
Information about your  
new home

Front and Back Covers Revised.indd   6 13/04/2017   16:59:14UserGuideApartments revised 14 March 17.indd   1 21/04/2017   14:50:42



UserGuideApartments revised 14 March 17.indd   2 21/04/2017   14:50:42



Emergency contacts

 Gas

National Gas Emergency Service 0800 111 999

Have the following information ready:
• Address and postcode of the problem
• How long you have noticed the smell and where it is most noticeable
• If any neighbours are affected
• Your name and phone number

While you are waiting for help:
• Open doors and windows
• Turn off the gas at the meter if you can
• Do not use naked flames or light switches

 Water

If the leak is in your home, turn off the stopcock.  

• If you rent your home, it is in an communal area or you are still in your 
aftercare period, ring 0800 678 1221 to arrange a repair.

• If the leak is in the street, contact Thames Water on 0800 980 8800

 Heating and hot water
Report loss of heating or hot water in Rosemary / Spurrell Court to  
01372 746527. All other contact details as above. 

 Fire

Fire Brigade 999

• Don’t rely on your neighbours phoning.  
The Fire Brigade would rather have several calls than none.

• Don’t attempt to tackle fire
• If the fire is in your apartment, leave, closing doors behind you
• Do not attempt to use the lift
• If the fire is not in your apartment, it is safest to stay in your  

apartment and await help

Emergency repairs and new homes aftercare
07973 921629 or erithpark.neighbourhoodteam@orbit.org.uk  
for aftercare or repairs to your home.
Outside office hours (from 4.30pm to 8.30am) and at weekends 
and bank holidays, report emergencies only to 0800 678 1221
See section 2 for details of which issues are our responsibility 
and which are yours.
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Aftercare in your new home
Your home has been constructed to a high standard and checked 
thoroughly for quality.  However sometimes problems may arise in new 
homes which are not apparent at handover.  The building industry uses  
the term ‘defects’ for any faults or breakdowns which are not directly 
caused by you and which may be due to building materials or the 
construction process.

Significant defects are rare but can include leaks, faulty lighting or settlement of the building.

Wates, our building contractor is responsible for fixing these problems if they occur within  
the first two years.

If you have a building issue during this period which may be a defect, please contact  
the Erith Park aftercare service on 07973 921629.

If you own your home and significant problems occur after your defects period, you are  
covered by your NHBC guarantee.  Full details of the scheme and items covered are given  
in the NHBC handbook.

Minor cracking in new homes is usual as the house dries out.  It is rarely significant and is  
not treated as a defect unless it indicates a more serious underlying problem.  In general, if  
you can’t fit a pound coin in the crack it is not considered a defect.  We advise that you do not 
cover cracks with wallpaper etc during the defects period so that you can check they are not 
widening.  You can then fill them with a proprietary filler when you decorate.

We advise you to avoid decorating your  home during the first year to allow it to dry out If you 
do decorate and works are required, we will not be responsible for making good.

If you rent your home, we will ‘gift’ you some items.  These become your responsibility and 
Orbit and Wates are nor responsible for any future repairs or replacement. This will include 
your shed and rotary dryer.  You will have received and signed a schedule of gifted items 
when you moved in.
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Location of equipment and 
controls in your home
Please familiarise yourself with the controls in your home, such as those 
for your heating and hot water. In particular, make sure you know how  
to turn off the water and gas supplies in case of an emergency. 
Full manufacturers manuals for these controls can be found in your information box. 

Stopcock  
Located in the service cupboard. 
The valve is marked with a tag –  
‘Mains Water Stopcock’. 

• To turn the water off, turn the 
stopcock clockwise. 

• To turn on, turn anticlockwise.

This turns off your water supply in an 
emergency or to carry out work on the 
water supply. 

If you intend leaving your property for an 
extended length of time, we recommended 
that you turn the water off.

Water meter  
Located in the communal hallway 
in the service cupboard. You will be 
given a key to this cupboard. 

Tampering with or attempting to remove it 
is a criminal offence, as it is the property 
of your water supplier. 

3
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Boiler  (Applicable to Vanacker, Bellingham, Stoneham & Adamson Court, 
NOT Rosemary & Spurrell Court)

Located in the kitchen. 

Prior to handover, the boiler and heating controls 
have been set at 18oc, this is considered the most 
efficient setting but you can change these to suit your 
preference. Hot water is available at all times whilst the 
boiler is switched on. 

If you are away for long periods of time, you can 
turn your boiler off to avoid using gas and also to 
help prevent leaks. However, in winter, this is not 
recommended as pipes may  freeze and burst. 

All gas appliances/flues should have an annual 
gas safety check, that will ensure gas fittings and 
appliances are safe to use.

If you are an 
ORBIT TENANT
By law, Orbit are 

responsible for the annual 
service on your boiler and 
you will be contacted by 

the Contractor directly with 
an appointment.

(Failure to give access 
could result in Court action  

being taken)

If you you are  
a HOMEOWNER
You are responsible  
for having your boiler 

serviced on an  
annual basis.  

Community heating (Applicable to Rosemary & Spurrell Court )

If you live in Rosemary Court or Spurrell Court, your heat and hot water is provided from our Central 
Heat and Power plant. Your heat interface unit (HIU) is located in a cupboard in your hallway, this unit 
also includes your heat meter. Even if you have bought your home, the HIU remains the property of 
Orbit because it is part of the communal heating system. You do not need to touch this unit and your 
lease or tenancy agreement specifies that you must not tamper with it in any way.  

If you have any problems with your heat supply 
or questions about the heat network,  
please contact Veolia on 01372 746537. 

