Temporary pause on internal transfers - Frequently Asked Questions (FAQs)
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	1.
	Why is Rooftop considering this change now?

	
	In the communities we serve there is significant pressure on local housing, including homelessness and families living in temporary accommodation. A short pause on internal transfers would help us let empty homes to those in urgent housing need.

	2.
	How long will the temporary pause last?

	
	The proposal is for a period of three months. We will review the position before the end of that period, including the number of empty homes, operational capacity, customer feedback and any continuing housing pressures.

	3.
	Will all internal transfers stop?

	
	No. Some transfers would continue where an exception applies. These may include approved management moves, moves needed because of major works, moves to or from Retirement Living or Housing with Care, customers leaving temporary accommodation or a domestic abuse safehouse, and customers whose housing need has been confirmed by the local authority for medical, welfare, overcrowding or downsizing reasons.

	4.
	What if I need to move because of harassment, domestic abuse or severe financial hardship?

	
	Please contact us as soon as possible. Serious housing management cases will still be considered through the Management Move process, and we will assess your circumstances to decide what support or action is appropriate.

	5.
	What happens to my transfer application during the pause?

	
	If you have already been matched to another Rooftop property, your application will not be affected. The pause will only apply to new empty properties and shortlists.

	6.
	Can I still exchange my home with another tenant?

	
	Yes. You can continue to look for a mutual exchange during the temporary pause, subject to the usual checks and approval process.

	7.
	Will customers be consulted?

	
	Yes. Rooftop intends to carry out meaningful customer consultation. Customer feedback will help inform how the temporary arrangements are implemented and reviewed.

	8.
	How will Rooftop make sure decisions are fair?

	
	We will use clear criteria, apply agreed exceptions consistently and provide guidance to customer-facing teams. The arrangements will be time limited and reviewed.



If you have any other questions, please contact 01386 420800 or email enquiries@rooftopgroup.org
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