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1. About this handbook

This handbook gives a guide to our services for leaseholders,
whether you have bought your home under the Right-to-Buy scheme
or on the open market.

It describes your rights and responsibilities as a leaseholder and our responsibilities
as your landlord.

The handbook is a guide not a legal document, so if you have a legal question you will need
to refer to your lease and seek your own independent advice through a solicitor or advice
agency. But if you would like more information about a particular subject, please contact us.

At the end of the handbook, there’s a list of useful telephone numbers and addresses for
council and other local services. If you need more information, please contact us using any
of the methods detailed at the end of this booklet.

About Gloucester City Council
The freehold of your home is owned by Gloucester City Council.
Gloucester City Council approves the major policies affecting the management of your home.

p
Gloucester City Council is also responsible for some other housing functions, such as:
» administering the re-housing register and » housing strategies and policies
helping homeless people  housing and council tax benefit.

 general housing advice

.

You can find more information on the housing services still provided by the City Council on the
housing pages of the Council’s website at www.gloucester.gov.uk

OR you can ring (01452) 522232 and ask for the housing service you need.

The City Council also provides other services including:

» environmental health » waste collection and recycling
« leisure services « travel cards
 planning

You can find more information on these other services on the general pages of the Council’s website
at www.gloucester.gov.uk

OR you can ring (01452) 522232 and ask for the service you need.



About Gloucester City Homes

Gloucester City Council has appointed Gloucester City Homes to manage the Council’s 5,000

tenanted and leasehold homes.

Gloucester City Homes is an arms-length management organisation (ALMO) set up by Gloucester City
Council in December 2005. It is a company wholly owned by the City Council and is non-profit making.
Gloucester City Homes is managed by an unpaid Board of Directors, consisting of 6 customers

(5 tenants and 1 leaseholder), 6 councillors and 6 independent members, who bring a wide range of

skills and experience to the organisation.

If you are interested in becoming a Board member or would like to know about other ways to become
involved and help us improve our services, please contact our Customer Services Team on 0800 408 2000
or use any of the methods explained in the “Contact us” section of the handbook.

The Board of Directors is supported by our Executive

Management Team, who are paid professionals that help

develop and implement our policies, manage our staff
and ensure that we deliver the services we promise.

Access to information
We appreciate that, from time to time, you will

want to know what personal information we hold on

You can get q full list
of the
and Executive Mana 4 cam fronr ord

: gement Team from o
C us.tomer Services Team on 0800 3;08 200u0r
Or via any of the methods explained in the

‘Contact us” section of the handbook.

our files about you or want more general information about our

services and performance.

So we will:

» show you the personal information we hold
about you, normally within 5 working days
of you requesting it

» show you general information that we hold
about our work and services, including
performance information and information
on policies, procedures, strategies and
standards, within 5 working days
of you requesting it

» be regularly trained on and knowledgeable
about the relevant laws covering access to
information, including the Data Protection

N

Act, which governs access to personal
information; and the Freedom of Information
Act, which governs access to more general
information

regularly revise the information we provide
on our services by updating this handbook,
providing a range of supporting leaflets,
producing regular newsletters and
continually developing our website

offer you access to a range of other
information from organisations providing
complementary services to our own, in our
offices and via links on our website.

Please note that under the Data Protection Act 1984 we may be asked to share information with
other agencies including UK government departments and agencies, other public authorities and

registered social landlords.

Also, the Audit Commission Act 1998 requires us to take part from time to time in the National

Fraud Initiative (NFl) data-matching exercise.

We will provide tenancy data to the Audit Commission for the NFI. The Audit Commission will use
the information to make comparisons between local councils and to help prevent and detect fraud.
Every social landlord tenant in the country may be checked — it does not imply that you have been

involved in fraud.
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2. Rights and responsibilities

Some of your rights and responsibilities are described in your lease agreement and some are granted
by law (Acts of Parliament).

Your rights as a leaseholder
About your lease

P
» The lease is a contract between you and the » The lease document sets out these terms

Council. It gives you and your successors the and conditions. You should get a solicitor to
right of possession of your flat for a long look at it and explain what it says when you
period, provided you keep to the terms of buy the flat, and ask to keep a copy.
the lease. When we sell a flat the length » The lease is a legal document. Keep it in a
of the lease will depend on whether we have safe place. If you have a mortgage, then your
sold any other flats in the same block. If this lender will keep the original lease. If you
is the first flat, the lease will be for 125 need a copy, you may be able to get one
years, but if other flats have been sold your from your lender although they may make
lease will end on the same date as the others. a charge.

N

The law

Several laws protect your rights as a leaseholder. If you are not sure of your rights, a solicitor can
advise you or you can contact the Citizens Advice Bureau (see the list of useful contacts at the end
of this booklet).

. N
The main laws on leasehold tenancies are the:
» Housing Act 1985 » Leasehold Reform, Housing and Urban
» Landlord and Tenant Acts 1985 and 1987 Development Act 1993
» Housing and Planning Act 1986 » Housing Act 1996
« Commonhold and Leasehold Reform Act 2002.

A

From time to time more regulations are made under these laws. You should be able to see copies of
these laws and regulations at the main public library, and some may also be available on the internet.

Repairs and maintenance
You have the right to ask your landlord to keep the “common parts” of your block in a reasonable
state of repair. You also have the right to be consulted about

major repairs for which you will have to pay a share.

Making alterations

You have the right to make alterations to the inside of
your flat provided you first obtain our written
permission. Generally, the Council will not give
permission for any external or internal alterations to
the structure, walls, timbers or elevations (faces or
sides of the building) or the removal of any main walls,
timbers, floors or ceilings. You may also need planning
permission or building regulations approval, or both.

Management

You have the right to expect your landlord to deal with
problems in your block, such as neighbour nuisance, and
to manage the communal areas.




“Quiet enjoyment”

Under the law you have the right to the “quiet enjoyment” of your home. This means you have the
right to live peacefully in your flat without interference from your neighbours or the landlord, as

long as you keep to the conditions of your lease.
Selling your flat

You have the right to sell your flat to anyone you want to,
but you must be aware that, if you bought it at a discount
under the Right to Buy, you may be asked to repay a
proportion of the discount if you sell within 5 years of
purchasing.

You or your solicitor must tell us within 1 calendar month
if the ownership of the flat passes to someone else.

Lodgers and sub-tenants

You have the right to take in lodgers, but you should make
sure your home does not become overcrowded. If you rent
the whole or part of your flat to someone else you should
check your lease, as you may have to get your sub-tenant to

enter into an agreement with the Council. In any event, you

will be directly responsible for ensuring that your tenant doesn’t break the terms of the
lease, for example by causing nuisance.