Heat Meter
Located in your services cupboard within 
your hallway, this meter keeps track of 
how much heat you are using for hot 
water and the radiators in your home.  
The meter can be read remotely by our 
community heating contractor.
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Combined heat control thermostat  
and programmer   
Located in the hallway and, in two bedroom apartments,  
in one of the bedrooms. 
Controls when the heating comes on and to what temperature. 

• Your thermostat is initially set at 18oc, which  
most people prefer. 

• You can adjust this to suit your personal preferences.

• To change the times that heating comes on or goes off,  
the temperature of heating or of hot water, please refer to  
the manual in your information box.

• The most economic use is to have heating on low (19-20) all 
the time rather than for short periods of time in the morning or 
evening for example.

TRVs (thermostatic radiator valves)    
Located on the radiators to provide additional  
heat control. 
• These can be used to increase or decrease the  

heat in individual rooms. 

• The higher the number, the more heat output. 

• Please note that there is no TVR on radiators in  
rooms with a thermostat.

• The most economic use is for all the radiators to  
be on, otherwise cold spots are created which the  
whole system then tries to compensate for.

Gas meter 
(Applicable to Vanacker, Bellingham, Stoneham & 
Adamson Court, NOT Rosemary & Spurrell Court)
Located in the Gas Meter room.   
• It can be read without your supplier having  

to enter your property. 

• The emergency cut off is located in the  
meter box housing.

• You will be supplied with a code to access the meter room.

When having a new gas oven or hob fitted, by law it must be installed  
by a GAS SAFE approved and qualified technician. 
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Fuse box (consumer unit)     
Located in a cupboard in your hallway. 
The unit is designed to cut all power to the unit should 
faulty electrical equipment cause a power surge or if a light 
bulb blows. 

Keep a torch handy near your fuse box to safely 
operate the circuit breaker switches. 

Electricity meter    
Located in the service cupboard outside your  
property in the communal hallway. 

You will have been given a key to the cupboard  
when moving in.

Oven and hob switches    
Located near the oven space or your pre-installed appliances. 
• These control power to the oven and hob respectively. 
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Grid switch  
Located in the kitchen, a panel of switches.   
• Controls the power to sockets for an oven, 

fridge freezer, dishwasher, cookerhood, washing 
machine and a fan boost. 

• It is marked to show which appliance it operates.

Plumbing in a dishwasher     
In the kitchen, where a dishwasher has not been already been  
installed, plumbing has been provided for this. 
• One of the kitchen units close to the sink is a standalone unit 

designed to be replaced with a dishwasher. 

• We recommend that this is carried by qualified installers.

• Make sure the Grid Switch (as mentioned previously) is  
ON to provide power to the dishwasher.
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Telephone line
Telephone points are in the hallway, living rooms and bedrooms of your home. 
• To activate your phone line you need to contact a telephone supplier, such as BT directly.  

• To arrange connection call 0800 800 150 or, if you are an existing BT customer, you should  
call 0800 100 400.  

• BT will charge for each telephone point you have connected.

Plumbing in a washing machine   
The cupboard under your sink has plumbing for the installation of a washing 
machine (where a washing machine is not already in place).  
• We recommend that this is carried by qualified installers.

• Make sure the Grid switch (as mentioned previously) is ON to provide power to the  
washing machine.
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Over-bath airer
This has been fitted to dry washing in the bathroom.
Repair or replacement of the dryer is your responsibility.

Electrical car charging points   
If you purchase an electrical car in the future, please contact Orbit who will liaise  
with you in regard to fitting a charging point in the underground parking area.
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Prevention and trouble-
shooting
Please look at this section first if you have any problems in your home. 

Electricity  
Your electricity meter is located in 
a cupboard in your hallway. 

A common electricity 
fault occurs when a 
light bulb blows or the 
supply is overloaded, 
either by a faulty 
piece of electrical 
equipment or too 
many items running 
at the same time. For 
example, the circuit 
breakers in your fuse 
box may switch off when 
a light bulb fails or if you switch on an electrical 
appliance with a fault or a faulty plug. They can 
be switched on again once the faulty appliance 
has been turned off and unplugged, or once 
the light bulb has been replaced. 

The fuse box or consumer unit located 
in the services cupboard in the hallway 
includes the main ON/OFF switch controlling 
the electricity supply to your home, as well 
as circuit breakers, which protect individual 
circuits. 

These will automatically switch off when a 
circuit or appliance fault occurs. 

These can be switched on again once the 
cause; faulty item has been unplugged, triped 
fuse or blown 
bulb, has been 
replaced or the 
load (number 
of items being 
used) has  
been reduced.

Troubleshooting
  In the event of loss of power 

1. If you have a pre-pay electricity meter, 
check that it is in credit.

2. Check if it is wall sockets and/or lights 
which are not receiving any power

3. Check the fuse box to see if one of the 
circuit breaker switches is off. If so,  
turn it on.

4. If power does not come back on, reset 
the RCD switch (large red switch) by 
turning it off, then on again. DO NOT force 
the switch to the ON position if you feel 
resistance.

5. If you lost power just after switching on a 
light it is likely that that a bulb has blown. 
Replace the bulb and try switching back  
on again. 

6. If you have lighting but no power to sockets, 
a faulty appliance may be the cause. Go 
round to all appliances and unplug them, 
reset the circuit breaker switches and try 
plugging the appliances back in one at a 
time. When you get to the faulty item, the 
trip switch will cut off the power again. If 
this happens, unplug that appliance, reset 
the RCD switch or the circuit breaker and 
try a different socket. If the power goes off 
again, it is the appliance which is at fault. 
You should unplug it straight away and 
not continue to use it until you have had it 
checked by an electrician. You should  
now be able to reset your circuit breakers 
without problems. 

