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Introduction

This handbook does not
replace your lease or

the landlord and tenant
legislation, it is a guide of
what to do if you need
advice or have a problem.

What is a lease?

It details the responsibilities of
both parties.

It is important to remember
that, as a leaseholder,

you have not purchased
the bricks and mortar of
the property, as you would
if you had purchased a
property freehold.

If you are in any doubt about

your rights or responsibilities as
a leaseholder you should seek
independent advice.

Instead, you have purchased
a long term lease (this can be
up to 125 years) to allow you
to live in the property.



Landlord’s responsibilities

upkeep of the structure

of the building itself, the
exterior and common parts
of the building including
communal cabling, drains,
external pipes and fencing
where appropriate

roufine maintenance
and planned repairs and
improvements

arranging building
insurance to cover full
reinstatement costs

providing details of service
charge costs and your
contribution

consulting with you before
carrying out expensive
works to the building

ensuring that the communal
areas comply with fire
regulations.

The general rule is that

whg is responsible for the
repair, maintfenance and
improvement of the structure
(or exterior) of the block,

including the window
frames (but not the glazing),
the front door of your flat
and communal areas/
communal doors.

whg also has the right:

of entry to your property

to carry out repairs,
improvements or to inspect
your property, having given
reasonable nofice (unless

in an emergency). In the
case of an emergency, whg
will put right any damage
caused when gaining
access to your property

to rebuild, restrict or
develop any part of
the block, estate or
neighbouring land

tfo charge for the removal
of fly tipping

to charge leaseholders

a fair and reasonable
contribution of the cost of
works fo the building and
communal areas.



Leaseholder’s responsibilities

internal heating systems

pipes/cabling that
exclusively serve your flat
(although there may be
exceptions where your
pipes or cabling affects
others in the block)

keeping the interior of your
property in good repair

payment of ground rent
and service charges,
including maintenance,
repairs, decoration and
improvements

advising whg of any
fransfer of lease, mortgage
or subletting

sending a copy of any
notice affecting the
property to whg

allowing whg and its agents

reasonable access to your
property after notice is
given to you

providing a copy of a
tenancy agreement when
subletting

not causing a nuisance to
other residents

keeping the communal
areas clear of all items.

You also have the right:

to information on the
service charge(s) and the
money spent on your block

to be consulted on
expensive works and long
term contracts that affect
the building.



whg leasehold management

Asset Management

Deal with repairs and
mainfenance issues and
improvement programmes,
including consultation

with leaseholders prior to
commencement of works.

They are also involved in
assessing and approving
leaseholders’ own
improvements and providing
estimated service charges for
the five year summary for Right
to Buy, Voluntary Right to Buy
and Right to Acquire offers.

Finance/Accounts

Deal with whg's accounts
and provide information
about service charges
and costs for items such
as communal electricity,
management fee etc.

Income Collection

Collect service charges,
repairs and improvement
costs, provide support and
money advice if needed,
agree instalment plans and
take appropriate action to
recover debt.

Insurance Team

Can arrange home contents
insurance to protect your
belongings.

Legal Services

Deal with legal issues relating
to the lease generally, and
takes legal action for any
issues arising or breaches of
the terms of the lease.



Market and Leasehold
Team

Deal with Right to Buy/Right to
Acquire applications.

Team members carry

out interviews prior to
purchase, invoice for repairs,
improvements and service
charges, process applications
for leaseholders’ own
improvements and deal with
general lease enquiries.

Neighbourhood and
Housing Services

Deal with the day-to-day
management of the estate
including disputes between
leaseholders and social
housing tenants.

They are also responsible
for monitoring any cleaning

and grounds maintenance
contracts relating to whg
properties.

There is a difference in
services offered to tenants
and leaseholders as tenants
pay for a range of additional
services through their rent that
leaseholders do not pay for
through their service charge.

These include a
comprehensive housing
management service, such
as dealing with anti-social
behaviour.

Leaseholders are expected
to manage their own homes
and any issues arising as they
do not pay whg to provide
these services.



Reporting repairs

These repairs can be reported
online, through our website

or by telephone through our
Customer Contact Centre.

We aim to complete

all repairs on the first visit,
80 per cent of the time but
there may be a delay if we
need to order parts.

Planned maintenance and
improvements

From time fo time whg may
carry out planned work or
improvements to the block
you live in.

When we carry out these
works we will let you know in
advance and explain what
the work will involve. The costs
of these works will be charged
to you.



Leaseholder’'s own improvements

Any application by a
leaseholder to improve

their property must be
accompanied by a detailed
specification showing layout,
sizes and materials tfogether
with details of the contractor
to be used.

These details will be used by
the Asset Management Team
to establish the following
information:

the standard and suitability
of the works to be undertaken

details of the contractor’s
public liability insurance
arrangements.

You will not always need
whg's approval. For example,
if you are installing a

replacement heating system
using the existing connections
it would not be necessary.

