Handbook for shared
owners and leaseholders

“Diverse communities — one vision”



Introduction from the
Leaseholders’ Forum

Welcome to the leaseholders” handbook. We are the Leaseholders’
Forum, a group of leaseholders that regularly meets Gateway’s staff.
We have helped to produce this handbook.

This handbook provides lots of useful information that will help
you get the most out of being a Gateway resident.

Gateway has homes for single people, for families bringing up
their children and for older people enjoying their later years,

all in a peaceful, friendly and secure neighbourhood. As well as
providing you with good-quality housing and responsive housing
maintenance, Gateway is also proud of its community focus.

As leaseholders, we make up about 12.5% of Gateway residents,
and we are an important part of everything they do. (All shared
owners are called leaseholders, whatever percentage of their
home they own.)

We are committed to continuing this work, and we hope you find
this handbook useful. We encourage you to join in the various

opportunities that Gateway provides for us so as leaseholders, we
can influence the service Gateway provides. As residents, we are
in the best position to say where improvements need to be made.

The Leaseholders’ Forum

If you want this document in large print, on audio tape, in Braille or in
another language, please contact us on 020 8709 4300.



Contents

Section 1 — Standards of service 4
Section 2 — Your lease 7
Section 3 — Moving in 8
Section 4 — Repairs and maintenance 9
Section 5 — Getting involved 13
Section 6 — Paying your rent and service charge 15
Section 7 — Buying and selling 20
Section 8 — Being a good neighbour 23
Section 9 — Moving to another shared-ownership home 25
Section 10 — Making a complaint 25
Section 11 — Equality and diversity 26
Section 12 — Confidentiality 27
Section 13 — Other useful information 27
Appendices 29

Useful contacts 31



Section 1

Standards

of service

What is shared ownership
(Homebuy)?

Shared ownership is one of the low-cost
home-ownership programmes run by
housing associations for people who
can't afford to buy a home on the open
market. At Gateway, we call all shared
owners ‘leaseholders’, no matter what
percentage of your home you own.

Most of our properties are
shared-ownership homes where we
build (or refurbish) a property and sell
you part of it (usually between 25% and
75% to begin with). You then pay rent on
the part of the home you do not own.

Most of the information in this
handbook will apply to your home.
However, some leases are slightly
different and there are differences
between houses and flats so you should
ask us if you are not sure. If you are a
100% leaseholder in a block of flats (and
you used to be a shared owner or you
bought your home through the Right to
Buy or Right to Acquire scheme) some
of this handbook will still apply to you.

The handbook is meant to guide you
and does not take the place of
anything in your lease. We hope you
will find the answers to most of your
questions, but you should phone us if
you are still not sure about anything.

4 Standards of service

As your landlord, we will:

» keep rents affordable while providing
the best management service, in line
with Government guidelines;

» provide a service that is available to
everyone;

» continue to improve your home and
the surrounding area;

» give you information about the
services you receive, including cleaning
and gardening;

» support community development
initiatives;

» encourage you to take an active role
in the work we do;

» give you information about how we set
your rent and service charges and how
well we are providing services to you; and

» send you a copy of our residents’
annual report.

Information about us

We will continue to:

» send out at least four newsletters each
year, which will contain information
about our work and performance;

» give you information and training
on how you can get involved
in our work;

» encourage you to set up residents’
associations and give you ongoing support;



» give you plenty of notice if we

need to carry out major repairs and
improvements which affect your home,
and consult and involve you during
every stage of the work;

» regularly ask you for your views
about the quality and standard of our
services, and provide feedback; and

» produce a series of information leaflets.

Gateway also recognises and funds
the Leaseholders' Forum as the main
leaseholders' group to consult, and

is committing to considering the
forum's views on matters that affect
all leaseholders. For more information,
please see appendix 2.

When you contact us, you can
expect the following service.

If you phone us, we will:
» answer the phone within 10 rings;
» tell you who you are speaking to;

» be polite (and we also expect you
to be polite to us);

» be available on 020 8709 4300
between 9am to 5pm, Monday to Friday;

» deal with your enquiry there and
then, if we can;

» arrange for a translation if you
need one;

» put you through to someone who
can help, if the first person you speak
to is not able to deal with your enquiry
(if there is no-one available to help
you, we will arrange for someone to
call you back within one working
day); and

» check all voicemails each day and
phone you back within one working
day if you have left a message.

If you write to us or send us an email,
we will:

» let you know, within two working
days, that we have received it;

» send you a full response within

10 working days (if we need to look
into the matter further, we will send
you a letter within eight working days
explaining why and when you will
receive a full response);

» write in plain English;

» arrange for a translation if you need
one; and

» have the name and contact number
of the person who is dealing with your
enquiry printed clearly on the reply.

When you visit the office, we will:
» provide suitable access for everyone;

» be open between 9am and 5pm,
Monday to Friday (except public holidays);

» make sure our reception area is clean
and tidy;

» be polite and helpful and treat you
with respect (and we also expect you
to be polite to us);

» make sure all our staff wear
identification badges;

» have a private room available for you
to talk to us in;

» greet you when you arrive, or within
five minutes if our customer service
team is busy; and

» arrange for a member of staff to see
you within 10 minutes if you do not
have an appointment. If they cant
answer your query, we will make an
appointment for you to come back.



When we visit you in your home, we will:

» visit you at home within 10 working
days if you have asked us to.

» always wear identification;

» call at a reasonable time of day (9am
to 5pm, Monday to Friday), unless we have
arranged a specific appointment with you;

» give you warning beforehand if we are
not able to keep an appointment with
you, and rearrange a convenient time as
soon as possible;

» give you the opportunity to see a
member of staff who is the same sex as
you, if you ask;

» always confirm, in writing, any
agreements or arrangements we have
made with you;

Who to contact

» be polite and respectful at all times;
and

» be sensitive to the different lifestyles
of all our residents.

It is important that you let us know
if your contact details change.

Here to help

We are here to make sure any problems
are sorted out. The information in this
handbook tells you how to get the best
out of our service. If there’s anything
you don't understand, or if you need any
help or advice, call us on 020 8709 4300.

