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Welcome to your new home!

Hello ………………………………………………………………

Congratulations! You’re renting an apartment at
………………………………………………………………………………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………………………………………………………………………………
………………………………………………………(address).

This booklet is to help you in any possible way now that you live on your own.
In the first part of this booklet you will find information about managing your home, like getting your
electricity and Internet, paying your bills or unclogging your sink.

In the second part, you will find information about the services you may find useful in the city, like where
to shop for food, how to use transportation, or where to open a bank account.
 
We hope that in this booklet you will find the answers to most of your questions. If you
still have doubts, you can contact ……………………………………………………………………………(name of the
client’s mentor) at…………………………………………………………(telephone number). Make sure you save this telephone
number on your mobile phone.
 
We wish you luck and happiness in your new home!

With our kindest regards,
 

Payoke 
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1.RENTAL OBLIGATIONS

When you are renting an apartment, sometimes it can be difficult to know which costs are to be
covered by the landlord, and which by you. Here you can find some clarifications: 

major repairs;
repairs and renovations needed due to the age or condition of the apartment. 

R E P A I R S  A N D  R E N O V A T I O N S  T O  B E  P A I D  B Y  T H E  L A N D L O R D :

cleaning and ordinary maintenance;
small repairs needed because of your daily use (changing light bulbs, draining the sink,
keeping the balcony or garden in order and clean, etc.)
clean the water boiler and the chimney and make sure the boiler is checked at least
once a year by a recognized company. If you don't get your boiler checked, your home
insurance will not cover all possible damage.

R E P A I R S  A N D  R E N O V A T I O N S  T O  B E  P A I D  B Y  T H E  T E N A N T

if there are damages in the apartment  inform the landlord immediately. You can also
send him/her a registered letter to have proof that you have reported the problems
right away.
do not make any changes or renovations in the apartment without fist talking to the
landlord;
home insurance is mandatory. The insurance will protect the property and your
possessions against theft and damage due to fire, flood, storms, burst pipes and water
leaks. You can sign a contract with an insurance company of your choice, like Ethias,
for example, or through your bank.
Respect your neighbors' peace. When you are with people, your family or friends,
remember that excessive noise should be avoided, especially between 22.00 in the
evening and 6.00 in the morning and on Sundays. Avoid hosting large parties at home
and when you are listening to music, make sure you don't play it too loud.

B E  A W A R E :
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2.  BILLS, SUPPLIERS AND PAPERWORK
When moving into a new apartment, you need new contracts for your energy, gas, water, internet and
TV. You can choose between different suppliers, who charge different prices and offer different
services. Below you will see some of the documents you may receive.

GAS AND ELECTRICITY

Client number

Amount you have
to pay
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Amount you have to pay

Note: to start a contract you have to pay 26,5 eur 

WATER

Turn off unnecessary lights
Use natural light
Take shorter showers
Turn water off when shaving, washing
hands, brushing teeth
Fix leaky faucets

Not home? Turn off the heating
Run full loads of dishwasher or
laundry
Wash laundry in cold water (30
degrees)
Purchase low energy consumption
electric devices
Unplug unused electronics

Small changes to save on your bills

5



3. READING THE METER
Once a year you have to read the meter and communicate the numbers to the company supplying your
electricity and gas. This will also allow you to keep an eye on your consumption.

ELECTRICITY

Meter position

Meter reference number

Night consumption

Day consumption

Meter reference number

GAS

Meter reference number

Meter position
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You might have a smart-card/budget meter in your house. This meter allows you to monitor your
energy consumption (electricity or gas) through pre-payments. the system works with rechargeable
cards: a blue card for electricity and a yellow card for gas. The cards can be recharged at the company's
office or at a charging point. When you insert your card into a budget meter, you can use electricity or
gas for the amount of money that you have on the card. 
The instructions are on the meter itself. For example: you have to press the red button once  to check
your remaining credit, twice for the total credit, etc.
For more information, visit the Eandis website: www.eandis.be/en

Once a year you will receive the following documents from Eandis, the energy and gas supplier. You
will have to fill it out with the number of the meter position and the date when you have read the
meter. Then, you will have to send the paper back to Eandis. You can do this for free through their
website www.eandid.be/en or by telephone by calling this number 0800 21 241.