However if new connections
required drilling holes in the
external brickwork, you would
need consent.

If you want to replace
windows, the confractor must
be FENSA registered and if
you want to replace the front
door to your flat, it must meet
current fire regulations.

It is your responsibility to
obtain necessary planning
or building regulation
approval before you submit
your application to whg for
consent.



IMPORTANT

No works should be started
until you have received
written confirmation that you
can proceed and you should
not enter into any financial
agreements relating to the
works until whg's formal
approval has been given.
Please note that if your block
is scheduled for window
replacements and you have
already replaced your own
you may still be liable for

the costs.

Upon completion of the
works, the Asset Management
Team will certify the works

as approved. Future
maintenance of the
completed works will be
carried out by whg unless

there is a valid contractor/
manufacturer guarantee
in force and if the item
falls under the landlord’s
responsibility as part of

the structure.

Any subsequent costs fo whg
will be recovered from you
through the service charge,
in accordance with the terms
of your lease.

In the case of replacement
heating systems, the leaseholder
will be responsible for all
future maintenance.

“No works should
be started until

you have received
written confirmation.”



Service charges

Ground rent is an annual
fee due in March. You pay
ground rent because you
do not own the land your
property is built on and a
small rental charge is made.

There are two service charge
categories:

1. Standard Service
Charges

Examples include:

management fee (including
day-to-day estate
management, approval

of a leaseholder’'s own
improvements, collection of
service charges etc)

grounds maintenance

cleaning of communal
areas

buildings insurance
communal electricity

Neighbourhood Impact
Officer service.

The list of items included
under standard service
charges shown here is not
exhaustive and can change
as new services are added
or if existing services are no
longer provided. The services
provided can also vary
between developments.

2. Repairs and
Improvements

These will be carried out

as required and will either

be invoiced upon completion
of the works, or included

in your annual service

charge invoice.
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Examples include:

major works or improvement
programmes (re-roofing,
new windows, redecorating
communal areas etc)

routine repairs (repairing
guttering, rendering etc)

routine maintenance costs
(maintaining boundary
fences, servicing lifts etc).

Before major works
commence, we will send a
nofice to advise you of the
proposed works, followed

by an estimate and full
breakdown of potential works.

How are service charges
calculated?

Where all residents benefit
from the service being
provided, the total cost of
the service/ improvement will
be divided by the number of
units in the block.

Where the benefit is solely

for an individual resident (eg
new windows fo the flat but
not communal windows, new
front door but not communal
doors), the whole cost of

the works will form part of

the individual leaseholders’
service charge invoice.

How can I pay?

You can pay your service
charges in the following ways:

online at our website

telephone payment by
debit/credit card on

by direct debit.

What if I cannot pay?

As explained under "What is a
lease?” on page three of this
handbook, you have signed
a legally binding contract.
Under the terms and
conditions of that contract
you must pay service charges
where they have been
legitimately incurred by whg.
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We recognise that there
may be occasions when you
experience genuine difficulty
in meeting payments. It is
important that you contact
our Income Collection Team
as soon as possible to discuss
your circumstances.

We will consider whether

it is appropriate to accept
payment by instalments over
a period of 12 months.

Where substantial amounts
of service charges are due,
e.g. major improvement
works, and payment is
causing genuine financial
hardship, we will consider
accepting repayment

over a longer period. Any
such agreement would be
subject to confirmation of
regular income, expenditure
and savings and may incur
additional costs such as interest
and administration fees.

We also offer a referral
service to the Citizens Advice
Bureau for debt advice and

information on any benefits
you may be entitled to.

If you do not pay, whg has
a number of options for
recovery of the outstanding
service charges which can
result in the following:

a County Court judgement
against you that can affect
your credit rating

seizure of goods by a bailiff
if you fail to keep to the
terms of the judgement

an attachment of earnings
order for payments to be
deducted from your salary

a charging order, where the
debt will be paid when you
sell your home

forfeiture of your lease
resulfing in you losing your
home.
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Building insurance

This insurance cover is for

the buildings only. You are
responsible for arranging your
own contents cover. A copy
of the statement of cover for
the buildings is available on
request but a brief summary is
shown below.

You are covered for loss
or damage caused to the
buildings in the event of:

fire, explosion, lightning or
earthquake

malicious damage
storm or flood

escape of water from any
fixed tank pipe or appliance
and damage caused by
bursting or freezing

falling trees, telegraph poles
or lampposts.

You are covered for items

such as:

malicious damage or
escape of water arising
when your home is
unoccupied for more than
30 days

wet or dry rot

depreciation or deterioration
due to normal use and wear
and fear.
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How to make a claim:

If you need to make a claim,
contact the Market and
Leasehold Services Team by
calling . They will
take you through the claims
process and arrange for a
claim form to be sent to you.