If you need to Ring this And ask for:
contact us about: number:

buying more shares in
your home (staircasing),
remortgaging or selling

repairs and maintenance

020 8709 4352

0800 052 9922

the marketing manager

customer services team

or 020 8709 4300

problems with a new
property (defects)

rent issues

complaints

extending your lease
cleaning and caretaking issues

antisocial behaviour

6 Standards of service

020 8709 4300

020 8709 4300
020 8709 4414
020 8709 4352
020 8709 4300
020 8709 4300

asset management team

the leasehold housing officer
24-hour answerphone

the marketing manager

the estate services manager

the leasehold housing officer



We call all shared owners ‘leaseholders’,
no matter what percentage of your
home you own.

Your lease is a legal document that
shows the agreement between you and
us, and most shared-ownership leases are
for 99 or 125 years from when they start.

You should keep a copy of your lease
in a safe place in case you need it. If
your solicitors did not give you a copy,
you should ask them for one. We do
not have a copy of every lease but we
should be able to give you a copy of a
standard lease for your scheme.

The lease shows your property and its
boundaries. It lists our responsibilities
as the freeholder of your property and
your responsibilities as a leaseholder.

It also tells you how we set your rent,
how you can buy more of a share in your
home, and how you can sell your home.

Your lease is a legal document and if
you break its conditions we can take
you to court.

Section 2

Your lease

Some of your responsibilities, as
shown in your lease, include the
following. You must:

» pay your rent, service charge and
other charges;

» keep your home in a good condition
(inside your home if you live in a flat
and both inside and outside your home
if you live in a house);

» carry out work that you are legally
responsible for; and

» let us into your property in some
circumstances.

You must not:

» make any major structural changes
(such as removing walls) without our
permission;

» cause any problems for your
neighbours (please see Section 8); or

» sublet the property while you are
a shared owner.

Some of our responsibilities include:

» to allow you the quiet enjoyment
of your home;

» keeping the building insured to the
right value;

» cleaning, lighting and looking after
shared parts of the building and the
structure; and

» telling you how we spend your
service charge.

Your lease

7



Section 3

Moving in

When you first move into your home,
it is a good idea to introduce yourself
to your neighbours.

Furnishing your home

Furniture agencies

There are organisations that offer
furniture at a reduced price to people
on low incomes. Contact us on

020 8709 4300 if you want to find
out more.

Carpets and flooring

If you have people living in flats below
you, it is important to have carpets in
your home. Bare or wooden floors can

cause noise and disturb your neighbours.

You must get our permission before you
lay laminate flooring if you live above
someone else.

Rubbish

If you have a lot of rubbish after you
move in (or at any time), you will need
to arrange a bulk rubbish collection or
take it to a local tip (please see ‘Useful
contacts’ on page 31).

Getting connected

Gas, electricity and phone

Your gas and electricity supplies should
be connected when you move in.

88 Moving in

You should let the gas and electricity
companies know that you have moved
in. Give them the meter readings from
the day you move in.

If your home has key meters for gas or
electricity, make sure you know where
they are. They can be hard to find in
the dark!

If your new home has a phone, you
should arrange to transfer it to your name.

Water

Tell Thames Water that you've moved
in so they can start charging you water
rates. If you don't, you could face a
very big bill a few months later.

Some schemes may have a landlord’s
water meter, which means we will pay
the water rates then charge you for the
water you use. We will let you know if
this applies to you.

Council tax

It's your responsibility to tell the council
that you have moved in. It's better to
sort this out quickly as you could face
a large bill later if you do nothing.



Your responsibilities

As a shared owner you have a full
repairing and insuring lease. This means
that although you do not own the
whole of your property, you are still
responsible for all of the maintenance
and insurance costs.

If your home is a house, you are
responsible for all repairs and
decoration, both inside and outside.
We will insure the building (but not
your contents and personal belongings)
and will charge you the cost of the
insurance once a year. Please see page

19 for more information on insurance.

If your home is a flat, you are
responsible for all the repairs and
decoration inside your flat. This
includes any service ducts and water
pumps that only serve your flat.

Servicing — you should arrange for
your heating and hot-water system to
be serviced each year by a qualified
engineer. This is for your safety, but will
also save you money and help prevent
your heating and hot-water systems
from breaking down.

Our responsibilities

We will keep the building where your
flat is in good condition, insure the
building and keep the shared areas

Section 4

Repairs and

maintenance

(such as staircases, corridors, car parks
and shared gardens) decorated, clean
and well lit.

You will pay some of these costs
through the service charge. We will tell
you how we spend your service charge
and will consult you before we start
any major work.

We will redecorate and repair the
outside of the building and shared
areas on a regular basis (usually every
five years). We will set up a fund
(known as a ‘sinking fund’) which you
pay into regularly to cover the future
costs of any major work to the building
(see page 18 for more information on
the sinking fund).

Advice — if you want us to explain
what you have to do and what we have
to do, please speak to us.

Making improvements to your home

You may want to make improvements
to your home. Many jobs, such as
putting up shelves or fitting new kitchen
cabinets, do not need our permission.
You must get our written permission
before you start major structural work
such as removing a wall or changing the
windows, as this could affect fire safety,
or you may need planning permission
from your local council.

Repairs and maintenance §8
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If the work is not major but could still
affect your neighbours, such as replacing
carpets with laminate flooring, you will
need our permission first.

If you do major work that could affect
the value of the property, you should
keep a record of the work you've done
so that we can take account of it if
we value the property (if you sell the
property or if you're buying a bigger
share of your home). The value of the
property does not always rise or fall in
line with the cost of the improvement.

Saving energy

Most of our properties (especially the
newer ones) are designed to save energy
and money, with efficient heating
systems and good insulation to reduce
the amount of heat lost.

You can save more energy in the way
you use household appliances and by
reducing draughts in your home (but

you should remember that fresh air in
your home is also important).

For more information go to
www.energysavingtrust.org.uk or
call Freephone 0800 512 012.

Preventing condensation

Condensation can cause black mould
that can affect walls and fabrics. It is
caused by moisture in the air collecting
as water droplets on cold surfaces. It is
different from rising or penetrating
damp which will show as wet surfaces,
brown marks or salt crystals.