Your rights are explained more fully in other sections of this booklet.

Your responsibilities as a leaseholder
The responsibilities of ownership

As a leaseholder, you effectively become a “shareholder” in the block you live in. This means you
have a responsibility to pay your share of the costs of managing and maintaining your block. Your

landlord (the Council) has a legal duty to charge you your
share of the costs, and you have a legal duty to pay them.
Service charges

You must pay your share of the costs of managing and
maintaining your block. This is a legal duty set out in your

lease. If you do not pay your share, you are breaking your
lease agreement and we could apply to the Leasehold

-ving with your neighbours
ll-_:\\/’::: ina fl!\t can be difficult. You
may have people above or below
you, and you may have to share
landings and other areas. You ha::/ef
a right to the “quiet e.n]oyment 0
your flat, and your neighbours have

the same right. We will try tp deal
with people who cause a nuisance
to you, but equally you must not
cause a nuisance to them. Tenants
(and leaseholders) who cause
serious harassment to thew
neighbours can lose their home.
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Valuation Tribunal to argue that the service charges are
fair. If the tribunal agrees, then we have the right to ask
the courts to have your lease “forfeited”. In these
circumstances, you could lose your home.

We will always be fair about service charges. We will
explain how they are calculated, and you can challenge
any charges you do not agree with. If you have financial
problems, we may be able to give you a loan or make
other arrangements to help you pay your service charges.
As a homeowner, you are also responsible for the cost of

running your own home, eg gas, electricity, water rates,
council tax.



Major alterations

You must get the Council’s written permission before carrying out any alterations to the building.
Generally, the Council will not give permission for any external or internal alterations to the
structure, walls, timbers or elevations (faces or sides of the building) or the removal of any main
walls, timbers, floors or ceilings. You may also need planning permission or building regulations
approval, or both. If you damage the structure of the building, the Council has the right to make it
good and charge you for doing so.

Your responsibilities are explained more fully in other sections of this booklet.

Our rights as landlord

Management and maintenance
We will consult you about changes in management and about major repairs and improvements.

We have the right to make decisions about:
 repairs to and maintenance of the structure
and shared areas of the block

improvements to the block
the management of your block.

Charges
. N

We have the right to charge you for:

» ground rent improvements to the block

» management costs any other charges relating to the

* repairs to and maintenance of shared areas performance of our duties as landlord.

« arranging buildings insurance
N J
Right of entry in emergencies
We have the right, in some circumstances, to enter your property without notice to carry out
repairs if there is a serious risk of damage to the property or it could otherwise be a danger to
other residents. Examples would be if you removed a structural wall or if damage were occurring to
other properties in the block (for example, if a leak in your
plumbing was flooding the flats below).

Charges
Our responsibilities as landlord foganave the right to collect from
. . easeholders their share of the costs

Repairs and maintenance of managing and maintaining thei
We are responsible for keeping the structure and shared areas block. This includes ¢ S
of the block in reasonable repair. We are also responsible for and facilities availabl: Tmon argas
keeping the communal areas reasonably clean and well lit in the block, i.e. lift m ; e gents
and for maintaining the communal grounds outside. communal a’er;'ais i aintenance,
Consultation The following sections of this booklet
» By law we have to consult you about any repairs to your tell you in more detail about the

block that are likely to cost more than £250 to any one services you are entitled to, and

leaseholder. We have to get at least 2 estimates for your rights and responsibilit’ies as

the work and give you at least 1 month to comment a leaseholder.
before we order the work (except in an emergency, such
as roof damage). We also have to consult you when we plan to enter into a

long-term agreement that will cost more than £100 each year to any leaseholder.




3. Repairs and maintenance

Who is responsible for repairs?

We are responsible for keeping the “common parts” of your block in reasonable repair. This means
we will look after the structure of the building and the landings and hallways (including lighting,
controlled door-entry systems, lifts, communal aerials and so on).

Repairs and maintenance we are responsible for include:

Structure

« roofs, drains, gutters and pipes on the
outside of your home

« outside entrance doors (but not the front
doors of individual flats)

» window frames and sills (not including glass)

« outside paint work

 paths and steps (back and front)

» boundary fences (except where you
or a neighbouring owner are responsible)

-

« chimneys and chimney stacks

« stairs and landings

 garages and outbuildings, including
drying areas

 foundations

« external and internal walls (but not
the plaster)

e timbers.

Installations, fixtures and fittings

o lifts

o communal heating systems

 shared water pipes, water tanks, gas pipes
and electrical wiring

« light fittings in shared areas
» controlled door-entry systems
« decorations in shared areas.

Maintenance

» keeping communal areas reasonably
clean (where it is not the leaseholder’s
responsibility)

« maintaining and checking the landlord’s
electrical and lighting supplies

« keeping the communal gardens reasonably
clean and tidy.

|
|

Repairs and maintenance you are responsible for include:

-

« all repairs to the inside of your flat,
including your front door and glass in
your windows

« all fixtures and fittings and the replacement
of any that are beyond repair, except any
communal heating systems

« any damage to the common parts and
services caused by you, members of your
household, or your visitors

.

« chimney sweeping

 keeping your flat clean and tidy

» keeping the communal areas reasonably
clean and tidy (except where it is our
responsibility as landlord)

 decorating every 5-7 years, including all
wood and ironwork

» keeping your private garden (if you have
one) neat and tidy.
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How to report a repair that is our responsibility

All our repairs are carried out by Morrison, a national company that specialises in repair,
maintenance and improvement work for housing organisations and has many similar contracts
throughout the United Kingdom.

There are several ways you can report a repair that is our responsibility:
» Phone Morrison on 0800 408 2000. e Call in at the office and use the free
» Write to us at Gloucester City Homes, telephone in the reception area.
Atlantic Suite, Southgate House, e Fill in the online form at
Southgate Street, Gloucester GL1 1UW. www.gloscityhomes.co.uk.

N

What happens when you report a repair?

We will ask you for:
« your name and address « as much detail as you can give about the
problem and the repair that is needed.

When will the job be done?

We give all repairs a priority rating depending on how urgent they are. We will give you an
appointment date when you report the repair. We will always try to do your repair within the target
date. But sometimes this is difficult because of things beyond our control. This could be because we
have had to order spare parts to do the repair or use an expert to do the work.

Making sure you get a good service

Remember that the cost of repairs will normally be shared
between you, the Council and other leaseholders in your
block. It is important that we all get value for money from
the repairs service. If the job is not done properly, or is not
done within time, please let us know.