7. If the appliance works in another socket then 
there may be a wiring fault.
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If problems persist after following the trouble shooting advice.
Within the first 24 months of the building being completed, contact our Customer Service Centre 
07973 921629 / erithpark.neighbourhoodteam@orbit.org.uk

Other causes of Power Failure
• If all the switches in the fuse box are in the ON position and there is still no power,  

there may be a power cut. 

• You can check this by asking your neighbours if they have power,  
then contact your electricity supplier directly to discuss this. 

If you are an ORBIT TENANT
After 24mths contact our  

Customer Service Centre on 
 0800 678 1221  

or  
www.orbit.org.uk

If you are a  
HOMEOWNER

or
AFTER 24 MONTHS
Contact a qualified

electrician.  

If you are an ORBIT TENANT
After 24mths contact our  

Customer Service Centre on 
 0800 678 1221  

or  
www.orbit.org.uk

If you are a  
HOMEOWNER

or
AFTER 24 MONTHS
Contact a qualified

electrician.  

Gas  
There is no direct gas supply to your home, only to the energy centre.

Troubleshooting
  If you smell gas within the building or underground parking area

1. Leave the area and call the National Gas Emergency Team: 0800 111 999 immediately. 

2. Extinguish any naked flames such as cigarettes, do not use electrical equipment or light switches 
as this could cause a spark.

Doorbell  
Doorbells have been fitted to all properties, these are hardwired into the electric supply.

Troubleshooting   
  If your bell does not work - check the consumer unit to see if all switches are on

Within the first 24 months of the building being completed, contact our Customer Service Centre 
07973 921629 / erithpark.neighbourhoodteam@orbit.org.uk
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If you are an  
ORBIT TENANT

After 24mths contact  
our Customer Service 

Centre on   
0800 678 1221

or  
www.orbit.org.uk

If you are a  
HOMEOWNER

or  AFTER  
24 MONTHS

Contact a qualified
electrician.  

Heating and hot water   
Troubleshooting
  Heating is low or not working 

1. Check that the room thermostat is set around 20°C. 

2. Check that the programmer is set to come on.

3. Check that the valve to each radiator is turned on. 

If none of the above works call Veolia on 01372 746537 (in Spurrell & Rosemary Court)  
All other properties call the aftercare team on 07973 921629. 

  Radiators are cool on the top 

1. If radiators are cool at the top it may indicate that there is  
air in the system. To release the air first ensure the radiators  
are cold.

2. Attach a radiator key to the valve and turn it anticlockwise. 
When opening the valve ensure it does not come out 
completely, open it enough to hear the air escaping.  
Hold a cloth under the valve to catch the water when  
the last of the air is released. 

3. When water comes out, close the valve. 

Radiator keys are available from DIY or hardware stores

Water  
Troubleshooting
  Water is leaking from a pipe 

• Turn off the main stopcock  
(located in the cupboard in the hallway) 

• To turn the water off, turn the stopcock clockwise. 
• To turn on, turn anticlockwise.

Within the first 24 months of the building being completed,  
contact our Customer Service Centre 07973 921629 /   
 erithpark.neighbourhoodteam@orbit.org.uk

 NB: Do not leave plugs in, incase a tap or shower is accidentally left on 

TU
RN CLOCKWISE 

OFF

TURN ANTICLOCK
W

I S
EON
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Communal aerial and Sky reception  
Troubleshooting
   If you lose signal or have problems with your Sky Service

Check if all TV sets within the property 
are experiencing the same problem.
Check with a neighbour to see if they 
are having the same problem.
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Drains and pipes    
All basins, sinks and baths are fitted with removable traps, which can be unscrewed 
and cleaned out if necessary.

Troubleshooting
  Drain pipes are blocked 

1. If the sink is full of water try to remove the blockage by 
pushing a flexible rod down the plughole or by using a 
suction cup plunger to force water up and down the pipe.

2. If this doesn’t work you should unscrew and clean the 
removable traps. The trap looks like a U-shaped bend in the 
drain pipe under the basin. This U-bend can be detached for 
cleaning or unblocking.  
The trap will contain waste water, so place a bowl under 
it before pulling it apart. 

3. To unblock, undo the nuts connecting the trap to the two  
sections of the pipe. Gently prise apart ensuring that you  
keep the trap upright, and then locate and remove the blockage. 

4. Do not lose the rubber washers. 
5. Do not cross thread when you replace.

  Reducing the risk of blockages to toilets and sinks

1. Minimise the amount of toilet paper used, never flush disposable nappies, wet wipes or sanitary 
towels down the toilet.

2. If the toilet is blocked, you will be able to clear most blockages with a plunger or use rods.  
There are many useful videos on-line if you are not sure how to do this. 

3. Never put fat down sinks or basins – it can solidify when cold and cause blockages.  
Put fat into an empty tin or container and bin it.

4. Use a sink strainer to catch small bits of food.
5. A dedicated unblocking cleaning product can be used periodically to keep sinks from blocking. 

  
ALL RESIDENTS 

Blockages in individual 
properties are not the 
responsibility of Orbit. 

You will need to contact a 
qualified plumber if you can  

not unblock it yourself.

COMMUNAL AREAS 
Blockages in communal 

drains or services should be 
reported as a repair  to the 

Aftercare service on  
07973 921629  

CONTACT
the Aftercare service  

on 07973 921629  
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Preventing damp and condensation  
Excess moisture in your home causes condensation which can lead to damp and 
mould problems. Take the following steps to help reduce moisture.

  Ventilation

Your home has a central ventilation unit which includes a heat recovery 
system (Mechanical Heat Ventilation Recovery unit, MHVR). This unit is 
not connected to your heating but it does distribute air from one room to 
another. It also extracts heat from outgoing stale air reducing your  
heating costs. 