To stop condensation you need to
reduce the amount of moisture in the
air (for example, steam from kitchens
and bathrooms) and provide more fresh
air by opening a window or vent.

What to do if you smell gas

If you smell gas, please report it to
the National Grid on 0800 111 999
straightaway.

» Don't turn electric switches on or off.
» Don't smoke.

» Don't use naked flames (for example,
matches or candles).

» Turn off your gas supply at the meter.

» Open doors and windows to get rid
of the gas.

Please read our ‘gas-safety checks’
leaflet for more information.

Repairs to shared areas

If you notice that a repair is needed in
a shared area, you should contact our
customer services team on 020 8709 4300
or 0800 052 9922. If you need to follow
up this repair, please phone the above
numbers and not the leasehold team.

Aids and adaptations

If you need aids and adaptations to
help you live in your home, please
contact your local council (see page 31
for useful contacts). Examples of aids
and adaptations include hand rails or a
shower that is the same level as the floor
to make it easier to get in and out of.



Satellite dishes

You are not allowed to put up a satellite
dish without our written permission.
Most new developments have shared
satellite dishes or digital aerials.

Security gates

You must get our permission before
you put security gates on your doors or
windows, and be responsible for keeping
to the Fire Service’s regulations. You must
also get planning permission, if you need
to. You should ask for our policy on
security gates for more information.

Security

If your home is a flat with a shared
entrance, please keep to the following
guidelines.

» Make sure the main door closes and
locks behind you when you go in or out.

» Never prop the main door open.
» Never let anyone in as you go in or out.

» Never let a stranger in if they buzz
your entryphone, whoever they say
they are.

» Ask strangers why they are in the
building or call the police.

» Get to know your neighbours.

» Tell us about any security issues by
calling 020 8709 4300.

You should make sure your flat door
has at least two locks (one-third and
two-thirds of the way down the door)

and that all the windows can be locked.

You can get more advice on security
from the crime prevention officer at
your local police station or at
www.met.police.uk/crimeprevention.

This website also has useful
information about your local safer
neighbourhood team.

Defects

If your shared-ownership home is new,
there will always be a ‘defects liability
period” when the builder is responsible
for any fault that is caused by poor
workmanship or materials. This is
known as a defect’.

For the first six or 12 months
(depending on your scheme) after your
home is built, the builders have to fix
any genuine defects that appear or
were not fixed when you moved in.
Mechanical, plumbing, electrical,
defects to the outside of the building
(for example, the windows and doors)
and landscaping items (for example,
in the car park or garden) are all
covered for the first 12 months.

It is very important that you let us
know about possible defects as soon as
they appear, as any delay can reduce
the builder’s responsibility for fixing it.
If you need to report a defect, please
contact our asset management team
on 020 8709 4300.

NHBC (National House Builders’
Certificate)

If you have NHBC cover, the first two
years are known as the initial guarantee
period. During this time you can get
help from the NHBC to fix anything that
does not reach NHBC standards. We
will give you an NHBC handbook when
you move in (if this applies to you).
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For the following eight or 10 years (or
four for refurbished properties) the
NHBC warranty covers you against
‘major structural damage’ caused by the
builder failing to meet standards. This is
quite strict and a problem has to be
very serious to qualify to be fixed under
the NHBC warranty. It does not usually
cover plumbing or electrical faults.

If you notice a fault outside the
warranty or guarantee period, there

is not much you can do if the builder
will not accept responsibility. You may
want to get legal advice about trying
to claim for a fault that you have
recently noticed that you think has
been there for a long time.

As leaseholder, you are still responsible
for keeping your property in a good
condition. Warranties or insurance
policies will not cover day-to-day
maintenance or wear and tear.

Emergency repairs

We are responsible for emergency
repairs to the shared areas of your
building. An emergency is something
that puts health, safety, security or
the building at risk.

We consider all of the following
examples to be emergencies
(shared areas only).

» The property is unsafe after
vandalism, a racial attack, or domestic
violence.

» The door-entry system is faulty
and residents or visitors cannot get in
or out of the building (we will do a
temporary repair so that people can
get in and out).

» Blocked drains are forcing waste water
back up into the washbasin, bath, sink
or toilet.

» There is no heating or hot water
between 30 September and 31 March.

» There is no electricity in shared areas.

» The power supply, lighting sockets or
electrical fittings are unsafe.

» If there is no lighting on shared
staircases.

» If the building is damaged by a storm,
an accident or flooding.

» If the lift is faulty (if it is the only lift,
or the only lift that goes to every floor).

» If there is broken glass that might
cause injury or a security risk.

» If there is obscene or racist graffiti in
shared areas.

If the problem is not an emergency, please
wait until our office is open and call us
on 0800 052 9922 or 020 8709 4300.

If an emergency repair that would
normally be our responsibility is
needed outside office hours, please
phone our emergency repairs number
on 0800 085 6064.

If the cost of the damage is likely to be
covered by the insurers (for example, if it
was caused by a fire or flood) you should
contact our customer services team who
will send you the relevant information.



We encourage you to get involved in our
activities and decision-making processes.

We want to give you as many
opportunities as possible to have your
say in how we run the service. There
are many ways for you to get involved.

Consulting you

Asking you for your opinion about
major work and regular maintenance
work (formal consultation)

In line with the Landlord and Tenant Act,
we must ask you for your opinion if the
cost to each leaseholder will be more
than £250 (correct at time of printing).

We ask you for your opinion in three stages.

1 The first stage sets out the proposed
work, the cost and a possible contractor.
You can then give us your comments
and suggest other contractors.

2 The second stage looks at any
comments we received in stage one
and gives you estimates of costs from
at least two contractors. You can then
give any further comments you may
have before we enter into any contract
for the work.

3 The third stage only comes into
effect if we plan to accept a contract
that is not the lowest. When we accept
a contract, we will tell you who the
contractor is, when they will start work,
and any other arrangements.

Section 5

Gettin
involve

Getting your opinion about long-term
service agreements (formal consultation)

We will carry out a similar process if we
want to enter into a long-term service
agreement (one lasting more than one
year), where the cost to each household
would be more than £100 each year.

Getting your opinion about minor
work (informal consultation)

We will often ask you about
less-expensive work, such as colour
schemes, collecting rubbish and so on.