Repairs to your own flat

You are responsible for repairs to the inside of your flat
(except to any communal heating system), including your
front door and the glass in your windows. You should carry out
your own repairs or arrange for someone to do them for you.
If you, or someone you have employed, are carrying out
repairs inside your flat, you must make sure that these are
done competently and to a reasonable standard and that shared
services and the structure of the block are not damaged. You will be

liable for any damage to the Council’s property and you will have to pay to have it put right. If you
are unsure about your ability to do the work, you should employ a suitably qualified tradesperson.
If you are in any doubt about work you intend to carry out, contact the Property Services Team

on 0800 408 2000 and explain.

They will decide if they need to inspect. You must stop doing work we tell you not to do.

You must not do repairs on landings, stairways and other shared areas. You will not be covered

by our insurance if you have an accident or caused damage. If you, your visitors or members

of your household damage shared areas, you will have to pay for the repairs.




What do | have to do to make sure my gas appliances are safe?

You must have your gas appliances serviced every year by a recognised gas installer such as a
CORGlI-registered engineer. If you do not do this, you may be breaking the conditions of the lease.
We may ask you for evidence that you have had a safety check or service in the

last 12 months.

nces in your home in

Gas servicing e flat or any of the

Under the conditions qf yo
a safe condition. Th1s is so
people who live in it, or any O

ur lease, you are responsible for kgeping any aptphta;1
that théy do not present safety risk or danger to
ther flats in the building.

Doing your own alterations

As a leaseholder you have the right to improve your home, but you must first get our written
permission. This is because, as landlord, we have an investment in the block and a responsibility

to the other tenants and leaseholders. We will only refuse

permission if we have a good reason. You may also need

to get planning permission and building consent before The outside window frames belong to

starting work. the landlord. Yoy must not replace

. our wi .
We do not need to know about minor work such as ;:w p:;’;‘.jows “,”"-’55,‘4{9 have given
decorating, but we do need to know about any alterations ensure’szlon n-writing. This is to
that affect the structure, walls, windows, floors, ceilings, all the windows match.

doorframes, plumbing, and electrical services.

What sort of alterations do | need permission for?

Any addition or change to the structure

or services in your home, including fixtures
and fittings such as heating, kitchen units
and bathroom replacement.

Aerials or satellite dishes.

Outside decoration (the type of paint may
need approving so that it’s compatible with
paints we may use in future).

Window and door replacements.

L[]
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How do | get permission?

Write to the Leasehold and Home Ownership Manager, Gloucester City Homes, Atlantic Suite,
Southgate House, Southgate Street, Gloucester GL1 1UW. You will need to say exactly what you
want to do and include a drawing or plan. Before we can decide, a building surveyor may need
to visit your home to see what you intend to do.

We will give you an answer within 7 days of receiving
your request or 1 month if we need more information.
If we refuse permission, we will tell you why. You then
have the right to a review.

To ask for a review you should write to the Director of
Asset Management and Regeneration, Gloucester City
Homes, Atlantic Suite, Southgate House, Southgate
Street, Gloucester GL1 1UW within 4 weeks of being
informed of the decision. We will review the case and
inform you in writing of the outcome. If permission

is still not granted, we will tell you why.

If you are unhappy with the decision, you may take
the matter to arbitration. You should get independent
legal advice before doing this, and you would have to
pay part of the costs.

If we refuse permission it will be for a good reason. If you go ahead
with work after we have refused permission, you will be breaking the terms of your lease.
The permission we give you to go ahead with work is not the same as planning permission. You are
responsible for getting any necessary planning permission or building regulations approval. We will
normally make it a condition that you do this when we give you permission for the work.

If you do something without permission, we have the right to put things back as they were and
charge you for it.

Grants you can get for improvements

Sometimes you may get financial help from the
Council towards the cost of home

improvements or facilities for the disabled.
Usually this is for people who are on a low income.
For more information please contact the Renewal
and Regeneration Section, 75-81 Eastgate Street,
Gloucester GL1 1PN.

You should also refer to the requirements for
carrying out improvements outlined above.

Energy efficiency

Saving energy concerns us all. We are affected by
the cost of our fuel and the need to look after the
environment. Some of us need to keep warm for
health reasons.

For others, condensation causing damp in the home
can be an issue. If you would like more information about
saving energy, keeping warm, free grants or the other
schemes that are available, please contact Warm and Well on 0800 512012.
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4. Service Charges

Why do | have to pay service charges?

When you bought your lease, in effect you became a “shareholder” in the building your flat is in.

This means you have a responsibility to pay your share of the costs of maintaining and managing the
building. If you owned a freehold house, you would have to pay all the costs of managing and

maintaining your house. As a leaseholder you share those
costs with your landlord and other leaseholders. If you have
not owned a home before, the cost of running it can come
as a shock.

As your landlord we have a duty to maintain the building
and charge you your share of the cost. We also have to pay
our share. The costs are shared among all the flats in the
block (unless a cost belongs only to 1 flat or to part of a
block) using a formula based on rateable values. Although
rates are no longer charged, rateable value is a useful
method of splitting the charges. Under the lease this is the
method we must use. This means someone in a big flat
will pay more than someone who lives in a small flat.

We try to bear in mind that some of our costs have to be
shared by you and other leaseholders. Some leaseholders
would rather we did not spend any money at all. But if we

did this we would not be doing our duty to our tenants and your investment
in your home would suffer. Because we maintain nearly 5,000 homes we get cheaper rates on our

repairs contract and we have a team of surveyors to look after your home. Government regulations
and our own rules covering contracts make sure our contractors give value for money.

How your charges are made up

Your service charges mainly cover the following costs:

/

-
Repairs, maintenance and improvements

« repairs and maintenance to your block
(for example, painting, repairs to the roof,
stairway lighting, lifts, fire alarms,
door-entry systems, window replacements)

« improvement work on the block or on your

flat (for example, new controlled door-entry
system, lifts.)

-
Day-to-day estate services

» communal cleaning

« television aerial rental/repairs

» grounds maintenance for shared garden
areas in your block

« insuring the building

« communal lighting and electricity

« district heating

» management fee.
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These costs will be listed on your service charges invoice. Normally you will get 1 invoice
for service charges and 1 for insurance every year, but sometimes (such as where repair
or improvement work has been carried out only on your flat, or you are being charged
for damage you have done) you may get a special invoice.

Costs are shared as follows:

 costs that apply to the whole block (such
as repairs, improvements and grounds
maintenance) are shared between all
council and leasehold flats in the block

» costs that apply only to 1 flat (such as
a special improvement or a charge for
damage) are charged just to that flat

» management costs are shared between all
the council’s leasehold flats (around 245
of them) according to a formula that takes
account of the amount of work we have
to put into managing each type of block

A

« insurance costs are shared between all
council and leasehold flats, based on the
amounts insured. We go to a lot of trouble
to make sure you are only charged for costs
that belong to the block you live in.