SMART-CARD METER (BUDGET METER)

LETTERS FROM EANDIS (ELECTRICITY AND GAS)
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These documents must be completed and signed when you move into the apartment and move out at
the end of your rental.

ENERGY TRANSFER DOCUMENTS
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Amount you have
to pay

Note: if the infrastructure in the apartment is not adequate, additional costs may be charged
to set up your cables and connections. These costs are normally paid by the landlord. 

The moment you have your own apartment, you have to go to Payoke to fill in an application for social
housing. Then, you will have to bring this document to Woonhaven for the final registration. 

INTERNET, PHONE AND TV

LETTERS FROM WOONHAVEN
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Title

Written by

Date Started

This trash is collected on
..................................

4. GARBAGE

fruits and vegetable peels
coffee and tea bags 
green waste from the garden
leaves and weeds

plastic bottles
cans from beverages and food
aluminium plates
beverage cartons 

paper and cardboard
magazines and newspapers
boxes

Everything you cannot separate, like
yogurt pots, aluminium foil, baby
diapers, sanitary pads, photos, etc.

Make sure you take out the garbage on right day at the right time. The city provides calendars with clear
information on dates. Disposing of waste in other places and ways is illegal and fines can be imposed. If
you see someone disposing of their waste illegally, you can call 0800 935 11. The bags come in different
colors and can be bought at the supermarket.

This trash is collected on
..................................

This trash is collected on
..................................

This trash is collected on
..................................

paints, 
solvents,
used cooking oil, 
batteries,
pesticides 

KGA/hazardous waste trash to the
container park. 

Expired  medicines can be taken
to the pharmacist.

There are special disposal bins for
batteries in certain supermarkets and
stores.

KGA/ Small hazardous waste Glass

Glass waste like bottles and jars
shall be taken to the glass
containers located throughout the
city.

Coloured glass goes in a separate
container from clear glass.
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GAS SMELL & LEAK If you smell gas near the stove, immediately close the gas tap on your cooking
appliance and contact a plumber. If you smell gas elsewhere, close the gas mains
tap. This is usually located near the gas meter box in the hallway of the
apartment of in the basement.
In case of gas leakage, turn off the gas mains tap and contact the gas supplier at
0800 65 065. Do not wait, a gas leak can be very dangerous! 

Make sure you keep the drains of the sink, shower and bathtub clean. Use a
screen or drain-grate to cover the drain's opening and minimize problems with
hair and soap scum.
Items like frying oil, chemicals, tampons, sanitary pads, and coffee grounds
should not be let down the drain. These can clog your sink, shower, tub or toilet.

CLOGGED DRAIN

5. COMMON PROBLEMS & SOLUTIONS
These are some small problems that you might have to deal with in your apartment, and practical tips to
help you cope.

If there is no electricity in your house, check if the check your electrical panel to
make sure all fuses are up. 
If electricity outage persists, empty the freezer. When you take food out of the
freezer, you cannot freeze it again. It should be eaten, cooked or thrown away.

POWER FAILURE

If you cannot enter your house because the door is locked and you have
forgotten or lost your key, contact the landlord first to see if he has a spare key.
If the landlord cannot help, call a locksmith. Note that it can cost a lot of money
to have a locksmith come to your place to open your door. 
Never attempt to force the door open yourself.

LOST KEY

MOLD AND HUMIDITY Mold can easily form when there is a lot of humidity indoors and for a long time.
To prevent it, open your windows frequently to help increase the ventilation in
your home.
Open the windows in the kitchen after you cook or in the bathroom after you take
a shower.
If you find mold in your apartment, first contact the landlord. You can send him a
registered letter as proof that you have reported the problem.

In case of water leak, you must close the main water tap as soon as possible. This
is usually located in the basement, close to the meters. Contact the landlord for
further instructions.
When a pipe is frozen, close the main water tap. Then heat the room to thaw the
pipes. Never attempt to heat the pipes with fire.

WATER LEAK & FROZEN PIPES

Carbon monoxide (CO) is a toxic gas. It is invisible and has no smell. It can come
from the heater, the fireplace, the boiler or other house appliances. If these do
not work properly or the rooms do not get enough air, levels of CO can raise
quickly. To avoid dangers, keep your appliances in proper conditions. Your boiler
should be checked every two years by a professional company. 
You may notice CO because you have a headache, you're feeling nausea and
dizziness. Open the windows and doors immediately, turn off the heater, leave
the house and call the emergency number 100.