If we plan to change or improve the
way we run the service, we will tell you
what we want to do and ask you what
you think, before we make a decision.

We will consult you in the most
appropriate way for where you live.
This could include:

» talking to your residents’ group;

» calling a meeting of all the residents
in your scheme;

» sending a letter to everyone concerned; or
» 3 combination of these.

Getting your views

We regularly carry out residents’
satisfaction surveys to find out what
you think about us and the services we
provide. We use feedback from these
surveys to improve how we work.

Getting involved at Gateway H$
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Starting or joining a residents’ group

Residents’ groups represent your
interests and can help bring communities
together. Sometimes you may choose to
campaign around a common issue, at
other times you may want to organise
fun days and social events.

We provide support so residents’ groups
can run effectively and get things done.
We also offer a small grant if your group
meets our policy of being open, fair and
democratic (that is, where anyone can
join and where everyone is entitled to
have their say).

Leaseholders’ Forum

This is a new group set up to represent
your needs and views. It meets regularly
to talk about issues that matter to
leaseholders and shared owners, and
give their thoughts and opinions on our
strategy and action plans.

The Residents’ Forum

The Residents’ Forum is a group of
residents who meets regularly with our
staff to discuss issues that matter to
them. It also awards money from the
community chest (a fund where you
can apply for money for community
events or projects) and approves the
environmental improvements grant
programme for the year.

We will provide support - including
training, advice and resources - if you
want to become a member of the
Residents’ Forum.

Residents’ Panel

The Residents’ Panel is a new group we
have set up to give you an opportunity
to influence the decisions we make
about the main aims of our business.
We will provide training and support if
you want to join the panel. You will
need to take part in a formal interview
before you can join. The panel meets
every two months.

100 Club

If you join the 100 Club we will send
you a questionnaire every three months,
asking about a specific area of our
service. The questionnaire only takes
about 10 minutes to fill in and helps us
to improve the services we provide.
We also enter each questionnaire we
receive into a prize draw.

Focus groups

We hold focus groups whenever we
want to look at specific areas of our
service. People who attend give their
opinion of how we are performing and
how we can improve the service.

For information on any of the above,
please contact the resident involvement
team on 020 8709 4300 or email
involvement@gatewayhousing.org.uk.



Section 6

Paying your rent
and service charge

Your lease says you must pay your rent
and service charge on the first day of
each month. We will let you know
before you first move in how much rent
you should pay.

If you live in a house, you will pay rent
and no service charge, although there
may be an estate management charge.
If you live in a house or flat and have
bought all of it, you will pay a service
charge or an estate management charge.

You can pay by standing order or direct
debit into our bank account. You
should tell your bank to make these
payments, and we can give you a form
with our details (standing order only).

We can give you a rent payment card if
you ask for one. We offer a wide range
of ways to pay.

» At the post office.

» At any shop with a PayPoint, Payzone
or e-pay sign.

» Online at www.allpayments.net —
simply log on, enter your rent payment
card number and follow the instructions.

» By text. Visit
https://www.allpayments.net/textpay
to set up your text payment account,
including your 'text code), bank details
and password. When you have set up
your account you can text pay’ along
with the code you set up, the amount
you want to pay and your password
(this will be the last four digits of your
bank card) to 81025.

» By phoning our automated service
on 0870 770 0472 and using your rent
payment card to pay by debit card.

» Our staff are now trained to take
payments over the phone. Simply call
020 8709 4300 with your rent card
number. You can pay up to £4000 by
credit or debit card. If the bank
authorises your payment, we will give
you a confirmation number.

Service charges

You may have to pay an amount on top
of your rent for services we provide.
This is called a service charge. The
charges are usually for services we
provide for everyone in your scheme
or block and is mainly for shared areas
and the main structure of the building,
including the walls, roof and windows.

If you live in a house, you don't usually
have to pay a service charge because
you are responsible for the whole
building, although there may be a
charge for estate management.

Changes to your service charge

If we are likely to change a service
or how much it costs, we will try to
involve you and your neighbours to
find out if you think you are getting
good value for money.

Paying your rent and service charge HS
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For services where prices are affected
by inflation (such as heating and
lighting), we will use the latest available
retail price index (RPI). We use the RPI
figure set out in your lease.

If we charge you too much or little for
any year, we will pay or charge you the
difference in the following year's
service charge budget.

When we change the amount you have
to pay for your services, we will give
you one month’s notice, in writing.

List of services

This list shows the services we may
charge you for. (We don't provide all of
these services at every scheme.)

» Day-to-day repairs, including

maintaining TV aerials and entryphones.

» Cleaning inside shared areas.

» Cleaning outside shared areas.

» Lighting inside and outside shared areas.
» Gardening or landscaping.

» Cleaning the windows.

» Paladin (shared bin) hire.

» Water rates for outside taps.

» Maintaining the fire-safety system.

» Buildings insurance.

» Wider estate charges, such as
maintaining car parks and CCTV systems.

» Automated system.

» Other charges, such as admin and
audit fees.

Cleaning, gardening and cleaning the
windows are usually done by
contractors. We visit regularly to check
their work but please let us know if you
think they are not doing a good job.

Our responsibilities

We have a duty, by law, to consult you
and give you information about what
your service charge includes and how
much it costs.

We must give you:

» a yearly summary of your service
charge compared with the income for
your scheme, every year;

» any documents about the summary
of your service charge costs, if you ask
for them; and

» a service charge statement, if you ask
for one.

How can | check my rent and
service charge account?

We will send you an account statement
every three months if you are a shared
owner. It tells you how much you have
paid and how much you owe us.

If you want to know how your account
stands at other times, call us on

020 8709 4300 ask for the ‘current
balance’ of your account.

What happens if | don’t pay?

If you fall behind with your rent or
service charge, you can make an
agreement with us to pay off what you
owe in extra amounts each month.
But we will take legal action against
you if you refuse to clear your debt -
you may even lose your home.



Talk to us

You are responsible for paying your
rent, service charge and mortgage each
month. However, we understand that
shared owners can sometimes have
financial difficulties.

Contact us if you get behind with your
payments. We can help you to arrange to
pay off any debt. If you are struggling to
find the money to pay, talk to us straight
away — by keeping the problem to
yourself, the debt is likely to get worse.