You do not have to pay for insuring
anyone else’s home.

Estate services explained in detail

Your lease agreement will explain what services we

can provide and charge for. These services are

summarised below. Some, such as insurance and

maintenance, are explained in more detail
elsewhere in this handbook.

Commune g st blocks of flats. We clean the co
of this service are s
the block’s rateable value.

We provide a cleaning service to mo .
and the windows once a year. The COsts
value of your flat compared to

mmunal areas once a week
rateable

hared in proportion to the
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Grounds maintenance

For blocks of flats we usually arrange to maintain the communal gardens to ensure that they are
clean and attractive. This will include sweeping, mowing grass, pruning shrubs and trees and
planting or re-planting where necessary. The costs

of this service to the block are shared in proportion

to its rateable value compared to the estate’s total
rateable value.

Landlord’s electricity Sl.llpplifi‘.;

are metered suppties Tor
I::Jleord’s services, which will include
power for door-entry phqne systems,l
aerial boosters, lighting in communa
hallways and landings and external
security lights and lifts. The chargis
for your block, if any, depend on the
block’s rateable value.

Management charge

Service contracts

For blocks of flats we have regular service contracts for
lifts, door-entry systems, fire services and the landlord’s
electricity supply. The charges for your block, if any,
depend on the block’s rateable value.

making inspection visits

consulting you and other leaseholders about
management arrangements and

planned maintenance

monitoring service agreements with

other providers

various expenses for office accommodation,
such as rent, heating, lighting

arranging for contractors to carry out
repairs and maintenance to the building
and related administrative work.

g Our management charges cover the following:
 providing housing management to the estate
« calculating service charges
« collecting and accounting for
payments received
« arranging buildings insurance and making
claims for the structure and common parts
as necessary
« supporting you if you need to make a claim
under the block insurance policy
 providing newsletters and handbooks and
responding to customers’ queries
\
Insurance

Insurance is complicated and this section
of the handbook gives only a brief summary
of the arrangements that apply to most

of the Council’s leasehold properties.

In summary, we insure the buildings,
including the structure of the block where
you live. You are responsible for insuring
the contents of your home and personal
belongings - we do not insure these. We send
you details of the buildings insurance every
year, and send them to new leaseholders

on the completion of the sale.
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What is covered?

The buildings insurance policy covers damage caused by:
« fire, smoke, explosion, lightning « falling trees or branches or collapse of TV
or earthquake or radio aerials
« riot, civil commotion, malicious damage  theft or attempted theft
« impact by aircraft, animal or vehicle « subsidence, ground heave or landslide
« storm or flood subject to an excess of £1,000
» escape of water or oil e terrorism.
.

You are also covered for damage to fixed glass(eg, windows) and sanitary ware (eg, toilet pans).

How much am | insured for?
You have to pay your buildings insurance premium annually.

The amount you are insured for will depend on the valuation of your property, and will be
the greatest of:

e the minimum amount that the « the amount you request.
insurers recommend

» the amount your mortgage provider requires
you to have

\

Our buildings insurance policy is index linked, which means the amount insured goes up
automatically each year in line with rebuilding costs. However, if you feel your property is under-
insured we can increase the amount if we receive a written request from you. You should regularly
review the amount insured and take into account any improvements or alterations that may affect
the value of the property. The insured sum should reflect the cost of restoring the property as it
was before (called reinstatement), which may differ from the market value.

If your mortgage company requires a copy of the buildings insurance policy, we can give you

a summary of the cover.

If you think the insurance cover is unsatisfactory or the premiums are too high, you can apply to the
Leasehold Valuation Tribunal for a review of the policy.

Leaving your property empty
Your insurance cover will be affected if your : i ver for all the
home is empty for more than 30 days atya time. Conten;f;?E:r;znssa‘sr;\;‘s: S;J;Oyour home,

In this case you will not be covered for malicious M ture, clothing and carpets.
damage, escape of water or theft. If your such as furmitt fance is completely separate
property will be empty for a long time, you This tzﬁee g;i]lg?::gs insurance mentioned
should let us and the police know how to contact frl;)m You don’t have to have contents

you if necessary and also arrange for someone a ove.nce but it is wise to do so.

to check the property occasionally. INSUrance,

Home contents insurance

Making a claim

If your property suffers damage and you want to make a claim on our buildings insurance, you should
contact the Council’s Insurance Section on (01452) 396422 or 396416. They will send you a claim
form, which you should return with estimates for the repairs. The Council will send it to the insurers.
For subsidence claims, you have to pay the first £1,000.

For more information on the insurance policy and cover, please contact the Council’s

Insurance Section on (01452) 396416 or 396422.
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The first five years

If you buy a council flat as a secure tenant under the Right to Buy, we have to tell you how much
your service charges are likely to be in the first 5 years. To do this we have to think about what we
may need to do to your block in this time and how much it is likely to cost.

Once we have estimated your repair and improvement costs for the first 5 years, we cannot charge
you more than this (except for an allowance for inflation). If we find we have over-estimated, we
will only charge you what it actually cost. This period is called the 5-year “protection period”.

This 5-year protection period applies to repairs and improvements from the date the first buyer
buys the lease. If you sell the lease within this time, the next buyer is entitled to what is left of the
5-year “protection period”. There is no new 5-year period each time the lease is sold on.

Your Right to be Consulted

Section 20 of the Landlord and Tenant Act 1985 (amended by the Commonhold and Leasehold Reform
Act 2002) gives you a Right to be Consulted about major repairs to your block. “Major repairs” means
any job or contract that is expected to cost more than £250 to any 1 leaseholder, or any long-term
agreement that will cost more than £100 each year. However, these amounts could change.

. N
If we expect a job to cost more than this amount we must consult you by:
» giving you a full description of the « giving you at least 2 cost estimates from
work needed different contractors
« inviting you to nominate a contractor « giving you at least 1 month to give us
« telling you who to send your comments to your comments.
\

We will usually write to tell you these things. We may also put up a notice in the entrance of your
block, and if you have a recognised leaseholders’ association we will write to them. We will give
you the name and phone number of a council officer you can speak to about this job. These rules do
not apply if we have to start work urgently because of a genuine emergency (such as roof damage).

We will always tell you in advance about major improvement work and give you time to comment
before we start work. We will give you an estimate of what we expect your share of the cost to be.
Please tell us if you think we have not consulted you properly about major work.

How you get your bill

Every year around 1 April we will send you an invoice for the building insurance charges for the
coming year.

The statement will also list the repairs you are being charged for.