This is a low energy system to prevent excess moisture building   
up in your home and, the mains switch should never be turned  off.  
The extract system is boosted when the labelled wall switch is pressed.  
The unit is located in the service cupboard off the hallway.

  Maintenance of MHVR

The unit contains filters that will need cleaning 
approximately every year. Failure to clean the 
filters will reduce the life of your ventilation unit, 
cost you more money to run and mean cooking 
smells will linger in your flat.

To clean the filters, remove the screws  
and remove the bottom plate from the 
ventilation unit.

Wash with warm water and washing up liquid 
or other mild cleaning detergents. Dry them 
thoroughly before replacing them. Give the unit 
a wipe with a slightly damp cloth to remove any 
surface cooking oil residue.

  Maintenance of cookerhood

If you have a cooker hood, the filter will need to 
be replaced regularly (see appliance manual). 

  Drying clothes

• If you are drying your washing indoors, 
open the windows. 

• Never dry wet washing directly on a radiator 
as this will create condensation. 

  Ventilating cupboards

• Regularly open the doors of cupboards to 
circulate air. 

• Try not to overfill fitted cupboards as this 
restricts air circulation. 

• Try to leave a space between the back of 
furniture and internal walls. 

  Below are some causes of excessive steam or damp 

• Non-condensing tumbledriers especially if used in enclosed spaces or bedrooms. 
We recommend using a condensing tumbledrier in the kitchen with the fan on.

• Leaving saucepans uncovered, we recommend covering pots and if using an  
electrical steamer, turning the kitchen fan on.

• Running hot showers/baths for a long time, even in the summer, and especially if your  
heating is set on low or is switched off.

• Turning off the MHVR (Mechanical Heat Ventilation Recovery unit) we recommend leaving it on.
• Turning the heating off in single rooms can create cold spots and cause damp.
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Water  
Your water meter was read before you moved in and you received a note of the 
reading as part of your welcome pack. You are now responsible for the use of  
any water and the payment of water bills. 
Your water supplier is Thames Water who will bill you for your usage. You will need to 
contact them when you move in to register your details. If you delay doing so, it may result 
in receiving a large initial bill. To reduce your bills for both hot and cold water your home  
is fitted with water restricted taps, shower facilities and dual flush WCs. 

Gas  
Your Gas Meter was read before you moved. You would have received a note of the 
reading as part of your welcome pack. You are now responsible for the use of any 
Gas and the payment of any Gas bills.
Your Gas Supplier is SGN who will bill you for your usage. You will need to contact  
them when you move in to register your details. If you delay in doing so, it may result  
in receiving a large initial bill.

Electricity  
Your electricity meter was read before you moved in and you received a note of  
the reading as part of your welcome pack. You are now responsible for the use of 
any electricity and the payment of the electricity bills. 
Each home is billed separately by the electricity company. Your electricity supply company 
is EON and they will read your meter quarterly. You should contact them when you move 
in to register your details. If you delay doing so, it may result in receiving a large initial bill. 
If you want to change supplier, you will need to contact both old and new suppliers with a 
meter reading and MPAN number. This is also included in your welcome pack. 
Do not use your old account number from your previous address.

Community heating system  
(Applicable to Spurrell & Rosemary Court)
For all metering, billing and heat supply issues, please contact: 01372 746537.  
You will need to contact them when you move in to register your details.  
If you delay doing so, it may result in receiving a large initial bill.
Your new home is connected to a community heating system. Instead of your apartment 
having a boiler for heating and hot water, it is connected to a central energy centre.  
The system produces hot water which is distributed to some of the apartments at  
Erith Park through a network of insulated pipes. 
Your home is fitted with a heat exchanger which transfers the heat from the network  
to your heating and hot water system.
Heat is provided 24 hours a day, all year round.

Utilities
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Utilities

  
Our contractors, Veolia, run and maintain the 
energy centre.  When you signed your lease or 
tenancy, you will have also signed a residential 
heat supply agreement with Veolia.

Veolia have engaged, Evinox to manage 
metering and billing on their behalf. Your first 
point of contact for any queries or problems will 
be the Evinox customer contact centre.

Frequently asked 
questions 
  How much will my heating cost?

The cost of your supply is stated in 
your supply agreement with Veolia.

Your home has a heat meter and you pay 
for the heat which you use.  You can control 
how much heat you use through your control 
unit and room thermostats – so you can save 
money if you are careful with your heat use.  

Our contract with Veolia links the cost of heat to 
the cost of gas in the open market.  Each April 
the unit heat cost will be reviewed and adjusted 
to reflect changes in gas costs.  

In addition you will pay an annual standing 
charge to Veolia for the running of the system, 
maintenance, billing services and provision for 
future repairs and replacement.  This charge 
will be spread over your monthly bills (if you pay 
by direct debit) or as a daily charge if you pay 
by prepayment meter.  

Under legislation, Orbit is responsible for 
the maintenance of the heating system 
on behalf of customers. The amount you 
actually pay as your standing charge will vary 
depending on whether you rent your home or 
are a leaseholder – because Orbit makes a 
contribution towards the standing charge for 
rental properties.  

The standing charge is uprated annually in  
line with inflation.

  How do I pay for my heating?

When you moved in you will have had a choice 
to set your meter to prepayment or credit meter.

If you opted for a credit meter, you will have 
signed a variable direct debit agreement and 
your heat charge will be collected from your 
account every month.

If you have a prepayment meter, you can top up 
your account:

• Through a PayPoint outlet  
(eg Simba’s convenience store)

• Online or
• By ringing 01372 746537

   What if I have trouble affording  
my  heat bill?