Expert help

Ask your leasehold housing officer
for help.

We usually agree to let you pay your
debt off at a reasonable rate as we
would rather avoid having to take legal
action. We can give you advice about
any benefits you may be able to claim.

We can also refer you for independent
debt counselling, which is free and
totally confidential. They will be able to
give you expert advice on benefits, help
you with debt problems and help you to
manage your money. Ask your leasehold
housing officer for more information.

Our arrears (debt) policy

Our arrears policy states the following.

» If you owe us up to one month’s
rent or service charge, you should pay
within one month.

» If you owe us up to two months’ rent
or service charge, you should pay your
rent or service charge straightaway, or
agree to pay it in set instalments. We
will confirm any agreement in writing.

» If you owe us over two months’ rent
or service charge, we will consider
contacting your mortgage lender. We
will also arrange to meet you to talk
about the situation.

» We may contact your mortgage
lender if you do not make and keep
an agreement to pay off the debt and
make future payments.

Contacting your lender is a major step.
Your lender may agree to cover your debt
to protect their own interests. However,
this can mean you have higher mortgage
payments and you may lose any tax relief.
It may also affect your future credit rating.

As a last resort, we may try to get
forfeiture’ of your lease. This means
the courts can decide that you should
lose your home.

Difficulties with mortgage payments

You should contact your mortgage
lender straightaway if you fall behind
with your mortgage payments. They
will probably accept a payment plan
if you let them know early enough,
but if you ignore their letters and fail
to make payments they will probably
take action to repossess your home.

We do not normally get involved with your
mortgage arrangements but, because we
own part of your home, we want to make
sure our share is protected. Your lender
will not normally tell us if you owe any
mortgage payments unless we are dealing
with them because you have serious
debts with your mortgage and your rent.

You could lose your home if you do
not pay your mortgage repayments.

17
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Changes to your rent

The lease allows us to change your
rent charges.

Older schemes

At Victoria Court, Antill Road,
Tredegar Road and Blyth Close, rent is
controlled by older laws and is set by
an independent rent officer. We apply
to the Rent Officer Service to re-register
your rent every two years. They will
send you a copy of our application and
will let you and us know about the new
registered rent, but the new rent will
not apply until we give you a month’s
notice of the increase. You have the
right to appeal to the Rent Officer
Service against the rent they have set.

All other schemes

For our other schemes, the rent
increase is set by a formula in your
lease linked to the rate of inflation
(retail price index) from the previous
September or November (set out in
your lease). We apply the increase
every year on 1 April and we will give
you one month’s notice about this.

Sometimes, the Homes and

Communities Agency may want us to
limit rent increases. We may limit the
increase in some cases, but the lease
takes priority over any such guidelines.

The sinking fund

Part of your service charge goes
towards a ‘sinking fund’. This is an
amount of money we put to one side
each year to cover major work and for
decorating your building at regular

intervals (this varies from scheme to
scheme but is usually every five years).
This is so that, in a year when we have
to do a large job such as painting the
outside of your building or replacing
the roof, we will not have to give you a
large bill because we will have already
have collected the money. We hold the
sinking fund in a separate bank account
that earns interest and it can only be
used for your scheme.

Management fee

We charge you a management fee to
cover the costs of organising services,
checking the work and paying invoices.
We keep a record of the time we spend
on each scheme and then work out
how much we need to charge you.

Setting the service charge

We must let you know how we spend
your money. We set a budget for each
year and, if you and your neighbours
are interested, we can arrange a meeting
about this. If your scheme has a residents’
association, they will usually organise
this meeting. The service charge
accounts are audited independently

at the end of each year. When we set
the next year’s budget we include an
adjustment for underspending or
overspending in previous years.

You have the right to come to the
office and check your schemess service
charge accounts. You also have the
right to have your service charge
looked at by a leasehold valuation
tribunal. They will decide (for a small
charge) whether our charges to you
are reasonable. You can get more
information about this from:



The Leasehold Advisory Service
31 Worship Street

London

EC2A 2DX.

Phone: 020 7374 5380
Fax: 020 7374 5373

Website: www.lease-advice.org
Email: info@lease-advice.org.

Insuring your home

Buildings insurance

As your landlord, we are responsible
for insuring your building, whether it is a
house or a flat, so you do not usually
need to buy buildings insurance. This
does not apply to freeholders of houses
or if you have bought the freehold of

your block of flats with your neighbours.

If you live in a house, we charge you
once a year for your share, and we
expect you to pay this straightaway.

If you live in a flat, we charge you every
month through the service charge.

We will give you a copy of the
insurance schedule every year, which
gives you the address, the amount that
is insured and the amount you have to
pay. We will also give you the contact
details of the insurer.

Making a claim

If you want to make a claim on the
buildings insurance, you can contact
the insurer direct, which means our
staff do not have to be involved. You
will need to put your claim in writing,
and the insurers will deal with claims
more quickly if you provide two
estimates for the cost of the work.

If the insurer sends someone to check
any damage, you must let them into
your home.

If your claim is successful, you should
arrange for the work to be done, pay
the contractor and send the invoices
to the insurer.

The excess (the amount you have to pay
towards the cost of the work) is £100.

A mortgage lender will often offer to
arrange buildings insurance, or even try
to insist that you arrange it through
them, so you need to make sure you
are not paying twice. Under the lease,
you must pay for our insurance. It is
normal for us, as the freeholder, to
hold the insurance cover.

Contents insurance

You need to arrange insurance to cover
the contents of your home, including
any special items, as we do not do
this for you.
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Section 7

Buying
and selling

Selling your property

We want to work with you to make your
property available for a new shared
owner if you decide to move. The
procedure for selling your home is set
out in your lease and you should talk to
your solicitor about this. We will help
you sell your home in the following way.

1 You ask us to arrange a valuation for
your home (you must pay for this in
advance).

2 We send you a copy of the
valuation and ask you to confirm that
you want to go ahead with the sale.

3 You arrange a Home Information
Pack (HIP).

4 We advertise your property.

5 We put you in touch with people who
are interested in viewing your home.

6 We arrange a buyer for your home.

7 You and the buyer arrange a sale with
your solicitors and the sale goes ahead.

In normal economic times, the whole
selling process takes around eight
weeks. The valuation of your home

is only valid for three months (except
at Blyth Close where it is six months),
but can usually be extended, sometimes
for an extra charge. You are not allowed
to sell your home for more than the
valuation, but you can sell for less.