CARBON MONOXIDE
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TYPE APPEARANCE DAMAGE CAUSE SOLUTION

Cockroaches

germs,
disease,

infestation
dirt, heat,
humidity

good and
frequent
cleaning 

Mice and rats
germs,

disease,
damage

dirt, food
residues,

waste

poison, mouse
traps, keeping
trash can shut

Fleas germs, skin
itch pets, dust

flea shampoo,
disinfestation 

Bed bugs bites, skin
rash, germs

travelling,
second-hand

stores, visitors

removal
services

General emergency
number 112

Police

Firefighters

Ambulance

Suicide line

Anti-poison
center

101

100

100

1813

070 245 245

6. PESTS

Below is a list of common pests and ways to control them. Certain types are difficult to eliminate and
reproduce very quickly, so the sooner you act, the further damage you avoid. Rentokil (0800 20 160) is an
exterminator service. However, contact your landlord first, as the service can be very expensive.  

7. EMERGENCY NUMBERS
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ZNA St. Elisabeth
Address: Leopoldstraat 26, 2000 Antwerpen
Phone: 03 234 41 11
https://www.zna.be/nl/zna-sint-elisabeth

AZ Monica Antwerpen
Address: Harmoniestraat 68, 2018 Antwerpen
Phone: 03 240 20 20
http://www.azmonica.be/

SPM - AZ MONICA
Address: Stevenslei 20, 2100 Antwerpen
Phone: 03 320 50 00
http://www.azmonica.be/

ZNA Stuivenberg
Address: Lange Beeldekensstraat 267, 2060 Antwerpen
Phone: 03 217 71 11
https://www.zna.be/nl/zna-stuivenberg

University Hospital Antwerp (UZA)
Address: Wilrijkstraat 10, 2650 Edegem
Phone: 03 821 30 00
http://www.uza.be/

Saint Vincent Hospital (Sint-Vincentiusziekenhuis)
Address: Sint-Vincentiusstraat 20, 2018 Antwerpen
Phone: 03 285 20 00
http://www.gzaziekenhuizen.be/

ZNA Hoge Beuken
Address: Cdt. Weynsstraat 165, 2660 Antwerpen
Phone: 03 830 90 90
https://www.zna.be/nl/zna-hoge-beuken

AZ Monica Deurne
Hospital in Antwerp
Address: Florent Pauwelslei 1, 2100 Antwerpen
Phone: 03 320 50 00
http://www.azmonica.be/

N U M B E R N M B E RS E R V I C E S E R V I C E

8. HEALTHCARE

HOSPITALS
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My main doctor (general practitioner) My dentist

My gynaecologist My dermatologist

My .................................. My ..................................

name

address

telephone

name

address

telephone

name

address

telephone

name

address

telephone

name

address

telephone

name

address

telephone

name

address

telephone

There is always a pharmacy open at
night, on weekends and holidays. Tp
find on-duty pharmacies, consult the
calendar on https://www.apotheek.be/ 

MY DOCTORS

MY PHARMACY
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PAYOKE

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

NEAREST POST
OFFICE

OCMW OFFICE

NEAREST HOSPITAL

FOREIGN OFFICE

NEAREST POLICE
STATION

Leguit 4, 2000 Antwerpen, tel 03 201 16 90
www.payoke.be

Maurice Dequeeckerplein 1, 2100 Deurne

.................................................................................................

.................................................................................................

.................................................................................................

.................................................................................................

.................................................................................................

.................................................................................................

.................................................................................................

.................................................................................................

.................................................................................................

.................................................................................................

€ €€ €€€ €€€€

10. SUPERMARKETS

You will most probably find several supermarkets in your area. Below are the main chains, ordered by
price range: the more €, the more expensive the store is. You may want to buy supermarket brands, as
they tend to be cheaper. 