Ring 01372 746537 to check that your heating 
system is on the most economical setting.  
Our metering contractor can remotely check 
the temperatures in your heating system and 
advise you of any action you can take to reduce 
your bill.

If you are on a credit meter, you can choose 
to change to a prepayment meter. Many 
people find it easier to budget this way. Unlike 
conventional utility suppliers, you don’t pay a 
premium for the prepayment option on the Erith 
Park heat network.

You have a £20 credit to give you time to top 
up a prepayment meter.  If this runs out over 
a weekend or holiday period, your heating will 
continue to operate until the next working day. 

If you are on a prepayment meter, please 
remember to top it up to cover the standing 
charge before going on holiday.

The meter in your home can be switched 
remotely between prepayment and credit 
metering so there is no need for a home visit.  
Just ring 01372 746537 to switch (maximum  
of one change per calendar year).

If you are on a credit meter Veolia may switch 
you to prepayment if you fall into arrears.  
(You will have to pay an administrative charge 
for this). They will always write to let you know 
they plan to do this.
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  What about servicing?

Your heat exchange unit requires less 
attention than a conventional boiler. Veolia  
will contact you to arrange a service every  
two years.

All the servicing, maintenance and future 
replacement costs of the heating system up 
to and including your heat exchange unit are 
included in your standing charge.

Your heat exchange unit, meter and 
prepayment unit and any pipes and wires 
connecting them to the energy network 
remain the property of Orbit, even if you have 
purchased your apartment. You should not 
interfere with this equipment or allow any 
contractors other than Veolia to work on it.

  What if my heat supply fails?

The energy centre constantly sends 
information to Veolia through a broadband 
link.  So they should have identified any 
problem and have an engineer on the way 
long before you even realise that anything is 
wrong.

Our main combined heat and power engines 
are backed up by large conventional boilers 
so, during maintenance, or while awaiting 
repair, these will kick in automatically.

However if you do notice a problem, ring 
01372 746537 call Veolia on 01372 746537 
(in Spurrell & Rosemary Court).  

All other properties call the Aftercare  
Service on 07973 921629.   

 

If you have a problem with your 
heating beyond your heat exchange 
unit, within your apartment:

 
 
Note to homeowners: 
Do not let contractors other than 
Veolia, attempt to repair your heat 
exchange unit.

If you are not sure if the fault is at 
the heat exchange unit or elsewhere 
in your apartment, ring the Veolia 
helpline first. They may be able to 
diagnose your problem for  
you remotely.  

If they do send an engineer and 
the problem turns out to be in your 
own radiator system, rather than 
the communal system, you have the 
option of commissioning them to  
do the repair or to call out your  
own plumber.

If you ARE AN ORBIT TENANT                                              
CONTACT

the Aftercare Service on  
07973 921629

If you are a HOMEOWNER 
Within the ‘defects’ period contact 

our  
CONTACT

the Aftercare Service on  
07973 921629 

After this time you will need to 
arrange for your own contractor. 
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Rubbish and Recycling 
Each block has bin stores for household waste. This has separate bins for both 
general and recyclable waste. Please ensure that these areas are kept clean 
and secure. Residents must not use these areas for storage of other personal 
possessions. 

Rubbish is collected by Bexley Council.  
For collection of bulky items call 020 8303 7777.

Recycling bins have been provided within your kitchen, you will need to take your 
separated recycling waste to the bins in the bin store. 

Bexley Council has provided recycling on site facilities for food cans, 
newspapers, plastic bottles etc. 

For a full list of what can be recycled, go to Bexley Council for recycling  
(or see ‘green’ section in the Community booklet). 

Communal Services

The following materials are not 
collected for recycling and must be 
disposed of in a central waste bin:

Food waste

Nappies

Plastic packaging  
(other than plastic bottles)

Other rubbish

You can recycle all of the following 
materials:

Mixed glass bottles and jars

Food and drink cans

Plastic containers

Mixed card

Mixed paper

Food and drink cartons

Aerosols

Telephone directories
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Communal TV aerial 
A communal aerial and satellite dish has been fitted to the top of the building. TV aerial points are in 
the living room and bedroom(s). You will be able to setup/receive terrestrial, SKY & SKY +. 

You are not allowed, under the terms of your tenancy or lease, to put up additional satellite  
reception equipment. 

To use a television or other television receiving equipment including watching television  
via a computer, tablet, phone or games console, you must have a television licence by law.  
Visit www.tvlicensing.co.uk or call 0844 800 6790.   

Sky TV
To access Sky TV, contact Sky to arrange subscription (0844 496 4571). Please note that your 
tenancy agreement/lease states that you cannot fit your own satellite dish.

Freeview
Free to use satellite cabling has been installed in your home. Connect your Sky Box/TV to the 
wall socket. Resetting/rescanning for channels via your TV or Sky box equipment will locate these 
channels. Consult your TV/Sky box manual on how to do this. 

Connecting your TV
The main TV panels are located in the living room and in the main bedroom. 

Using bedroom TV points
To make use of the TV point in bedroom(s) the signal from your TV/SKY/Freeview box needs to be 
fed back into the return socket in the living room. The following diagram explains how to do this:
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Freeview / Terrestrial TV 
Fig 1 (use supplied connector)

1. Insert the In end of the link lead into the ‘TV’ socket
2.  Connect the short white cable into the ‘RETURN’ 

socket.
3.  Connect your TV or freeview equipment to the 

‘OUT’ end of the link lead body.
4. Connect bedroom TV to wall socket.