Around September each year we will send you an invoice with an “annual certificate
of charges” for the previous financial year, which shows the charges for:

« repairs and maintenance for the year « communal lighting (if there is any)
» grounds maintenance (if we provide it) « managing your block or estate for the year.
o communal cleaning
\ J
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Paying your bill
We want to make it as easy as possible for you to pay your service charges, to avoid you getting into
debt, and if you get into arrears, to get the help you need to pay them off as soon as possible.

There are 2 options for paying your bill:
» You can pay the full amount within 28 days. < You can ask to pay by monthly instalments.

We try to make it easy for you to pay your service charges by offering several ways for you to pay.

. N
These are:
o direct debit through your bank or « by telephoning our Customer Services
building society. This is the most popular Team on 0800 408 2000 during Monday
way to pay and a growing number to Friday 9am to 5pm
of leaseholders prefer it « over the counter at the City Council’s
o our website’s online payment facility cashier’s office at the Herbert Warehouse,
« our automated telephone payment service Gloucester Docks, between 10am and 4pm
on 0845 155 600, 24 hours a day on Monday, Tuesday, Thursday and Friday
or between10am and 3pm on Wednesdays.
\ J

The benefits of direct debit

Direct debit is by far the best way to pay monthly instalments. You simply fill in the direct debit
instruction we give you with our bill and send it back to us. Your bank will then pay us the monthly
agreed amount. You don’t have to remember to pay your bill and you don’t have to queue at the
payment counter.

If the amount of your direct debit changes, we will always tell you at least 14 days before.
If we make a mistake with your direct debit, we promise to put it right straight away. Your bank
also guarantees to give you your money back if they make a mistake.

If you have difficulty paying your service charges
If you find you cannot pay your service charge bill straight away, don’t ignore it! It will not go away
and you could end up losing your home if you don’t try to pay it.

( There are also ways we can help you spread the cost of a large bill: )
» Ask to pay by monthly instalments. « If you cannot afford to spread the cost over
This will allow you to spread the cost over 1 year, you may wish to consider getting
12 monthly payments. a loan, which may spread the cost over

several years.
\

First, find out whether you are entitled to any benefits. Leaseholders cannot get housing benefit,
but you may be entitled to council tax benefit and perhaps income support. See the section
“Claiming benefits”.

A loan may be useful for dealing with a bill that is unusually large because of a special job, such as
window replacement or refurbishment of your block. It may not be so useful for dealing with an
ordinary annual charge if you are likely to get the same charge again next year. You will still be paying
the loan charges on last year’s bill when you have to start paying next year’s. So please think carefully
about whether a loan is the best thing or whether you would be better off trying to pay the bill in the
current year by monthly instalments. Please get independent financial advice if in doubt.
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There are 3 main types of loan you could get to cover all or part of your service charges:

 an ordinary bank loan (ask your bank  a secured service-charge loan from us
for details) (see the next section).
» a secured loan*

*a secured loan is one that is ‘secured’ against your property, like a mortgage. It means that the lender has a right to recover the
loan from the value of your property (by selling it if necessary) if you do not make the proper repayments.You could lose your home if
you do not keep up the payments on a secured loan. You should always get independent financial and legal advice before proceeding.

The next section tells you about secured service-charge loans we can give you. If you want to apply
for a loan, if you want to pay by monthly instalments, or if you have any other difficulty paying your
service charge bill, please contact our Leasehold and Home Ownership Team on 0800 408 2000

or (01452) 396555.

Service-charge loans

If you are the leaseholder and you bought your lease under the Right to Buy (whether you are the
original buyer or not), you may have the Right to a Loan to cover service charges for repairs carried out
by your landlord.

For this to apply, your landlord must be the housing authority that granted the lease or another
housing authority. (“Housing authority” includes registered housing associations and unregistered
co-operative housing associations, but not other co-operative housing associations.)

Generally, you exercise the Right to a Loan against your landlord: the loan takes the form of a right
to leave the service charge outstanding for a certain period while paying only interest on it.

You have the Right to a Loan only for charges for repairs carried out by the Council to:
« the flat « the building or land that the flat is part of
Also, the charges must be payable within 10 years from the day the lease was granted

(or within 10 annual payment cycles if the lease specifies that the payment year starts
at a different date from the day your lease began).

\
What service charges may qualify for a loan?

How much am | entitled to borrow?

You have the Right to a Loan when the service charges payable for any purpose, not just repairs,
in 1 accounting period total £1,500 or more. (Service charges in separate demands may be added
together for this purpose.)

The accounting period is the annual period stated in the lease for which charges are calculated.
If no period is specified, it will be the 12 months starting with the grant of the lease and
successive 12-month periods afterwards.

You may borrow the amount in the service-charge bill for the accounting period, less £1,500,
but only for charges for repairs.

The loan must be for more than £500. You may not borrow more than £20,000 (including earlier
loans that you have not yet paid off).

All the figures mentioned above will be adjusted for inflation each January in line with the retail
prices index.
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What will be the terms of the loan?

You will have to repay the loan by equal instalments of principal (the amount borrowed) and
interest over 3 years for loans under £1,500, 5 years for loans of £1,500 or more but less than
£5,000, and 10 years for a loan of £5,000 or more. You can choose to

pay over a shorter period if you wish.

You may have to pay interest at the local authority
mortgage interest rate. We can also charge up to
£100 to cover our administrative expenses.

The loan will be secured by a mortgage of the flat.

How do | apply?

We must tell you whether or not you will be
eligible for a loan when we send you a demand
for service charges. If you want a loan, you must
respond in writing within 6 weeks.

What if | intend to dispute the charges?
You can claim a loan while making it clear that you
do not accept that the charges are right.

What if | disagree with my charges?

« First tell our Leaseholder and Homeownership
Team straight away — they will look at your
account again and make sure it is correct.

« If you are still unhappy with what they tell
you, write to our Leasehold and Home
Ownership Manager Gloucester City Homes,
Atlantic Suite, Southgate House,

Southgate Street, Gloucester GL1 1TUW
(you need to be clear exactly what charges
you disagree with and why).

We will always try to work out your charges properly and fairly, but if you think we have
made a mistake or charged you for something you haven’t had, please do the following:

« If you still think you are being charged
unfairly, you can apply to the independent
Leasehold Valuation Tribunal (LVT).

LVTs were set up under the Housing Act

1996. Either you or we (as landlord) can

apply to the tribunal to settle a dispute

over charges. The LVT will decide whether:

 the cost of the services we are charging
for is reasonable

» the work being charged for is of a
reasonable standard.
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You cannot appeal to a tribunal if:

 a court or tribunal has already made a
judgment about your charges

« you have already agreed that the charges
are correct.

The tribunal may decide that you must pay all the charges,

or it may decide that we must reduce our charges to you.

Once the tribunal has made a decision both you and we are
bound to accept it.

Currently, the tribunal can charge up to £500 to hear your case.
They may or may not decide to charge either side costs.

