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Leasehold Management Strategy

1. Introduction to the Leasehold Management Strategy

Rykneld Homes Limited (RHL) recognises the importance placed by Leaseholders
on receiving a cost effective service that meets their expectations. RHL is
committed to providing an efficient and customer focused service to all
leaseholders, based on quality and value for money.

Rykneld Homes Limited aims to provide an excellent service to Leaseholders,
which meets their requirements for the maintenance of their properties and their
surrounding neighbourhoods. This Strategy will continue to develop, in
consultation with Leaseholders, and deliver a service providing value for money for
both service delivery and access to services.

Rykneld Homes Limited delivers our Leaseholder Service together with North East
Derbyshire District Council (NEDDC). Both RHL and NEDDC are responsible for
different parts of the leasehold service.

Rykneld Homes Limited will ensure that all statutory requirements and regulatory
guidance relating to providing services to Leaseholders are followed (Appendix 1).
This Strategy has been developed in partnership with NEDDC to ensure new legal
developments; Government requirements, Strategies and best practice are
incorporated.

In accordance with Right to Buy legislation, RHL will provide an integrated home
ownership service providing advice on all aspects of Right to Buy and home
ownership (Appendix 2). Our information and advice will take into account any
new legislation and is continually updated to reflect national best practice.

Customers who have exercised their Right to Buy will benefit from our personalised
services to provide a draft lease, details of service charge projections for 5 years
and one to one advice to help them through the initial stages of becoming a
Leaseholder.

Rykneld Homes Ltd will provide an accurate support service on sales information
for both new and ‘second generation’ purchasers, and financial and legal advice in
relation to general leasehold and home ownership enquiries. Our team will also
provide information upon request, to your representatives to assist in a smooth
purchase.
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2. Repairs and Maintenance

Leaseholders have a responsibility to pay for works to the structure of their
properties, and understandably have high expectations that all repairs and
maintenance carried out to their properties will be to a good standard, reasonably
priced and accurately recharged.

Rykneld Homes Limited will therefore provide an accurate support service for
billing. In addition, we will continue to further develop accurate IT service charging
and administrative systems for itemising and costing works and attributing them to
the individual properties. This will provide our Leaseholders with the absolute
assurance that their service charges are accurate. This is also important in our
compliance with Section 20 of the Landlord and Tenant Act 1985 (see ‘Consultation
on page 5).

Rykneld Homes Limited plans to develop additional services to Leaseholders and
where possible, to freeholders which may include fuel servicing and possibly
‘Decent Homes’ improvements such as kitchens and bathrooms.

3. Service Charges and Managing Financial Obligations

The Government expects that Local Authorities will have plans in place to identify
and offer advice to Leaseholders facing high major works bills. These plans should
ensure that any Leaseholder facing this situation should have proper advice and
assistance to help them meet their home ownership obligations, through the range
of schemes available.

Rykneld Homes Limited will work with NEDDC (the landlord) to consider financial
assistance in cases of hardship, via statutory loans or instalment arrangements,
and investigate the provision of other options as they are introduced by the
Government, such as equity loans or shares.

Where a Leaseholder has arrears of service charges, RHL and NEDDC will follow
an agreed procedure for the recovery of arrears. This policy aims to negotiate with
Leaseholders, and the lessee’s mortgage lender, if appropriate, to agree a
reasonable payment pattern for the repayment of the arrears rather than taking
enforcement action. However, where necessary, RHL will commence proceedings
against Leaseholders who fail to clear service charge arrears and, as a final resort
will commence forfeiture proceedings.

Forfeiture proceedings will not be started unless RHL is satisfied that all other
options to ensure the arrears are paid have been attempted and failed. These
options will include holding discussions with the lessee's mortgage lender where
there is an outstanding mortgage charge.