200 Buying and selling

We have four to eight weeks
(depending on your lease) to arrange a
buyer for your home. If we can't find
someone to buy your property, you can
find your own buyer through an estate
agent or in any other way.

Most leases have a clause which stops
you from buying all of your home and
then selling it straightaway. This is to try
to keep the property in shared ownership.

100% owners

We cannot nominate a buyer for
anyone who owns all of their home.

All leases since 2005 contain a clause

which gives us the first option to buy

back the property when a leaseholder
wants to sell within 21 years of having
bought all of their home.

Home Information Packs (HIPs)

The Government has introduced Home
Information Packs (HIPs), and all homes
up for sale (including shared-ownership
properties) must have an HIP.

The HIP provides important information
about the property, including local
authority searches, water and drainage
searches, proof of who owns the
property, a sale statement, leasehold
information, an energy performance
certificate, boundary ownership and
any planning permission.



An HIP costs between £250 and £500
and you can arrange one through a
solicitor or a specialist HIP provider. You
are responsible for paying for your HIP.

Please remember that we cannot begin
the process of selling your home until
you have got your HIP.

Buying another share in your home
(staircasing)

You can buy another share in your
home at any time, though not usually
for the first three months after you
move (or the first year if you move into
a newly built home).

Your lease contains details of how you
can buy an extra share in your home
(known as staircasing), and you should
talk to your solicitor about this. You
can buy an extra share in your home in
the following way.

1 We agree on a qualified
independent valuer for your home.

2 We arrange a valuation (you must
pay for this in advance).

3 We send you a copy of the valuation
and ask you to confirm that you want
to buy an extra share.

4 You apply to a lender for an
increased or new mortgage.

5 We both let our solicitors know
and the sale of the extra share can
be completed.

This takes around three months to
complete. The valuation is valid for three
months (except at Blyth Close where it
is six months) but this can usually be
extended. The valuer will ignore any
improvements you have made that
would increase the value of the property

but, if it is in a poor condition, they will
value it as though it has been looked
after in line with the lease. This is so you
do not benefit from neglecting your
property and we do not benefit if you
have done extra work on your home.

We will not let you buy any more shares
(staircase) if you owe us any rent or other
charges, or if you have broken your lease
in any other way. Some leases only let
you buy extra shares in multiples of 25%,
while others let you buy extra shares in
multiples of 5% (with a minimum of 10%).
You are not allowed to staircase more
than three times.

Before you start

Before you can buy an extra share in
your home, we recommend that you
make sure that you have enough money
to pay for it. You may be able to take
out a new mortgage or increase your
current mortgage. At this stage, you
won't know exactly how much the extra
share will cost you, so it is important
that you speak to your mortgage lender
or financial advisor to find out how
much money you can get.

You will have to pay the following
one-off costs when you buy an
extra share.

» The independent valuation (to find
out the market value of the property).

» The mortgage valuation.

» The mortgage arrangement fee
(if there is one).

» Your solicitor’s fees.
» Stamp duty (if this applies).

We will be able to give you an estimate
of these costs when you start the process
of buying an extra share or shares.
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Increasing your mortgage

If you need to increase your mortgage,
you should talk to your lender before
making a decision. When you have
bought an extra share, we will reduce
your rent to reflect this change. If there

is a service charge, this will not change.
If you live in a flat and buy all of your
home, you will pay no rent but will still
pay a service charge. If you live in a house,
we will transfer the freehold to you and
you will then be responsible for your
own buildings insurance and any estate
management charges (if they apply).

You will not have to pay our legal costs
but if you withdraw an offer to buy an
extra share before completing the process,
we may ask you to cover our costs.

Reducing your share (downward
staircasing)

You cannot sell a share back to us

to reduce your mortgage payments
or become a tenant rather than a
leaseholder. However, if you are having
financial difficulties that could be
helped by one of these options, we
will consider each individual case.

Remortgaging

Sometimes you may need to raise more
money on your home, or you may want to
take out a new mortgage with a different
lender. This is known as remortgaging.

There are many reasons why you may
be considering remortgaging your home.

1 To reduce your monthly payments by
taking advantage of a better interest rate.

2 If you have a fixed-rate deal, you
may want to look at a new mortgage
when it ends.

3 To help you get more money so you
can buy more shares in your property
(staircase).

4 To pay for home improvements.

What we need from you

If you are applying to remortgage
you need to give us the following.

1 A copy of your mortgage offer.

2 Confirmation of the current value
of your home from your new mortgage
lender.

3 Confirmation of how much of your
mortgage you owe from your current
lender.

4 Written confirmation from you of
why you want to remortgage or extend
your mortgage.

5 Full details of any home-improvement
work you have planned and quotes or
invoices for the work.

You must pay your own solicitor's costs
and any mortgage revaluation fee.

Mortgagee protection clause

This is a clause in your lease that gives
your lender the right to recover some
losses from us if they ever have to
repossess your home. For this reason, any
new mortgage taken out on your home
has to be approved by our solicitors.
There is an administrative charge for this.

Extending your lease

If you are a leaseholder or a shared
owner you should think about
extending your lease. The closer you
are to the end of your lease, the more
likely it is that it will affect your (or a
new buyer’s) ability to get a mortgage.



Unless you have bought all of your
property, you do not have a legal right
to extend your lease (for example, the
right to a further 90-year lease).

We will consider all applications for
extending a lease individually.

If you are a shared owner of a house, your
lease has its own rules set out in the lease
for buying extra shares or the freehold.

Moving to another area

The Homes and Communities Agency run
a Home Buy agency service called Housing
Options. This is a register of people who
want to buy a shared-ownership property
in England. You can apply to join this
register and search for shared-ownership
properties by contacting the London
Home Buy agencies below.

You have the right to enjoy your home
quietly and peacefully. We expect all our
residents to consider their neighbours.