    SKY/SKY +/Freeview/ Terrestrial TV

Fig 2

1.  Connect ‘SAT 1&2’ (wall sockets) to your sky box.

2.  Connect Ariel from ‘TV’ wall socket to Ariel Socket 
on SKY box.

3.  Connect your TV to the Sky Box via the  
‘RF Out 1’ socket.

4.  Connect the Sky box back into the wall –  
‘RF out 2’ to the ‘return’ socket.

5. Connect bedroom TV to wall socket.

Bicycles 
Signposted bike stores are located within basement areas of the building. Bicycles in  
Vanacker & Bellingham Court are to be stored on balconies. Bike stores should be used for 
pedal cycles only.  We recommend that bikes are secured with an appropriate lock as they are 
stored at the owner’s risk. Bicycles are not to be stored in communal hallways.

Post 
Your post is delivered to the post boxes inside the main entrance doors, or, if you live on the 
ground floor with street access, to your door. Duplicate keys for your post box are not retained by 
Orbit so you will be responsible for the cost of changing the lock if you lose them.

Communal doors
Some doors in the communal areas are fitted with automatic door closers and are designed to 
contain the spread of flames and smoke in the event of a fire. Please do not wedge them open  
or remove them. 

Your fob will only allow you access onto the floor you live on and the main entrance doors  
to that block.
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Doors
The front door meets Secure by Design standards.

• The door has a multipoint locking system and does not lock automatically when closed

• The lock is activated by lifting the handle to engage the locks and locking the door manually 
with a key. 

• The front door has a spyhole and security chain fitted

Locks and keys
Orbit do not keep duplicate keys or security fobs. 
• You have the only sets of keys so please keep them safe. 

• If you lose your keys you will need to contact a locksmith to gain entry  
and / or change your lock. You will be charged for a new fob.

• Broken keys are not a defect.

• A replacement fob can be ordered from the local Blackberry Patch office.

Security and visitors
An access control system has been installed in  
your home. 

• To ensure your building remains safe, do not 
let in any unknown visitors. Also make sure the 
communal entrance door(s) are closed at all times 
and lock any windows that are easily accessible.

• You will have received fobs which enable you 
to access your communal area. These are 
not to be distributed to others and are the sole 
responsibility of the resident. If lost, these are 
replaceable but at a cost.

Internal doors 
• All doors are fitted with lever handles, bathroom doors have a lock. In the case of an 

emergency, these locks can be opened from the outside using a screwdriver or a coin.

Security, Safety and  
Insurance
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Security, Safety and Insurance

LOCKEDOPEN

Windows
Opening and locking windows
All windows can be opened. Most windows are fitted 
with lockable handles for security, (ground floor only 
on flats). These can only be locked when the handle is 
in the down position. Keys will have been given to you 
when you moved in.
For safety, windows are fitted with restrictors which 
prevent the windows from opening fully.  
For cleaning, remove the screw to allow full opening. 
Do not forget to replace the screw after cleaning.

Smoke and heat detectors
A smoke alarm is fitted in the hallway and a heat alarm in the kitchen to alert 
you in the event of a fire.
It is important to regularly test all alarms — doing this could save your life. 
They should be tested once a week by pressing the test button on the alarm. 
Replace the battery if the low battery warning sounds (an intermittent bleep). 
Please read and familiarise yourself with the instructions in the alarm 
instruction manual in case an alarm is triggered while you are in your home. 

CO2 monitor
These are fitted in in the same room as the boiler and will alert you  
to any unsafe level of CO2. 

In the event of a fire
If the fire is in your home, evacuate the property closing the door behind you where possible and 
dial 999. If the fire is in a property within the block, remain in your flat and dial 999 as systems are in 
place within the building to prevent fire spreading. 
For more information about fire safety see the ‘Fire Safety in the Home’ booklet. This was given to 
you when you moved in.  

Insurance
Orbit insure the building and structure of your home (home insurance) and the cost is covered in 
your rent or service charge. However, Orbit does not insure your furniture, belongings or decorations 
against theft, fire, vandalism and burst pipes. You are responsible for this (contents insurance).

Contents insurance is available through Orbit. 
Contact 07973 921629 or erithpark.neighbourhoodteam@orbit.org.uk

NHBC: 
Your home is 

insured with NHBC 
against any faults 
in construction or 

materials.
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Green DIY
Sustainable timber
Your home has been constructed with 
sustainably managed timber. 

You can be confident that it is grown and 
harvested with respect for the environment, 
minimising the impact on wildlife.  
If you buy timber or timber  
products for your home, 
please look for the Forestry 
Stamp mark which certifies 
that it has been produced 
in accordance with the 
guidelines.

Decorating 
We recommend you do not redecorate, 
especially wallpapering, until 12 months from 
the handover of the building to Orbit as this 
makes it easier to pick up any faults in  
the building.

After inspection you can decorate as you wish. 

Low VOC paints - Most paints contain high 
volatile organic compounds (VOCs) which 
produce a gas that is breathed in when painting 
a room. VOCs are bad for your health and 
can cause allergy and chemical sensitivities 
in many people. They also contaminate 
groundwater, landfill, and the ozone. 

In recent years, low or no VOC paints have 
become available due to new manufacturing 
techniques. The new paints, are cost effective, 
more durable, and less dangerous to humans, 
animals and the environment. 

When considering what paint to choose, we 
recommend you look for a low VOC product.

Disposing of paint,  
finishes and preservatives
Paints, finishes and preservatives need to 
be disposed of properly, as they can  
be toxic. This is particularly important if 
they display an orange hazard label:

always read the label.

old products may have out-of-date 
information- if in doubt, handle and 
dispose of products as though they  
are hazardous. 

do not pour paint or other chemicals  
down the drain.

• if paints are poured into drains or disposed 
of in normal household waste then 
hazardous chemicals can get into the 
environment.

• you can take paint to your local civic 
amenity site.