4. Consultation

Rykneld Homes Limited is committed to consulting and involving Leaseholders with
regard to the services they require and the way in which they are delivered.
Leaseholders have the opportunity to stand for or vote for the Board in the same
way as tenants and also to be represented through Tenants and Residents’
Associations. Leaseholders are encouraged to take part in Focus Groups or
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Working Parties, Service Improvement Groups and other Tenant Consultation and
Involvement Groups.

In addition, RHL will hold an Annual Meeting for all Leaseholders to attend.
Participation in this forum has been limited so far and RHL will look at ways to
increase involvement where possible. Leaseholders will be invited to take part
along with other local stakeholders in the estate walkabouts with Neighbourhood
Champions and will receive a copy of our Homing In newsletter 4 times per year.

As mentioned in the ‘Repairs and Maintenance’ section, under the conditions of
their lease, Leaseholders must contribute towards the cost of any services or work
to the building their home is in and the grounds around it. This is done by paying
service charges. However, under Section 20 of the Landlord and Tenant Act 1985,
Leaseholders must be consulted about some of the work and services.

e We will consult with Leaseholders before doing the following: carrying out any
work that costs any one Leaseholder more than £250.

e This covers repairs and improvements to the building and surrounding grounds.
e Entering into any long-term agreements (for more than 12 months) with
outside Contractors for work, supplies or services where the cost to any one
Leaseholder will be more than £100 a year. These could include agreements

for supplying goods or services (such as cleaning) and agreements for
maintenance work (such as day-to-day repairs).

We will review our procedures in relation to Section 20, and in particular around:

e Clarifying literature and notifications to ensure Leaseholders understand them
and the subsequent service charges.

e Individual liaison arrangements on major works and contracts before the formal
statutory process, particularly in relation to debt advice.

¢ |Initial advice sessions during the Right to Buy process at S.125 stage, when
prospective Leaseholders are informed of their 5-year financial commitments.

5. Key Performance Targets and Indicators

Rykneld Homes Limited will set and monitor performance standards and targets in
the following areas:

e Processing of Right to Buy enquiries and applications.
e Circulation of Homing In magazine.

e Annual Service Charge determinations.

e Collection of rents and charges.

e Satisfaction rates.

In addition, we will work with tenants and Leaseholders to agree service standards
on services that are provided by RHL. Where service standards are agreed that
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exceed the current standards then all affected parties will need to agree where
there are any additional service charge implications.

6. Monitoring, Review and Consultation Process

Regular reports will be made to the Board detailing RHL’s position with regard to
the agreed key targets and Performance Indicators.

An Annual Report will be produced for all Leaseholders showing the performance
achieved against the targets set.

7. Complaints

All Leaseholders will be supplied with details of RHL formal Complaints Procedure
and the right to refer complaints to the Independent Housing Ombudsman.

8. Anti-Social Behaviour

Rykneld Homes Limited expects all residents to be able to enjoy living in their
homes, within a quality environment. Unfortunately, in a minority of cases, this may
not be the case, so we take complaints relating to anti-social behaviour very
seriously. Examples of anti-social behaviour include:

e Ongoing neighbour disputes.
e Frequent noise nuisance.

e Abandoned properties.

e Untidy garden areas.

e Harassment.

o Graffiti.

e Fly tipping.

¢ Nuisance or annoyance.

If any Leaseholder is suffering a form of anti-social behaviour, they can expect to
receive a timely and appropriate response from us. In order that Leaseholders
know exactly what level of service they can expect, we provide every Leaseholder
with a copy of our Anti-Social Behaviour Service Standards leaflet.

Equally, RHL will aim to ensure that all leaseholders fully understand the terms of
their lease so they are fully aware of their responsibilities and obligations and the
sanctions available to RHL should the terms of the lease be broken. This will
minimise the conditions in which breaches of the lease occur and aims to prevent
breaches taking place.

RHL will follow the principles set out in its Anti-Social Behaviour Policy. Where
formal action has to be taken against a Leaseholder, RHL will, where necessary:
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RHL will develop a long-term view on buy-back to ensure the aim of retaining as
much social housing stock as possible is met. It will also meet the Government
requirements to help people having difficulties remaining as home owners.