They are more likely to charge you costs if they think your
claim is unjustified.

If you want an LVT to consider your service charges, tell us —
we will explain how to go about it. You can also ask advice
from an organisation such as the Leasehold Advisory Service.

Remember, if you think your charges are wrong, tell us first
— we will try to sort it out.

What happens if | don’t pay my charges?

Your lease is a legal contract between you and the Council. Under
the lease you have to pay all the Council’s reasonable charges for managing and maintaining your block.
If you refuse to pay your charges you are breaking the contract, and we can go to court to have
your lease “forfeited” after a decision by the LVT. If the court decides that you have seriously

broken the terms of your lease, it may end the lease and give us possession of your flat. You would
lose your home and would not usually get any payment or compensation.

If you have a secured loan on the flat from a bank or building society, we would tell them before we
started legal action.

As they have a legal interest in the property, they could decide to pay the bill themselves and then
take their own legal action against you.

We hope that things never get to this stage, but it does happen and people do lose their homes.

If you have difficulty paying your charges we will always try to help, but if it becomes clear
that you are not trying to pay your charges we can:

« apply to an LVT for a decision that your

« apply to the court for your lease to be
charges are fair

forfeited and to repossess your home.
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5. Claiming benefits

If you are on a low income, you may be entitled to various benefits that can help you.
As a leaseholder, you may be able to get help from:

e income support « council tax discounts (whether or not you
 council tax benefit are on a low income).

You can get a range of benefits, depending on your circumstances. The Customer Services
Centre at Gloucester City Council’s Herbert Warehouse can give you information on the benefits
you can get as a homeowner — phone them on (01452) 396497 or call into Herbert Warehouse.
You can also contact the Benefits Agency on (01452) 366000.

Claiming income support
If you are on a low income, you may be entitled to income support. This can help you with your
household bills. It can also help pay some of your housing costs.

4 N
Income support can help towards most of your service charges, including:
* management fees  cleaning shared areas
 insurance « interest on service charge loans.

e minor repairs

Income support does not pay for:

e major repairs*  heating provided by the landlord.
» improvement work*

N

*You can get income support to pay the interest on some loans for major work and improvements, but the rules are complicated -
ask for more details if you think you may qualify.

If you think you may be entitled to income support contact the Benefits Agency, Spa Road,
Gloucester - phone (01452) 366000.

Council tax benefit
If you are on a low income and have less than £16,000 in savings, you may be able to get help
towards paying your council tax. Council tax benefit is paid whether or not you are in work and may
be paid on top of other social security benefits. If you qualify for council tax benefit, it will be
taken off your council tax bill as a rebate. This will not directly

affect your service charge bills but it can save you money.

Second adult rebate

If you have to pay council tax and the only person living
with you is on a low income or is ignored for council tax
purposes, you may be able to get another type of council tax
benefit called second adult rebate. You get this only if the
other person living with you is not your partner or spouse or
a joint tenant. However, the rules are complicated, so if you
are unsure phone the Council’s Benefits Section on (01452)
396497 or the Citizens Advice Bureau on (01452) 528017.

If you put in a claim and qualify for council tax benefit, you
will be paid either council tax benefit or second adult rebate,
whichever is higher.




How do | claim council tax benefit?

If you claim income support, the Benefits Agency should give you a form for council tax benefit
when you apply to them. You will still need to fill in the Council’s benefit application form as well.
Council tax benefit only lasts for 1 year and then you have to re-apply, even if you are on income
support. Do not ignore the re-application form that will be sent to you, or your benefit will stop.

If you think you may be able to get council tax benefit you should:
» go to the Benefits Enquiry Counter at » write to The Benefits Section,
Gloucester City Council Herbert Warehouse Herbert Warehouse, The Docks,
» phone Gloucester City Council Benefits Gloucester GL1 2EQ.
Section on (01452) 396497 or
\ J

Council tax reductions and discounts
As well as council tax benefit, certain reductions and discounts may mean you pay less council tax.
Any reductions or changes to the amount of council tax you pay should be shown on your bill.

These may be:
« Single person discount

If there is only one adult living in your flat, your council tax bill will be reduced by 25%.
Some people will not be counted when looking at the number of adults living in a home,
so if you live with an adult who is “discounted” for council tax purposes, you should still
get single person discount.

\ J

. A
« Disability reduction

You may get a reduction in the amount of council tax you have to pay if you, or someone
who lives with you, is disabled and has:

 a specially adapted room « extra space in your home, or adaptations,
» a second toilet or bathroom added for the because they use a wheelchair.
disabled person or
\ J

How to find out more about council tax discounts and reductions:

For more information contact Gloucester City Council Revenue Services, phone (01452) 396495
or write to them at Gloucester City Council, Herbert

Warehouse, The Docks, Gloucester GL1 2EQ
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6. Buying, selling (and losing) a leasehold flat

Buying a leasehold flat (if you are thinking of becoming a leaseholder)

. N
There are 2 ways to buy a council flat:
» Under the Right to Buy if you are a council « By buying the lease from the present
tenant and you are already living in the flat leaseholder (if the flat has already been
(and you meet certain conditions) - this is bought under the Right to Buy and is being
called the grant of a lease. sold again) - this is called the assignment
of a lease.
-

In both cases you should get a solicitor to act for you, or at least someone who is legally qualified
to protect your interests in buying the flat. It is important that you know what charges are owed on
the property so that you can deal with them before the sale.

If you buy the flat from the previous leaseholder, you should tell us straight away. As landlord we have
the right to know who is responsible for the flat. Under the lease, the seller is usually responsible for
formally notifying the Council, and for paying a fee to register the assignment (currently £40).

You have the right to mortgage your flat to a mortgage lender.

Selling your flat

You have the right to sell your flat as long as you tell us within 1 calendar month after the sale.
Your solicitor should check details of all ground rent, service charges and insurance policies, so that
these can be taken into account when the transfer is completed. We charge a fee to register a
transfer (called the assighment of a lease) and to record the interest of the bank or building society
if you have a mortgage. The fee is currently £40 in each instance. You should notify Legal Services,
North Warehouse, The Docks, Gloucester GL1 2EP.

There are rules for passing on a flat when you die, depending on whether or not you have a will.
You should get your own independent legal advice on how to do this.

Losing your home by forfeiture or repossession
In some circumstances the Council or your mortgage lender could apply to the courts for possession
of your home:

Forfeiture
Forfeiture is where the Council applies to the court to end your lease because you have broken the
lease conditions.

This could happen if:

» you do not pay your service charges e you cause nuisance and/or harassment
» you neglect or damage the property to your neighbours.

If the court decides that you have seriously broken the terms of your lease, it may end the lease
and give us possession of your flat. You could lose your home.