DIY equipment
The average power drill is used for only  
15 minutes during its life. You can save money 
and help the environment by sharing tools and 
equipment with neighbours. It’s also a great 
way to meet people. Why not post your request 
for help on our Facebook page?

Electricity
You are required by law to use a qualified 
electrician to carry out electrical work in 
your property such as fitting of ovens, hobs, 
cookers, dimmer switches or different light 
fittings. Any damage caused to either your  
own property or that of others by use of  
non-qualified persons could leave you being 
held liable for the repair and replacement of  
the property affected.

Home Maintenance
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If you are renting your home you will need to 
replace any non-standard electrical equipment 
before you leave, returning the property with 
original fittings.

For your own safety:
• Do not attempt to repair, alter or extend any 

of the electrics
• Always unplug an appliance before working 

on it or when it is not in use, for example; 
when changing a light bulb in a lamp

• Never use more than one multi-way adapter 
in a power socket

• Do not touch anything electrical with  
wet hands

• Never cover or block extractor fans. 

Fixing to walls, 
ceilings and 
floors
In order to minimise damage to the walls 
try to keep any fixings to walls or ceilings 
to a minimum. 

Safe fixing to walls/ceilings/floors 
to prevent hitting pipes and cables 
The internal partition walls in your home are 
constructed of metal frame and plasterboard 
and this includes the external walls. 

Please be careful when nailing or drilling into 
walls or ceilings and floors to avoid contact with 
any electric cables or pipes that lie beneath 
the surface. Cable & pipe detectors are can be 
purchased in most DIY stores. However some 
pipes are plastic and will not be picked up by a 
detector. For a simple way to avoid water pipes 
do not hang anything above a radiator as the 
water pipes for these run behind the wall in 
various places from the ceiling to behind the 
radiator. They do not necessarily go up the  
wall at a straight angle from where they can  
be seen.

Never attempt to drill or nail a fixing directly 
above, below or to the side of any socket 
outlet, switch or radiator. We recommend 
the use of scanning devices to ensure no 
services are present prior to drilling / fixing.

Safe fixing to walls/ ceilings/floors 
to prevent plaster crumbling
Fixing to ceilings - We recommend you do not 
fix to ceilings as many pipes/cables run within. 
• If you do proceed, you should obtain a 

stud/metal detector to check locations of 
services. 

• We recommend you fix only lightweight 
items using toggle bolts or wall plugs 
designed for hollow partitions.

Fixing to floors - When laying carpets, do not 
use nails or screws, as you may puncture a 
pipe or pierce a cable. We recommend that you 
use adhesive backed carpet gripper.

Curtain rails - If you rent your property a 
timber baton has been fixed into the wall  
above each window so that you can fit a rail  
of your choice. 

Cleaning
Care of doors, drawer 
fronts, cupboard interiors 
& laminate worktops
• Clean with a slightly damp cloth
• Wipe dry.
• Stubborn marks can be removed by using 

a mild household detergent cleaner, or 
solvent. 

• Do not use wax furniture polish, abrasive 
cleaner, or solvent.

Carpet care tips
You can make your carpets last longer by:
• Placing mats inside the front door, and any 

other entrances as they catch much of the 
dirt that people bring in on their feet.

• Taking off your shoes
• Cleaning your carpets every 1-2yrs. 

Please do not place a mat in the communal 
area as this hinders cleaning and can be a 
trip hazard.
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Stain removal tips  
for carpets 
Many commercial carpet stain removers work 
well. Some are designed for particular types 
of stains so always read the label and pre-test 
the product in an inconspicuous area. 

To do this, apply several drops of the solvent 
to your carpet, then press a white cotton cloth 
on the area for fifteen seconds. Examine 
the cloth to see if there is colour transfer 
from the carpet, and examine the carpet for 
colour changes or other damage. If there is 
any colour transfer or damage at all, call a 
professional carpet cleaner. 

When using a stain removal product, always 
follow the manufacturer’s instructions. If this 
does not remove the stain, call a professional 
carpet cleaner.

Vinyl floor cleaning 
Vinyl can be cleaned with a damp cloth and 
a mild detergent or non-abrasive cleaner 
diluted in warm water. Abrasive scouring 
powder, creams and polishes should all be 
avoided. Potentially persistent stains should 
be removed immediately. Dry the vinyl with a 
cloth after cleaning.

Cleaning metal fittings
Aluminium, stainless steel, nylon-coated or 
painted surfaces can be cleaned using a damp 
cloth and non-abrasive mild detergent.

Ceramic floor/wall tile 
cleaning
Wiping tiles down with a cloth, soap and water 
on a regular basis is generally enough to keep 
tiles clean and looking their best. Alternatively 
tile & grout cleaning products are available 
from most supermarkets. Do not use an 
abrasive cleaner or scourer. 

Windows 
It is your responsibility to clean the windows 
in your house inside and out. Orbit South is 
responsible for cleaning windows in communal 
areas. Cleaning of external windows is done 
from inside your flat using typical window 
cleaning products. Ensure that you have both 
feet placed on the floor whilst doing so and do 
not use any form of step up as there is a risk 
you may fall.

Windows are fitted with restrictors that will 
require the removal of the screw to allow full 
opening. Do not forget to replace the screw 
after cleaning.

To flip the windows, you will need to remove 
the restrictor located within the bottom of 
the window frame. The window must be part 
opened to access the restrictor, you will then 
need to remove the locking screw with the 
allen / star key (supplied in your pack). The 
window will then be able to flip to the reverse 
position for cleaning. We strongly suggest that 
the window is returned to the original position 
and re secured by reinserting the locking 
mechanism.