You must not make too much noise, be
a nuisance or disturb your neighbours.
You should make sure that anyone that
lives with you or visits your home
behaves in a reasonable way.

For east, north and west London

The Grange
100 High Street
Southgate
London

N14 6PW

Phone: 0845 230 8099
Website: www.housingoptions.co.uk
Email: housingoptions@mht.co.uk

For south-east and south-west London
70 Court Road

Eltham

London

SE9 5NP

Phone: 020 8294 5000
Fax: 020 8294 0507
Email: eateam@lggroup.org.uk

Section 8

Being a good

neighbour

Antisocial behaviour
To see a statement of our policy on
antisocial behaviour, go to appendix 1

on page 29.

Antisocial behaviour can take many
forms, including the following.

Being a good neighbour |28
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» Loud noise

» Verbal abuse, harassment, intimidation
or threatening behaviour

» Hate-related incidents (based on
someone’s race, sexuality, religion and
so on)

» Disputes between neighbours

» Nuisance from pets or other animals

» Alcohol and drug abuse and drug dealing
» Domestic abuse and violence

» Physical violence

» Graffiti and vandalism

» Litter, rubbish and fly-tipping
(dumping rubbish illegally)

» Garden nuisance (for example, letting
your garden become very overgrown)

» Misusing shared areas and public
spaces (for example, loitering)

» Prostitution, sexual acts and kerb-crawling
» Other criminal behaviour

You are responsible for your own
behaviour and the behaviour of
children and other adults who live
with or visit you.

Please read our leaflet on ‘antisocial
behaviour’ for more information. You
can also ask your leasehold housing
officer for a copy of our antisocial
behaviour policy and procedure.

Disputes between neighbours

We try to settle neighbourhood
disputes in an informal way. If this is
not possible, we will arrange mediation
between you and your neighbour. This
is where a counsellor talks to you both
to help you reach an agreement.

Legal action

We may give a formal warning to the
person who has committed the offence.
In serious cases, we will consider taking
legal action against anyone who continues
to cause a nuisance to their neighbours.

Please read our leaflet on antisocial
behaviour for more information.

Domestic violence

If you, or someone you know, are a
victim of domestic violence and are
a Gateway resident, please contact us.
We can help you. We will give you
advice and details of specialist
organisations that can help. We will
keep the details of your case
confidential. You can also call the
24-hour Freephone National Domestic
Violence Helpline on 0808 2000 247.

Remember, domestic violence is
a crime. Always phone 999 in an
emergency.

Please read our leaflet on domestic
violence for more information (available
at www.gatewayhousing.org.uk).



Section 9

Moving to another
shared-ownership home

If you need to move to another Managing your own flat
shared-ownership property because

you need a [arger home, or for any There is a law called leasehold

other reason, you can ask us what enfranchisement or ‘commonhold’. This
is available. allows a group of leaseholders to buy

the freehold of a block of flats together,
if two-thirds of them agree. This does
not apply where one or more of the
flats in a block is in shared ownership.

~

Making a
complaint

We make every effort to keep
standards high. However, there may
be times when our services do not
meet your expectations.

We define a complaint as:

‘any dissatisfaction about something
we have or have not done, or the
standard of service we have provided

Your opinions are very important to us or someone else has provided on

and we want to hear from you if you our behalf’.

feel that we have got something wrong

or failed to deliver a service to a high

enough standard. Please read our ‘How to make a
complaint’ leaflet for more information

By using our complaints process, you (available at www.gatewayhousing.org.uk).

can give us the opportunity to put
things right quickly and effectively.

Moving to another shared-ownership home | Making a complaint |28
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Section Tl

Equality and
diversity

We believe that the services we
provide should be accessible to people
from all sections of the community.
No-one should be at a disadvantage
because of their race, colour, ethnic
background, religious beliefs, age, sex,
sexuality, appearance, physical disability
or marital status.

We work to policies that make sure we
consider equality and diversity (people’s
differences) in how we manage the
services we provide, and in how our
staff provide those services.

To provide equal access to our services,
we can translate information into your
language and we use interpreters when

they needed. We carry out regular
ethnic monitoring (checking whether
our staff represent the community we
work in) and provide diversity training
for all staff.

We do not accept any form of
harassment. We have a clear procedure
for dealing with harassment there is more
information our ‘Harassment’ leaflet
(available at www.gatewayhousing.org.uk).

If think you are a victim of harassment,
please contact us on 020 8709 4300.

gateway

housing association

“Diverse communities — one vision”

260 Equality and diversity



We know that shared owners have

a right to privacy so we keep your
personal information private. We will
not give any information we have
about you to anyone else without
your permission, in line with the 1988
Data Protection Act.

There may be times where we have to give
information to other organisations, for

example the council tax office. We will only
give them information we have to by law.

We keep a file on each shared-ownership
property, which contains details of
our sale to you and any communication
we have had since. We also keep
computer records of your property
and your rent account.

You have the right to see these records,
apart from those that might apply to a
somebody else, and you should contact
us if you want to see these records.
We will not charge you for this.

Other useful
information

Subletting your home

The lease states that you must use
your property as your ‘principal
residence’ or ‘main home’. This means
that you are supposed to live there and
you should not have another home. We
do not normally allow you to sublet
your home because shared-ownership
is partly paid for by taxpayers and your
neighbours expect the block to be
owner-occupied.

If you think you have a good reason to
sublet temporarily, please speak to us
about it. The terms of your mortgage
do not normally let you sublet, and we
will take action against shared owners
who sublet without our permission.

Rubbish and recycling

If you have a house, you will have your
own dustbin which the council will
empty every week.

Other useful information 2%
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Some blocks of flats also have individual
dustbins in individual or shared bin stores.
Please make sure you tie your rubbish
securely and put it in your own bin.

If your block has large shared bins, please
make sure you put all your rubbish in
them and that the door to the bin store
is kept closed to stop fly-tippers.

Recycling

We encourage all our residents to recycle
as much as they can. Tower Hamlets,
Newham and Hackney councils all have
a wide-ranging recycling scheme with
boxes or bags for all recyclable materials.

Blocks with shared bins normally have a
special bin for recycling in their bin store.

For more information, visit
www.recycleforlondon.com or call
0845 331 313.