Forfeiture is drastic. As a responsible landlord, we only use it when we have to, to protect the
interests of the Council, its tenants and other leaseholders. With overdue service charges, we will
always try to help people who have genuine money problems.

Before applying for forfeiture for unpaid service charges, we would have to satisfy a Leasehold Valuation
Tribunal that the charges were reasonable and the leaseholder had not tried to pay them. For other
breaches of your lease, we would have to serve you with a notice requiring you to put matters right
within a reasonable period. If you did not comply, the council could begin court proceedings. 23 >




Repossession by a mortgage lender

If you have taken out a mortgage to buy your flat, your mortgage lender has a “legal charge” on your
home. This means they can apply to the courts for repossession if you do not pay your mortgage.

If the court grants possession, they have the right to evict you, sell your flat and take what you owe
them out of the proceeds. They must give you anything left over, unless someone else (such as the
Council as your landlord) also has a legal charge on the property for money you owe them.

If you have difficulty paying your mortgage or service charges, ask for help. Do not leave it until
you are about to be evicted. We will always try to come to an arrangement over service charges,
and mortgage lenders will always be willing to discuss terms for making mortgage payments.

Contact our Leasehold and the Home Ownership Team and ask for advice if you think you are
at risk of losing your home because of unpaid service charges or a breach of your lease.

You should get help from a solicitor or one of the advice agencies, such as the Citizens
Advice Bureau, if you have difficulty paying your mortgage. Do not leave it until it is too late!

Council buy-back of leasehold properties

Currently the Council will only buy back leasehold properties in Clapham Court, Kingsholm (if money
is available at the time). This is to return these properties to fully sheltered accommodation.

We may also consider purchasing your home if you have need under homeless legislation.

Buying the freehold of your block - enfranchisement

If at least two-thirds of the residents in your block are leaseholders, you can apply jointly to buy
the freehold of your block and manage it yourselves. This is called “enfranchisement”. If you and
your neighbours qualify under the enfranchisement rules, we cannot refuse to sell you the freehold.
. ™

However, there are some things you should consider:

» You would own your flat in “commonhold” » You would no longer be able to call on the
with your neighbours and you would need Council’s housing service if you had
to form a management committee for problems with your neighbours (unless
the block. they were our tenants).

» As the Council would no longer be your « If you get on well with your neighbours,
landlord, you would all be jointly you would have more say in the way your
responsible for the maintenance and block is managed and the money that is
management costs for your block. spent on it.

- J

If the block still had at least 1 rented council flat,
we would be represented on your management
committee. You would charge us for our share

of management and maintenance costs.

You can only apply for enfranchisement if at least
two-thirds of the flats in your block are leasehold.
If you are interested, you should discuss it with
your neighbours and get independent advice from
a solicitor or the Citizens Advice Bureau.

The Leasehold Advisory Service also provides
useful information and guidance.
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Sub-letting your home - lodgers and sub-tenants
A lodger is someone who shares your home, usually for payment. A sub-tenant is someone who rents
the whole or part of your flat when you are not living there.

You have the right to take in lodgers. You do not have to ask our permission but you should let us know.

Lodgers have different rights from you. So if your mortgage lender or landlord repossessed your flat,
they could be evicted.

You have the right to sub-let the whole or part of your flat but first you may have to get a deed

(a kind of formal agreement) from the person you are letting to, promising to observe all the terms
of the lease. You should get a solicitor’s advice when preparing this document and be aware that you
will be responsible for the Council’s legal costs in connection with it. At all times, you should ensure
that your tenant does not breach the lease in any way, as any breach will be your responsibility.

If you have a sub-tenant, you become their landlord and you could be creating a tenancy. You could
have great difficulty making your sub-tenant leave if you wanted your flat back. You could also have
difficulty selling your lease if you have a “sitting tenant”. Whenever you sublet you should take
legal advice to prevent such difficulties. Ask a solicitor or an advice agency how to make sure you
are legally protected.
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/. Management of your block

Living in a flat
If you live in a flat or maisonette, it is important to bear in mind that what you do affects
your neighbours.

. ™
So please remember:
» not to let children play in or about the » to keep pets under control
landing, stairway, lift or any of the » to be a good neighbour. Remember that
communal areas under your lease agreement you have a duty
» not to make unreasonable noise, especially not to cause a nuisance or annoyance to
at night or early in the morning your neighbours. You are also responsible for
 to help keep the shared areas clean and tidy making sure that your family and visitors
» to maintain private gardens to your home do not annoy your neighbours.

A

Shared areas and services

We are responsible for maintaining the shared areas in your block, but everyone living in the block
has a common responsibility to keep them reasonably clean and use them properly.

Remember that you pay a share of the cost of maintaining shared areas, so if you see someone
causing damage to or misusing stairways, landings, parking areas, lifts, drying areas, rubbish chutes,
security doors and other shared facilities, tell your Neighbourhood Management Officer at once.

If you can get evidence of who caused the damage, we may be able to charge them for it.

If you receive a cleaning service:

o we will clean the windows in these blocks e we will clean indoor and outdoor communal
of flats once a year; areas in these blocks every week.

If you have communal grounds and drying areas around your block, we will maintain these during
the year. This includes grassed areas, borders, paths, trees and drying areas.

If one of the shared areas in your block needs repair, please report the matter. Do not assume that
someone else will do it. If the lights are out on the stairs, please report this immediately.

You and your neighbours
As a leaseholder with the Council, you have the right to enjoy your home in peace and quiet, and
your neighbours have the same right.

If you cause a nuisance or annoy your neighbours, you are breaking the terms of your lease
agreement. You may also be breaking the law.

If you have a problem with your neighbours, the first thing you should do is talk to them.
They may not realise that they are causing you a problem, so be friendly and do not lose your temper.

Noise - how we can help

If you cannot sort out your problem by talking to your neighbour, you should talk to your Neighbourhood
Management Officer or contact the Council’s Environmental Health Pollution Team (or both). They will
be able to tell you about your rights and explain what we can and cannot do to help.

If you contact your Neighbourhood Management Officer, in most cases they will talk to your neighbour
about the problem. They can also send a written warning if they feel it will help the situation.

Your Neighbourhood Management Officer will agree an action plan with you, which may also include
referring the case to Environmental Health. This may lead to legal action against your neighbour and
you may have to give evidence.
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You could also take legal action yourself by asking the County Court to grant an injunction to stop
the noise, if you can prove your health, comfort and convenience have been upset. To do this you
would need to get independent legal advice.

Legal action in nuisance cases can be long and difficult, so always try to speak to your
neighbour first to reach a friendly agreement. But remember, you don’t have to put up with
inconsiderate behaviour, so tell your Neighbourhood Management Officer if it doesn’t stop.

