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Frequently Asked Questions

Below are examples of frequently asked questions,
including five typical case examples.

Appointment and Interview

How do I arrange an appointment with the Options
and Advice service?

You will need to contact the Customer Service team
either by phone or in person and discuss your problem
with an advisor. The Customer Service team will book
an appointment with the Options and Advice section.
You can also contact our duty telephone line on

020 8356 2929 from Monday to Friday 8am to S5pm.

Do I need to bring any documents with me?

Yes. You should provide as many documents as possible
to confirm your identity, the identity of all members of
your household, your residence at your current address
and confirmation of your housing situation.

If you do not have some documents due to need
for emergency support and cannot return to your
address, we can make our own enquiries to confirm
your circumstances.



Will you require further information?

Yes. At your interview your advisor will ask you for
details of your previous addresses, contact details of
your landlord or the person you are staying with and
any other information that may assist us in assessing
your housing circumstances. If you have medical needs
we will need to see documentation relating to your
condition and details of your doctor or specialist.

Please help us to help you — if you can provide as much
information as possible it will speed up the assessment
process and make it easier for us to help you.

If you are not happy with the service provided, you can
make a complaint to the Housing Options and Advice
team leader or customer service manager who will
respond and follow up your issue.

We will undertake an
assessment of your financial
situation and review the
options available to you.

Case example one:

My family have asked me to leave the house following
the birth of my baby. How can you help me?

At your initial interview we will carry out an assessment
of your circumstances and follow this up with a visit to
your home. We will speak to your family and explain
how we may be able to help you through the available
housing options.

What housing options are available to me?

We have a have a variety of schemes depending on

your circumstances. Your advisor will provide you with
information about the available options. These may
include the Rent Deposit Scheme to help you find suitable
rented accommodation in the private sector or the
Hackney Choice lettings scheme which enables you to bid
for Hackney Homes and Housing Association properties.

If I am unable to remain in my present
accommodation will the Council provide me
with emergency accommodation?

In these circumstances we will refer you to a
homelessness officer who will assess if the Council
has a legal duty to provide you with temporary housing.



If the Council accepts that I am homeless, will I be
allocated a permanent home?

No. You will be placed in temporary accommodation,
and this arrangement may continue for a number

of years before you have enough priority to bid

for a permanent home. The rent in temporary
accommodation is much higher than in permanent units
and you will not be able to choose the property you are
offered as temporary accommodation.

If your application is successful, you will be placed in
the priority/homeless band under the Hackney Choice
lettings scheme and will be able to bid for properties
that are advertised each week. If you do not bid you
will not be housed.

Case example two:

I am renting from a private landlord who has given
me a letter asking me to leave. What should I do?

You should remain in your accommodation. For most
types of tenancy your landlord cannot evict you
without a court order. To obtain this your landlord
must first serve you with a valid Notice Seeking
Possession, and after the statutory notice period,
apply for possession. The landlord must have valid
grounds to obtain possession.

What happens next?

We will write to your landlord to explain the procedure
and the legal process. You should contact us again if and
when you receive a legal Notice Seeking Possession.

What if my landlord tries to force me to leave?

Any attempt to evict a tenant without following the
correct legal procedure is called an illegal eviction.

It is a criminal offence if a landlord or their agent
evicts a tenant without a court order, and the Council
can prosecute landlords who break this law.

Case example three:

I am a home owner but have recently lost my job.
I have a family to support and now have mortgage
arrears. I am afraid of losing my home, how can
you help me?

We will undertake an assessment of your financial
situation and review the options available to you. In
particular we will consider what resources you can draw
on, what savings you can make, whether you can claim
on insurance and make certain you are maximising
your income from welfare benefits. We can negotiate
with your lender to try and reschedule your payments.
We can also assess whether you may be eligible for the
mortgage rescue scheme, a “payment holiday’ or any
of the other schemes which have been introduced to
help people in your situation.

What if my lender decides to repossess my home?

The lender must follow the legal procedure and this may
take some time. We can refer you to organisations that
can provide specialist help and representation. In the
meantime we can also consider you for other housing
options, like the Rent Deposit Scheme.



Case example four:

I am a single person and have been staying with
friends at various addresses over the past two years.
My friends are no longer prepared to accommodate
me and I will very shortly have nowhere to live.
What should I do?

Our single homeless drop in service can provide

you with advice and information to prevent you
becoming homeless. This includes advice about benefit
maximisation and resettlement. We provide details of
landlords and letting agencies, including those that will
accept Housing Benefit. We can also provide information
about bed and breakfast accommodation and hostels
as well as emergency accommodation that may be
available for single people.

I have a mental health problem that makes it
difficult for me to manage on my own. Are there
services that can help me?

Yes. If you have support needs we can refer you to
organisations providing specialist housing. We can also
place you on the housing register and arrange for a
medical assessment of your health needs. You will then
become eligible for a home under the Choice Homes
lettings scheme.

Case example five:

I am a Hackney Homes tenant and have been
approved for a transfer because my family are
overcrowded. My partner, our four children and I live
in a two bedroom flat with no garden. We have been
bidding for properties advertised on the Hackney
Choice scheme but it may be some time before we are
successful. Is there any alternative?

Yes. Hackney Council manages a scheme called
Choose and Move which is a private rented scheme
for overcrowded households. This scheme enables
you to find larger accommodation which is suitable
to your family’s needs.

Will I remain a social housing tenant?

No. You will have an assured short hold tenancy and
pay your rent to an approved private landlord.

How do I apply?

We can provide you with a list of approved private
landlords and a dedicated officer to help you every
step of the way. We can make payments up to £6000
to assist with expenses.

Will I still be able to bid for properties under
Hackney Choice?

Yes, although your priority will reflect your new
housing circumstances.
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Contact details

Address:

Housing Advice Service
Hackney Service Centre
1 Hillman Street
London

E8 1DY

Opening times for drop in service:
Monday to Friday 9am to S5pm

Telephone:
Hackney Contact Centre, 0208 356 2929
(Monday to Friday 9am to 5pm)

Email:
housingadvice@hackney.gov.uk

If you would like to find out what this document says please tick the appropriate box, put your
name, address and phone number at the bottom of this page and return it to the address below.
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If you would like this document in any of the following formats or in another language not
listed above, please complete and send the form to the address below.
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Tel:

Return to: Housing Advice, Hackney Service Centre, 1 HillmanStreet, London, E8 1DY
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