Subletting

Depending on when you
purchased your property,
you may be allowed to

Contents insurance

However, we operate a
scheme which offers contents
insurance at a competitive
rate. The policy insures your
contents, up to five years

old, on a ‘new-for old’

basis, meaning it would be
replaced as new if destroyed
by an event covered by

the policy.

sublet your property. Full
buildings insurance cover
will still apply but if you have
not let the property through
a letting agent or with a
formal tenancy agreement,
the insurance premium

will be subject to a 30 per
centincrease to reflect the
potential for increased risk.

Application forms are
available from our offices

or you can request one by
phoning the Insurance team

Some types of insurance such
as Homeserve may not be
available to leaseholders so
please make the insurance
provider aware of your
leasehold status.
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Buying the freehold

Once they have bought the
freehold, leaseholders must
take over management of
the building. To qualify, the
following conditions must
be met:

the block must have two or
more flats

a minimum of 75 per cent
of the internal floor area
must be residential

at least two thirds of the
flats in the block must be
leasehold

at least half of the
leaseholders must want to
buy the freehold.

Unless your block complies
with all of the above you
will not be able to buy the
freehold. It is important
that you and the other
leaseholders obtain
independent legal advice
if you wish to apply to buy
the freehold.




Selling or letting your flat

Selling your flat

The most common restrictions
are:

if you sell within 10 years of
purchase you may need
to first offer the property to
whg at its current market
value. If whg does not wish
to buy the property, or fails
to respond within eight
weeks of your offer, you
are free to sell the property
on the open market. This
restriction may pass to a
new buyer.
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if you sell within the first
five years after purchase
you will be required to
repay a proportion of the
original discount to whg.
The amount you will have
to repay will be based on a
proportion of any increase
in the market value at the
point you decide to sell.
This restriction only applies
to the original purchaser, it
does not pass on to a new
buyer.



Letting your flat

You must inform our Market and Leasehold Team if you are
intending to sublet your flat. Depending upon the scheme
under which you purchased your property, there may be
restrictions within your lease. We will be able to advise you
of these.

Where subletting is permitted,  You must make sure that

you should provide copies your tenants keep to the

of any fenancy agreements terms of the lease, as you are
or agreements with lefting responsible for their actions.
agencies in order to ensure You will still be responsible,

that your buildings insurance as a landlord and as a

is up to date and prevent an leaseholder, for making sure
increased premium. Please that any gas appliances are
also be aware that if your flat  serviced regularly.

is left unoccupied for more

than 30 consecutive days,

your insurance cover is also

greatly reduced.

Customer involvement

whg encourages customers to become involved with
how whg delivers its wider housing services. Opportunities for
involvement are detailed on the whg website.




Complaints and compliments

We do our best to provide a
good service but sometimes
things do go wrong. We may
not always know when this
happens, so please tell us

so that we can try to put
things right. This will help us to
improve our service. whg has
a complaints procedure for
these occasions which can
be found on our website

or call us

First Tier Tribunal

The First Tier Tribunals (FTTs)
form part of the Residential
Property Tribunal Service and
are impartial bodies.

They normally consist of

three members — a lawyer, a
valuer and a lay person. LVTs
may determine applications
without a hearing, but where

hearings are held they are less

formal than court hearings.

LVTs can make a
determination on the
following issues:

purchase price and terms of
leasehold enfranchisement

liability and reasonableness
of service charges

suitability of insurance cover

waiver of consultation
requirement for landlords

problems with estate
management.

Your regional office:



Contact us

Find us online Visit us

® whg.uk.com Our offices are open from
9am to 5pm, Monday to

Email us Friday. Our office locations

.. are shown below.
enquiries@whgrp.co.uk

100 Hatherton Street

Call us Walsall WS1 1AB
= (0300 555 6666 Beechwood House
New Road

Our Customer Contact
Centre is open 8am to
8pm Monday to Friday and
8am to Tpm on Saturdays.
Emergency repairs can be
reported 24 hours a day,
seven days a week.

Willenhall WV13 2BG

Calls are charged at local
rates, including from mobiles.
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Please contact us if you would like this information in another
language, in Braille, large print or audio.

I SEfy 9 oy Iy @Ee O, @3E, IC WAE W|WEH AT
AfG8© BT Sesiz FE APMGE @ENETT A |

ol AU Wl HIB AL el AL, ASAML, 12l weRlH 3 B A0H1
ASA flat Al sl 530 AHERL AuS s2A.

Prosimy sie z nami skontaktowac, w celu uzyskania niniejszych
informacji w innym jezyku, napisanych brajlem, duzym drukiem

lub nagranych na no$niku audio.

A 3 fog Aeardt gt 39, 98, @3 fife 7 WSl 3 gde I 3 faaur
J94 A3 &% HUIS 91

ol 3 55 om il (e IS (S 8T Gagua 2 5 e ol K cile
)ll.a;\._l)Sl.?ﬂ ;1-&)5"'1:".'!_)&?7’?_)5
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