A trial scheme for food scraps and
garden waste is also currently taking
place in Tower Hamlets.

Bulky rubbish

The weekly rubbish collection is for
normal household rubbish only. Any
large items such as furniture will not be
collected from bin stores so please do
not put them in there. Large items will
be collected from your flat at no charge
if you phone your local council.

Tower Hamlets streetline — on

020 7364 5004 — you can get two
collections per household each year
(senior citizens and people with
disabilities get unlimited collections). You
need to give five working days’ notice.

Newham — on 020 8430 2000. Your items
will be picked up within five working days.

Hackney wasteline — on 020 8356 6688.
Your items should be picked up within
24 hours if you book before 2pm.

If you leave your large rubbish items in the
bin store without arranging for them to be
collected and we have to remove them,
the council will charge us a large amount
and we will have to add this charge to
the service charge for your block.

If you leave rubbish bags in corridors,
even for a short time, you will annoy
your neighbours. If the rubbish is too
smelly to keep in your flat, it is also too
smelly to be in the corridor and should
be put straight in the bin.

Keeping pets

Most leases do not allow you to

keep a pet unless you have our written
permission. We normally only let you
keep a dog if you have a house or a
ground-floor flat with a garden.

All pets must be well controlled and
must not cause damage to the building or
nuisance to neighbours. We can withdraw
our permission for a pet at any time.

Television

All our schemes (except Victoria Court)
have a shared TV aerial so you will not
need to provide your own. Some of our
newer schemes have shared satellite
and digital aerials.

Some leases let you fit a single TV aerial
or satellite dish to your wall or roof, while
others do not let you do this without our
permission. We don't normally allow more
than one dish on a building so we prefer
neighbours to share a dish. (This would
probably work out cheaper as well.)

It is very important that fitting this kind
of equipment does not damage the
building and stays within local planning
laws. You should check with the
council before going ahead.



Appendix 1

Statement of our policy on antisocial behaviour

1

N O v A

We will deal with reported antisocial behaviour effectively
and efficiently.

Our antisocial behaviour policy clearly sets out our position
on antisocial behaviour.

We will not accept antisocial behaviour when it is causing
misery, distress or damage to residents and the environment.

We will take a firm approach towards antisocial behaviour.
We will work with other agencies to achieve the best outcome.
Our staff are trained to know which options are available to you.

We use measures which aim to prevent antisocial behaviour
as early as possible. This is to stop the number of reported
antisocial behaviour cases growing.

We have a wide range of ways to deal with antisocial
behaviour quickly.

We support you to make a complaint and provide ongoing
support if you need to go to court.

10 We review and monitor all antisocial behaviour cases and keep

you up to date with our progress.

11 We monitor and report how effective our antisocial behaviour

policies and procedures are by recording statistics, producing
performance reports and carrying out regular reviews.

29
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What are the main aims and
goals of the Leaseholders’ Forum?

a To represent leaseholders” and
shared owners’ interests in all
matters relating to housing services,
policies and practices affecting
Gateway properties.

b To provide a forum for residents’
associations from blocks we own,
or help individual residents talk
about important issues that affect
everyone.

C To consider and respond to
discussions about any matters
affecting leaseholders and shared
owners. These include housing
conditions, community regeneration
(improving conditions for people
who live in the area) and
leaseholder rights.

d To review any current or future
policies and procedures that may
affect leaseholders and shared
owners living in our properties.

€ To consider and respond to
matters leaseholders or shared
owners and their representatives
bring up, share advice on how to
deal with specific problems and
identify and recommend action
on any issues of importance.

f To work with with the Residents
Forum (where appropriate) about
performance targets relating to our
services to leaseholders and to
suggest and promote ideas for
improving our services.

g To receive and consider reports
about how we deliver housing
services to our leaseholders and
shared owners, and on how these
services are performing, and make
recommendations to us about any
important matters that come up.

h To receive and consider reports
from any leasehold and shared
owner scheme consultation
meetings, and advise on (and make
recommendations about) any
relevant issues.

I Ask our staff, consultants and
contractors to go to Leaseholders’
Forum meetings (if necessary) and
to discuss issues together,
whenever needed.

J To provide training and
development programmes to help
forum members have a greater
understanding of housing, major
refurbishment programmes and
related matters and promote
these to all our leaseholders and
shared owners.

Gateway has given specific commitments to recognise and work with
the Leaseholders' Forum. These commitments are available on Gateway's
website at www.gatewayhousing.org.uk.



Useful contacts

Website Telephone
Gateway customer services www.gatewayhousing.org.uk 020 8709 4300
or 0800 052 9922
Gateway out-of-hours emergency repairs hotline 0800 085 6064
Tower Hamlets Council www.towerhamlets.gov.uk 020 7364 5000
Hackney Council www.hackney.gov.uk 020 8356 3000
Newham Council www.newham.gov.uk 020 8430 2000
Allpay.net (for paying your rent)  www.allpay.net 0870 770 0472
Thames Water www.thameswater.co.uk 0845 9200 800
National Grid (if you smell gas) www.nationalgrid.com/uk 0800 111 999
National Domestic Violence www.womensaid.org.uk 0808 2000 247
Helpline (Freephone)
Tower Hamlets Hackney Newham
Housing Benefit 020 7364 5001 020 8356 3399 020 8430 2000
Council tax 020 7364 5002 020 8356 3154 020 8430 2000
Bulk rubbish collection 020 7364 5004 020 8533 7583 020 8430 2000
Noise nuisance 020 7364 5007 020 8356 4455 020 8430 2000
Police 020 7515 1212 020 77391212 020 8534 1212
Age Concern 020 89817124 020 7249 7149 020 8503 4800
Citizens Advice 0870 126 4014 0870 126 4013 0870 126 4097
Adult services 020 7364 5005 020 8356 3000 020 8430 2000
Children’s services 020 7364 5006 020 8356 3000 020 8430 2000
Environmental services 020 7364 5008 020 8356 6688 020 8430 2000
Parking services 020 7364 5003 020 8356 8877 020 8430 5424
Antisocial behaviour 0800 917 5918 020 8356 3030 0800 7313300

and harassment

Homeswapper

Email: tenants@homeswapper.co.uk

Website: www.homeswapper.co.uk
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