9. IMPORTANT PLACES

Use this space to keep a list of addresses of important places you want to keep at hand.
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11. BANK
You will need to open a bank account with a Belgian bank, where OCMW can deposit your monthly
allowance. In this section you will find a list of the main banks in town, what a bank card looks like and
how to pay an invoice and make a money transfer through the bank.

name

card number

account number

expiration date

The Hello Bank card

expiration date
name

account number
card number

The Belfius card

at the bank. My nearest bank is .................................................................................................................

online, through home banking

through the banking app, on your smartphone or tablet

Payments can be done in 3 ways:

If you lose your card or it is stolen you have to block it immediately. To block the card
you need to call Card Stop at this number 070 344 344

BANK CARDS

CARD STOP

PAYMENTS
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HOW TO USEWHERE TO BUYPRICE

single ticket 3 € newsstand, De Lijn store or
vending machine

VALIDITY

60 minutes

SMS-ticket 2 € + 15c operator cost send an SMS to 4884
before you take the bus 60 minutes

10 ticket bundle

subscription

app-ticket

15 € newsstand, De Lijn store or
vending machine

request it at OCMW 1 year, in the Flanders only

1,8€ - 15€ - 7,5€

scan it when entering
the vehicle

scan it when entering
the vehicle

scan it when entering
the vehicle

60 minutes

download De Lijin app and
register

60 minutes - 10 pass - 1
day

Client's account number (IBAN) = your account number. It starts with BE.
Name and address of the the client = your name and address
Beneficiary's account (IBAN) = account number of the person or entity that will receive the payment.
Beneficiary's BIC = reference number of the bank or the entity that shall receive the money.
Beneficiary's name and address = name and address of the person or entity that shall receive the
money.
Reason for the payment.
Amount to be paid.

1.
2.
3.
4.
5.

6.
7.

1
2

3
4
5

6

7

12. PUBLIC TRANSPORT

bus tram
bus/tram
company

ticket
scanner

Do not board a bus without a ticket. You may get a fine.

metro

PAYING INVOICES

BUS, TRAM, METRO
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You can apply for an allowance towards a train pass with your insurance company.

Belgian rail company -NMBS

Standard ticket. Price varies depending on the journey.

Go Pass is a bundle valid for
10 single rides. For people
under 26 years it costs 52€, for
people over 26 it costs 77€. It
has to be filled in manually at
every journey.

Write the day of the week:
Monday
Tuesday
Wednesday
Thursday
Saturday
Sunday

Write the date:
DD/MM/YYYY

FROM = city
where you leave
from

TO = city where
you are travelling
to 

Train stations in Antwerp:

Antwerpen-Centraal
Koningin Astridplein 27,
2018 Antwerpen

Antwerpen-Berchem
Burgemeester Edgar
Ryckaertsplein 1,  
2600 Berchem

Antwerpen-Zuid
Kolonel Silvertopstraat,
2020 Antwerpen

TRAIN
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In Antwerp and Linkeroever you can rent a bike, called Velo. You can take a bike from one of the many
bike stations around the city, reach your destination and park it in a nearby Velo station. It's fast, cheap
and easy!

Registration. To rent a bike with Velo first you need
to register on the website 
www.velo-antwerpen.be/en. 

There are different price options for registration:

 Daily pass: 4€

 weekly pass 10€

Yearly card 48€

1.

2.

3.

13. WHEN YOU MOVE OUT

AT YOUR OLD ADDRESS:

Cancel your electricity, water and gas contracts.
On the day you leave note down the number
from your meter and send them to the supplier
within 7 days.
Transfer your telephone, cable TV or internet
subscriptions to the new address.
Leave the apartment clean and in the same
condition you found it. 

WITH YOUR LANDLORD:

Terminate the lease: you have to inform the
landlord that you are leaving at least 3 months
in advance.
Hand in your keys the day you move out.

AT THE NEW ADDRESS:

Get new contracts for electricity, gas, water,
internet, phone and TV.
Clean the apartment thoroughly before
moving in.
Transfer the fire insurance from the old
apartment to the new apartment.
Do an inventory check-in with the new
landlord.

WHOM TO INFORM:

Payoke, before you sign a new contract!
Communicate your new address to the
municipality and post office.
Employer or VDAB.
OCMW.
Your doctor.
Your bank and insurance.
Friends and family.

When you move out of your apartment, there are a number of things you need to do to avoid problems
later on:

BIKE

from 0 to 30 minutes: free, after registration
from 30 to 60 minutes: +0,5€
from 60 to 90 minutes: +1€
more than 90 minutes: 5€ per hour, maximum 4
hours.

Rental fees are based on the length of time you keep it:
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14. INCOME AND EXPENSES

It is important to keep track of the money you receive or earn and what you spend. By recording this
information you will also be able to see whether you can save more for the future.

OCMW gives me ............ € every month At the end of the month I still have
..........
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