Rykneld Homes Ltd has already been asked about enfranchisement, and
Leaseholders of two blocks are already in a legal position to be able to proceed
with this if they wished to do so. In conjunction with NEDDC, RHL will develop a
policy on enfranchisement/sale of freeholds. Selling a freehold would provide a
capital receipt and remove the ongoing maintenance burden and costs, but the
Council would lose control of the environment of the estate area as a whole.

To ensure Leasehold Services are integrated into all areas of Housing
Management, RHL will introduce an ongoing training programme for staff in all
areas of work. The training will focus on all relevant aspects of service to
Leaseholders, particularly frontline staff such as Area Housing Office staff, Repairs
staff, Neighbourhood Champions and Finance Champions.

In order to monitor the efficiency and effectiveness of the service RHL will continue
to be members of the Midlands Leaseholder Benchmarking Group. This is a
regional benchmarking group made up of Housing organisations that compare
services to ensure value for money, share good practice and consider new
legislation and responses.

11. Contact Information

11.1 If you have any comments, queries or suggestions in relation to this Strategy
please contact:

Su Gomer, Chief Executive
Telephone: 01246 217864

E-mail: sumitra.gomer@rykneldhomes.org.uk
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At Rykneld Homes we care about delivering excellent
services to our tenants, leaseholders and residents. To
do this we have developed a series of Service Standards
with your help.

The Standards explain what level of services you can
expect from us and how we will respond when you
contact us about them. They were drawn up following
consultation with tenants and residents about what was
most important.

We have set high standards of customer care and undertake to:

e deal with your enquiry sensitively, promptly and
effectively

e be friendly polite and keen to help you
e wear a visible identity badge

e promote and provide equality and fair treatment for
everyone and not tolerate discrimination of any kind

e take into account the different needs of our tenants
and residents based on factors such as their age, gender,
sexuality, disability and race

e make sure any information we provide is clear and easy
to understand. We can also provide any information in
different formats on request - such as Braille, audio or
in another language



e tailor services, wherever possible, to meet the needs of
tenants and customers identified as vulnerable in
accordance with our Vulnerable Person Policy.

e provide our staff with relevant training to improve our
service to you

We constantly monitor our standards to make sure we are
delivering on our promises and our performance is reqularly
published on our website www.rykneldhomes.org.uk and in
our quarterly magazine Homing In.

We also welcome feedback from you - whether it is a
comment, compliment or complaint. We reqularly send out
surveys asking your opinion about our services - your views
help us identify what is working well and what needs
changing.

Further information about all of the services we provide
can be found on our website, contacting us on 01246
217670 or by calling at one of our Area Housing Offices.




We will

1.

Provide you with a welcome pack and a copy of the
leaseholder guide when you become a leaseholder.

Hold a meeting for all leaseholders at least once a year
to discuss services charges and other issues relevant to
leaseholders.

Consult you on major works or long term contracts
affecting your home.

Send details of your service charges within six months
of the end of the financial year, and issue ground rent
invoices each April.






Contact us

We aim to continuously improve our services and you can help us
by completing our Tenant and Resident Feedback surveys. The
results of the surveys help us identify if any improvements need
to be made to our services. If you wish to contact us about any
of our services please use one of the following methods.