For the first occupants of each home, we have 
supplied each property with a squeegee that 
fits onto any standard broom handle for use on 
lower panels and any fixed panels to ensure 
that residents do not have to lean out. 

Some units facing North End Road have 
windows and balcony doors that are triple 
glazed but are cleaned in the same way.

Door and window locks should only be 
adjusted by a professional. Do not lubricate 
locks with any type of oil – this gathers dust 
and grit and can create bigger problems later. 
Hinges may need lubricating with a light oil or 
grease from time to time. 
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Balcony maintenance
Clean using general household cleaning products suitable for the surfaces you are cleaning.  
If in doubt, soap and water will remove most dirt/stains. The metalwork has been powder coated.  
Do not use abrasive cleaning products. Timber decking can be cleaned with mild detergent.  
In order to clean the glass, please use the squeegy supplied for cleaning the windows.

  Please be aware: 
1. Barbecues are not allowed on balconies.
2. Plant pots on balconies can cause soil to clog the drainages holes.
3. Hosing down or throwing buckets of water may cause excess water to travel to the balcony 

below or into the cladding - we do not recommend doing this.
4. If privacy is an issue we recommend the use of plants or adhesive ‘frosting’/patterned glass 

transfers -  please avoid the use of bamboo screening or grass matting.
5. Do not attempt to remove fixings.

Changing light bulbs
Changing a typical light bulb
1. Turn power off at the light switch and the (Central Consumer Unit) CCU page 11.
2.  Remove old bulb, holding the pendant, twist and turn pulling the bulb free.
3.  Put in new bulb using the reverse action of removal.
4. Turn the CCU back on, turn the switch on. 
5.  If the bulb does not work you can test, if it is the bulb or the fitting, by trying the  

bulb in a table/floor lamp or in a fitting which you know to be working.

In most apartments changing the bulb above  
the balcony
The light fitting on the balcony is placed at a suitable height to avoid the use of steps. 
Turn off the power at the CCU. Remove the cover using a cross head (Philips) screwdriver. Hold the 
plastic centre of the bulb and in the same way you would remove a plug slowly pull it away from the 
fitting giving it a gentle wiggle as you go. Screw the cover back on after the bulb has been changed 
(this will prevent rain getting in the light fitting). Turn the power back on at the CCU.

Changing a bulb in WC/cloakrooms
The light fitting in the WC / cloakroom is placed at a suitable height in most cases to avoid the use 
of steps. Turn off the power at the CCU. Remove the cover using a cross head (Philips) screwdriver. 
Hold the plastic centre of the bulb and in the same way you would remove a plug slowly pull it away 
from the fitting giving it a gentle wiggle as you go. Screw the cover back on after the bulb has been 
changed (this will prevent moisture getting in the light fitting). Turn the power back on at the CCU.

Light Fitting Type Bulb Type Light Fitting Type

Living Room, Dining, 
Bedroom, Hallway (Pendant)

15w BC Compact Florescent Energy 
Saving Suplux  

Pendant

Kitchen & Bathroom  
Rented

38w 2D 4pin Round Fluorescent (Kitchen) 
28w 2D 4pin Round Fluorescent (Kitchen)

Bulkhead

Kitchen & Bathroom  
Sales (L.E.D Bulbs)

6w LED GU10 (Spots) 
6w T5 Fluorescent (Under Cabinet)

Spotlight  
Fluorescent Strip

WC/Cloakroom 38w 2D 4pin Round Fluorescent Bulkhead

Balcony/External light 38w 2pin Fluorescent Bulkhead
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Keeping Energy and Water 
Bills Down
How to save money on your energy 
and water bills

Advice for Buying Energy 
Efficient Goods
The EU energy label rates products from 
A, (the most efficient) to G (the least 
efficient). 
For refrigeration the EU energy label 
goes up to A++. By law, the label must 
be shown on 
all refrigeration 
appliances, 
electric tumble 
dryers, washing 
machines, 
washer dryers, 
dishwashers, 
electric ovens, 
air conditioners, 
lamps and light 
bulb packaging.
Only the most 
efficient products 
also carry 
the Energy 
Saving Trust 
Recommended 
logo.  

For more energy saving information:

The Energy Saving Trust
ENERGY SAVING TRUST ENGLAND   
21 Dartmouth Street, London, SW1H 9BP  
Tel: 0300 123 1234 –   
www.est.org.uk/myhome 

The company that manages your home:  
ORBIT: Customer Service Centre  
Tel: 0800 678 1221 - www.orbit.org.uk

The company that built your home: 
WATES: 01372 861000 - www.wates.co.uk  

The local Authority

BEXLEY COUNCIL,  
Civic Offices, 2 Watling Street,  
Bexleyheath, Kent, DA6 7AT

Contact Centre: 
020 8303 7777 - www.bexley.gov.uk

• Use energy saving light bulbs- they last 10 times longer than standard ones
• Always turn off the lights when you leave a room
• Don’t leave TVs and other items on standby 
• When using a kettle, only boil as much water as you need 
• Defrost fridges and freezers regularly
• Keep your freezer at least three-quarters full.  

(To fill it with bread is a cheaper option than powering an empty freezer).
• A shower uses only two-fifths of the water needed for a bath
• Don’t let taps drip
• Only use your washing machine if you have a full load to wash and set it to 30°c
• Use your heating system in the most economical way
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Wates Group 
Wates House  
Station Approach 
Leatherhead  
Surrey KT22 7SW

T: 01372 861000
www.wates.co.uk

Phone: 01322 336693 

Email: erithpark.neighbourhoodteam@orbit.org.uk

Websites:  www.orbit.org.uk  | www.erithpark.co.uk

Twitter: @OrbitBexley

Facebook:  www.Facebook.com/Erithpark 
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