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Leaseholder and Home
Ownership Service Standards

Leaseholder Service Standards

We will:

V Respect and protect your rights as a leaseholder and will
expect you to respect our rights as landlord and managing
agent.

g Provide an efficient housing and leasehold management
service.

e Treat you fairly, equally, with respect, courtesy and
consideration.

Do all we can to deal with nuisance problems caused by
neighbours in your block and will expect you not to cause
nuisance or annoyance to others.

V Offer you a home visit upon request if for any reason you
are unable to visit any of our offices.



When you have bought your flat, we will:

«” Provide all new leaseholders within five working days of
receiving official notification of sale a welcome pack
containing useful and relevant information.

+” Continue to insure the structure of the building against
destruction or damage by fire, lightning, explosion,
earthquake and other reasonable risks. (Please note you
will continue to be responsible for insuring the contents of
your home).

+” Continue to maintain the appearance, structure and out
side of your building, its communal areas and services
such as communal lighting and door entry systems. (You
will now be responsible for all repairs inside your home).

+” Where we are responsible for doing so, continue to
maintain common garden areas and paths that you use in
common with other residents and maintain the boundaries
of these, such as walls and fences.



Your Service Charge, we will:
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Provide you with an estimated service charge in March of
each year with a leaflet to explain how the charges have
been calculated.

Issue you with your ground rent demand by the end of
February.

Provide an actual service charge statement by the end of
September each year.

Provide quarterly statements along with the quarterly
invoices. If no invoice is due a statement will still be
provided.

Assess service charges in a fair and transparent manner.

Consult you fully prior to carrying out any major repairs or
improvements to the block you live in within statutory
timescales

Offer you the option of paying for your major works by
instalments or in certain circumstances by offering a loan.

Offer you a variety of convenient payment options including
direct debit, standing order, BACS, by post or in cash.
(Payments by swipe card, internet and telephone are
currently under investiagtion by the finance team).

Recover the full cost of the services provided to
leaseholders whilst ensuring that no profit is made in
delivering the services. The Leaseholder Service Charges
Policy also includes the management fee as a proportion
of the total direct costs for the provision of the services
provided to all leaseholders.



Leasehold Services, we will:
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Offer an appointment to all potential leaseholders to
discuss the implications of owning a lease at Section 125
Offer Notice stage.

Offer leaseholders help and advice regarding any issues
that may affect them.

Correspond with solicitors and legal advisors within five
working days regarding any flat sales that take place to aid
smooth transfer of ownership.

Provide a newsletter twice a year to all our leaseholders.

Issue a Leaseholder Satisfaction Survey to all our
leaseholders periodically and report the results and
findings in the leaseholder newsletter. The results of the
survey will be used to improve the services we offer to you.

Issue our leaseholders with an updated leaseholder hand
book every two years.

Offer you a private interview room if your enquiry is
confidential or of a sensitive nature when you call into our
offices or you need to make a private telephone call to
another organisation in connection with your lease or
service charge.



What we expect from you. You can help us by:
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Treating your home, surroundings and our staff with
respect.

Reading your lease carefully to make sure you understand
what your obligations and responsibilities are.

Keeping us informed of any changes in your contact
details.

Contacting us as soon as possible if you have problems
paying your service charge — we may be able to help.

Telling us if you decide to sell your lease to someone else,
or if you decide to rent your flat to another person
(subletting).

Reporting any repairs which we are responsible for as
quickly as possible.

Consulting with us before you make any alterations to the
structure of your flat.

Ensuring your gas installation is serviced annually by a
gualified CORGI registered gas engineer, that a gas safety
certificate is issued and a copy forwarded to WPH.

Home Ownership Service Standards

Application to buy your home. We will:
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Acknowledge, in writing, your Preserved Right to Buy/Right
to Acquire application within five days.

Write to you within four weeks to tell you if you have the
right to buy your home.
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If you can buy your home, tell you the price within a further
eight weeks. If your home is a flat, we will tell you
within 12 weeks.

Do all we can to complete your purchase as quickly and
smoothly as possible.

Tell you the name of the member of staff responsible for
dealing with your application. They will provide information
and support you as much as possible throughout the
purchase process.

If you ask, tell you what is happening with your application.

On completion of the sale send you a satisfaction survey,
so you can tell us what we do well or not so well.

If you would like to discuss your application with us in person and
you are unable to come and see us, we will visit you at home.

Communication. We will:
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Aim to respond quickly and clearly and try to avoid
unnecessary delays.

Give reasons for decisions taken

Where possible meet with resident groups to discuss
issues relating to them.

Always welcome your views and comments about
improving our service.

Know how important good communication is. If you have a
guery and cannot find the answer on our website or in any
correspondence, please contact us and we will do our best
to help.
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iy Al S i Adisall 138 g 5 A Baclual) ) gliady 1 6Y) SRl 4 julady) Al oS5 a1 13)
0151 606 A8, Liila Juai 2 b ol Ay of Wigua gl (8 S Aok i g oy i cciliae
.3000

Fe@ S ™ F=AE Ao 9 = QTR G THET AGICT S ) SIEAE ==y
T = SRS OBIcs A S GRIct TEGEE, % == 0T 2 iEiE, Sifes 1t
FEET e BIF, Oz Sast= <5a7 0151 606 3000 59 CFlF 5564 |

WIS SFEAN RS —RE S, MISTHEEEN SRR mE), SUETHEARRR, RFHER]
JiE, SRR S ANBESER, HHETERS 0151 606 3000 i3 -

Ty 3 3T v smwr AEF ¥ 3R U 56 SEIRe & ST # Aee =R a@r
U a5 Rl e wife 3, 93 3ERT A, ser w0 F @ d7 F AR, A Fur W AW

W ® AT 0151 606 3000.
Jesli jezyk angielski nie jest dla Paristwa jezykiem ojczystym i potrzebujg Panstwo pomocy z
przettumaczeniem tego dokumentu, albo tez chcg otrzymaé go w innym formacie, wigksza

czcionka, w wersji audio lub napisany jezykiem Braille'a, prosimy o kontakt pod numerem telefonu
0151 606 3000.

A fEarfen ITE Wy 375 &t 9 3 FT$ oH SA3H T wigTe J9egs Y wee & 83 I 7 3F
forg fam 243 guisg, €3 WHI', w6 7 95 9 &= gde I 3t fa9w I9] 0151 606 3000
'3 26 &3

Haddii Ingiriiska uusan ahayn lugaddaada koowaad iyo aad uu baahan tahay in lagugu
caawiyo turjubaanka dokumentigaan ama aad ku rabto gaab kale, Daabacad Far Waa-
weyn, dhegaysi ama farta indhoolaha Braille fadlan soo wac 0151 606 3000.

SOl Sy S e e a5 S gl gl oS Gl gl = el G e S T s 0080 S
Al e 55 aly e din b ol g 2 50 S g s IS g (S
S Gsiels % 0151 606 3000



	Page 1.eps
	Page 2.eps
	Page 3.eps
	Page 4.eps
	Page 5.eps
	Page 6.eps
	Page 7.eps
	Page 8.eps