If you wish to make a comment or complaint about any
of our services please contact us by using one of the
following methods:

By Post: Pioneer House, Mill Lane, Wingerworth, S42 6NT
By Email: contactus@rykneldhomes.org.uk
By Telephone: 01246 217670

In Person: Call into one of your local Area Offices at the
following locations:
DRONFIELD KILLAMARSH

Dronfield One Stop Shop, Stanley Street, Killamarsh 521 1EL
Dronfield Sports Centre, CLAY CROSS

Civic Centre, Market Street, Clay Cross S45 9JE

Dronfield S18 1PD

ECKINGTON
Gosber Street, Eckington S21 4DA

NORTH WINGFIELD

North Wingfield Resource Centre,
Whiteleas Avenue.,

North Wingfield S42 5PW

Internet: Visit our website at www.rykneldhomes.org.uk for
further information and advice on all our Service Standards

Federation of North East Derbyshire Tenants & Residents
The Federation work to represent the views, concerns and
improvement suggestions for tenants across North East
Derbyshire. You can contact the Federation using the
following details: Email: fedsecretary@hotmail.com
Telephone: 01246 861673 or 01246 250639
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We care. We want all of our
customers to be able to access all of
our services. To talk to someone in
English, ring this number.

You will not be charged for the
TALKBACK service.
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At Rykneld Homes we care about delivering excellent
services to our tenants, leaseholders and residents. To
do this we have developed a series of Service Standards
with your help.

The Standards explain what level of services you can
expect from us and how we will respond when you
contact us about them. They were drawn up following
consultation with tenants and residents about what was
most important.

We have set high standards of customer care and undertake to:

deal with your enquiry sensitively, promptly and
effectively

be friendly polite and keen to help you
wear a visible identity badge

promote and provide equality and fair treatment for
everyone and not tolerate discrimination of any kind

take into account the different needs of our tenants
and residents based on factors such as their age, gender,
sexuality, disability and race



e make sure any
information we
provide is clear and
easy to understand.
We can also provide
any information in
different formats on
request - such as
Braille, audio or in
another language

e tailor services,
wherever possible, to
meet the needs of tenants and customers identified as
vulnerable in accordance with our Vulnerable Person
Policy.

e provide our staff with relevant training to improve our
service to you

We constantly monitor our standards to make sure we are
delivering on our promises and our performance is regularly
published on our website www.rykneldhomes.org.uk and in
our quarterly magazine Homing In.

We also welcome feedback from you - whether it is a
comment, compliment or complaint. We regularly send out
surveys asking your opinion about our services - your views
help us identify what is working well and what needs
changing.



Further information about all of the services we provide can
be found on our website, contacting us on 01246 217670 or
by calling at one of our Area Housing Offices.

If you decide to apply to buy your property
We will:

1. Comply with all legislative timescales.

If your application to buy your property has
been accepted

We will:

2. Within 10 days of issuing a Right to Buy acceptance
notice instruct a valuer to carry out a valuation of the

property.

3. Send an offer within eight weeks of issuing the Right
To Buy notice if you are purchasing a house and within
12 weeks if you are purchasing a flat.






Contact us

We aim to continuously improve our services and you can help us
by completing our Tenant and Resident Feedback surveys. The
results of the surveys help us identify if any improvements need
to be made to our services. If you wish to contact us about any
of our services please use one of the following methods.

If you wish to make a comment or complaint about any
of our services please contact us by using one of the
following methods:

By Post: Pioneer House, Mill Lane, Wingerworth, S42 6NT
By Email: contactus@rykneldhomes.org.uk
By Telephone: 01246 217670

In Person: Call into one of your local Area Offices at the
following locations:

DRONFIELD KILLAMARSH

Dronfield One Stop Shop, Stanley Street, Killamarsh S21 1EL
Dronfield Sports Centre, CLAY CROSS

Civic Centre, Market Street, Clay Cross S45 9JE

Dronfield S18 1PD

ECKINGTON
Gosber Street, Eckington S21 4DA

NORTH WINGFIELD

North Wingfield Resource Centre,
Whiteleas Avenue.,

North Wingfield S42 5PW

Internet: Visit our website at www.rykneldhomes.org.uk for
further information and advice on all our Service Standards

Federation of North East Derbyshire Tenants & Residents
The Federation work to represent the views, concerns and
improvement suggestions for tenants across North East
Derbyshire. You can contact the Federation using the
following details: Email: fedsecretary@hotmail.com
Telephone: 01246 861673 or 01246 250639
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