waverley’s Contact Details

Waverley offices

Waverley Borough Council, Council Offices, The Burys, 
Godalming, Surrey GU7 1HR 
Switchboard: 01483 523333 
Housing Department Fax No: 01483 523050 
Website: www.waverley.gov.uk

Main Council Offices are open:

Monday to Thursday	 8.45 a.m. - 5.15 p.m. 
	 (cash office 9.00 a.m.  
	 - 2.00 p.m.) 
Friday	 8.45 a.m. - 4.45 p.m. 
	 (cash office 9.00 a.m.  
	 - 2.00 p.m.) 
Saturday:	 9.00 a.m. - 12 Noon  
	 (including cash office)

Cranleigh Locality Office 
Village Way, Cranleigh, Tel 01483 277399

Monday - Wednesday	9.00 a.m. - 12.30 p.m. 
	 1.30 p.m. - 5.00 p.m. 
Thursday	 9.00 a.m. - 5.00 p.m. 
Friday	 9.00 a.m. - 12.30 p.m. 
Saturday	 9.00 a.m. - 12 Noon
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Waverley’s Contact Details

Farnham Locality Office 
South Street, Farnham, Tel 01483 523521

Monday	 9.00 a.m. - 12.15 p.m. 
Tuesday - Thursday	 9.00 a.m. - 5.00 p.m. 
Friday	 9.00 a.m. - 4.30 p.m. 
Saturday	 9.00 a.m. - 12 Noon

Haslemere Locality Office 
Lion Green, Haslemere, Tel 01428 648818

Monday - Thursday	 9.00 a.m. - 12.30 p.m. 
	 1.30 p.m. - 5.00 p.m. 
Friday	 9.00 a.m. - 12.30 p.m. 
Saturday	 9.00 a.m. - 12 Noon

Aids and Adaptations 
01483 523359

Asbestos 
Asbestos help and advice (9.00 a.m. - 5.00 p.m. 
weekdays) 01483 523109

Bus permits 
01483 523333

Careline service  
(to start to use the Community Housing Service by 
installing an alarm) 01428 661487
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Waverley’s Contact Details

Community Housing Service 
Eastern Team Community Housing  
and Support Officers 
01252 320917 
Western Team Community Housing  
and Support Officers 
01252 320917

Credit and Debit card payments 
Payments made easy 
24 hour automated payment hotline 
Call 01483 861498 and select from one of the  
following options:-

	 Option 1	 -	 Council Tax 
	 Option 2	 -	 Parking Fines 
	 Option 3	 -	 Housing or Garage Rents 
	 Option 4	 -	 Invoice 
	 Option 5	 -	 Business Rates

HELPFUL HINT
Press the number you require as soon as the line 
connects, this will save time or pay at www.waverley.
gov.uk/payments

Day Centres 
01483 523350

Domestic Violence Officer 
01483 523020

Garages - lettings 
01483 523171



Waverley’s Contact Details

Gas leaks: emergencies 
(Transco) 0800 111 999

Gas Maintenance Administrator 
01483 523128

Gas Servicing and Repairs Contractor (freephone) 
0800 917 9306

Homelessness 
01483 523060

Housing Options 
01483 523452

Housing complaints 
01483 523361

Housing Management Officers 
North Farnham, Elstead, Thursley, Milford and Witley 
01483 623173	

South Farnham, Tilford, Frensham and Dockenfield	  
01483 523168	

Haslemere, Hindhead, Churt and Chiddingfold	  
01483 523172	

Farncombe and Godalming	  
01483 523170

Cranleigh, Alfold, Bramley, Dunsfold, Ewhurst, 
Hambledon, Hascombe and Wonersh	  
01483 523043 
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Waverley’s Contact Details

Homechoice 
01483 523121

Rent Accounts 
01252 523033

Repairs 
0800 954 7548 
Fax 01483 523090 
E-mail housingrepairs@waverley.gov.uk

Right To Buy 
01483 523031

Shared Ownership 
01483 523031

Sheltered Housing 
01483 523358

Tenant Involvement 
01483 523042

Transfers 
01483 523018
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Other Waverley Borough Council Services

Building Control 
01483 523323 or 523325

Complaints to the Chief Executive 
01483 523202

Council Tax Benefit and Housing Benefit  
01483 523596 or 523558

Council Tax 
01483 523500

Dog Control and Advice 
01483 523324

Leisure Centres 
Cranleigh	 01483 274400 
Farnham	 01252 723208 
Godalming	 01483 417282 
Haslemere	 01428 658484

Pest Control 
01483 523393

Planning Enquiries 
01483 523583

Recycling 
01483 523524
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Other Waverley Borough Council Services

Refuse Enquiries 
(wheelie bins, sacks, special collections, clinical waste, litter  
and leaves)
01483 523524

Sustainability Co-Ordinator 
01483 523448

Voting Registration 
01483 523116

Other Local Services

Surrey County Council 
County Hall 
Penrhyn Road 
Kingston upon Thames 
KT1 2DN
Deals with education, Social Services, highways, Trading 
Standards, fire, public footpaths, transport and waste 
disposal

Call Centre 
03456 009 009

Children and Families 
03456 009 009

Highways 
(streetlights, gritting, overgrown hedges at road junctions) 
03456 009 009
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Other Local Services

Local Area Office 
01483 517900 and 01483 517901

Social Care Teams (all adults) 
Cranleigh and Godalming	 03456 009 009 
Farnham and Haslemere	 03456 009 009

Emergencies

Emergency Services 
Fire, Police and Ambulance	  
999

Emergency repairs outside office hours 
02392 242161

Gas leaks: Transco’s emergency service 
0800 111 999

Other Local and National Organisations

Action on Elder Abuse (Response Helpline) 
080 8808 8141

Age Concern Waverley  
(advice, information, gardening and minor repairs) 
01483 548812
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Other Local and National Organisations

Benefits Agency (Department of Works  
and Pensions) 
86-88 Woodbridge Road 
Guildford 
01483 442400

Carers Support Waverley 
01252 718166

Childline 
0800 1111

Citizens Advice Bureaux (Waverley) 
0844 848 7969

CRUSE (bereavement counselling) 
01483 565660

Domestic Violence Outreach Service 
01483 577392

DisCASS (advice and support for people with 
disabilities) 
01483 860551

Furniture helpline 
01420 489000

London Centre for Domestic Violence 
24 hour helpline 
08709 220704

12.18



Other Local and National Organisations

London Centre for Domestic Violence 
24 hour emergency helpline 
0800 9702070

Police (24 hour link for Waverley area) 
08451 252222

Samaritans 
0845 790 9090

Surrey Domestic Abuse 24 hour helpline 
01483 776822

Victim Support West Surrey 
01483 770457

Waverley Community Mediation 
0845 223 5301

Waverley Community Transport 
01428 681701

Waverley Domestic Violence Officer 
01483 523020

WRVS - Meals on Wheels 
Farnham	 01252 727290 
Milford	 01483 422708 
Horsham	 01403 265280 
	 (Monday to Friday 9.00 a.m. - 1.00 p.m.)
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