Domestic abuse
We are committed to tackling all forms of domestic abuse, and anyone found committing it is in breach
of their lease conditions. This could lead to legal action and ultimately to them losing their home.

Domestic abuse is a serious problem. If you or a member of your family is experiencing domestic
abuse, we will investigate it thoroughly and do all we can to stop it.

Domestic abuse means “any incident of threatening behaviour, violence or abuse (psychological,
physical, sexual, financial or emotional) between adults who are or have been intimate partners

or family members, regardless of gender or sexuality”.

If you experience any form of domestic abuse, please contact us and report the incident.

/

We will:
¢ where violence has been threatened or

occurred - speak to you on the same day
as your complaint to discuss and agree
the action you would like taken

where no violence has been threatened
or occurred - speak to you within 2
working days of your complaint to discuss
and agree the action you would like taken
remove any offensive graffiti within 1
working day

repair any damage to your property within
1 working day

provide advice and assistance on making
your home more secure if there is a risk
of further abuse

provide ongoing support, with the help of
partner agencies if appropriate, to help you
cope with any stress or trauma

work with the police and other agencies

to protect you and any other witnesses

take action against those who are committing
the abuse, using injunctions, possession
proceedings or Anti-Social Behaviour Orders,
or supporting criminal prosecutions
recommended by the police to the

Crown Prosecution Service

work with other agencies to help perpetrators
realise why they are acting in this way and to
find ways of helping them avoid doing it again.

You can help us by:

 reporting any abuse to us quickly

» keeping us informed of any changes
in your circumstances

« letting us know what you think about the
service we and other partner agencies
give you.

A

If you prefer, you can get independent advice from:
Gloucestershire Domestic Violence Support and
Advocacy Service - telephone: 01452 500115




Hate crimes (including racial and other forms of harassment)
We are committed to tackling all forms of hate crime, and anyone found committing it is in breach
of their lease conditions. This could lead to legal action and ultimately to loss of their home.

Hate crime is a serious problem. If you or a member of your family is experiencing hate crime,
we will investigate it thoroughly and do all we can to stop it.

A hate crime can be verbal or physical. It can be an attack on a person or on a property, an

individual or a group.

-

It can include:

« verbal or written abuse, for example
spitting, threats, theft, offensive items
left on doors, telephone calls

 physical assault

-

« incitement, for example stirring up racial
hatred by using petitions, leaflets or stickers

« damage to property or

e arson.

/

Harassment includes physical attacks on people and damage to property, and also verbal abuse and

other behaviour that deprives people of the peaceful enjoyment of their homes.

-

We will:

» where violence has been threatened or
occurred - speak to you on the same day as
your complaint to discuss and agree the
action you would like taken

« where no violence has been threatened or
occurred - speak to you within 2 working
days of your complaint to discuss and agree
the action you would like taken

« remove any offensive graffiti within 1
working day

 repair any damage to your property within
1 working day

» provide advice and assistance on extra
security to your home if there is a risk of
further abuse

« provide ongoing support, with the help of
partner agencies, if appropriate, to help you
cope with any stress or trauma

« work with the police and other agencies
to protect you and any other witnesses

« take action against those who are committing
the abuse, using injunctions, possession
proceedings or Anti-Social Behaviour Orders,
or supporting criminal prosecutions
recommended by the police to the
Crown Prosecution Service

« work with other agencies to help perpetrators
realise why they are acting in this way and
work out ways to help them avoid doing
it again.

You can help us by:

 reporting any abuse to us quickly
» keeping us informed of any changes
in your circumstances

.

« letting us to know what you think about the
service we and other partner agencies
give you.

If you experience any form of harassment, please contact us and report the incident.

If you prefer, you can get independent advice from:

Gloucester Citizens Advice Bureau Tel: 01452 527202 or Gloucester Law Centre Tel: 01452 423492
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Tackling anti-social behaviour

We take anti-social behaviour very seriously. Please tell us if you have a problem so that we can
help. Through the Safer Estates Agreement, we work closely with the police to reduce crime
and anti-social behaviour on our estates. We also work closely with the Environmental Health
department, youth services, social services, schools and other agencies such as Victim Support
to resolve such problems.

Tenants talking to each another can also resolve many problems. Your neighbour may not be aware
they are causing a problem.

If you do not feel comfortable talking to them, please contact us. You can report things to us in
confidence. Remember, we need your help to make the estates pleasant and safe places to live.

Anti-social behaviour can take many forms. We have talked to our tenants and we know they would
like us to take a firm line, which we have agreed to do.

Please think about the effect you and your family’s behaviour may be having on your neighbours.
The following are examples of anti-social behaviour that breach your lease:

« Verbal abuse » Persistent door knocking » Violence - using or
o Assault and running away threatening to damage
« Begging e Dropping or throwing items another person’s property
« Vandalism from balconies or windows or possessions
« Under-age smoking » Interference with security e Rubbish dumping
or drinking and safety equipment in e Using, owning or storing
« Emotional abuse communal blocks an offensive weapon
« Harassment e Door slamming « Spitting, urinating or
o Graffiti » Excessive or prolonged defecating in a communal
» Vehicle crime dog barking area
« Threatening behaviour » Dog fouling « Riding cycles, mopeds,
» Prostitution » Offensive drunkenness mini motos, motorcycles
« Abandoned vehicles o Drugs - dealing or selling etc anywhere except on
e Throwing missiles » Solvent - dealing or selling the public highway
« Trespass » Playing ball games close to « Damage to property owned
» Loud noise, eg, having someone else’s property by the Council, Gloucester
music or TV on too loud » Theft or other criminal City Homes or partners
e Arguing loudly offences working for us.
If you are suffering anti-social behaviour, contact us immediately.
. N
We will:
» contact you within 5 working days in non- « work with you to try to resolve your
emergency cases or within 24 hours in urgent problem, and explain clearly what is
cases. Emergency cases should be happening at each stage
immediately reported to the police « jointly work with the police and any other
« if necessary, arrange an interview with you agency that may be able to help resolve
within 5 working days in non-emergency the problem
cases or within 24 hours in urgent cases  consider legal action against any person who
« discuss the situation and advise you on the continues to behave in an anti-social way,
options that may be available to help including taking court injunction and
resolve the problem, such as mediation, possession proceedings, or an Anti-Social
voluntary agreements, legal action Behaviour Order, or supporting criminal
» help you keep a detailed diary of events, prosecutions recommended by the police
which will help us gather any evidence to the Crown Prosecution Service
needed to take further action « work with the police and other agencies
to protect you and any other witnesses. 29 >




You can help us by:

 reporting any anti-social behaviour
to us quickly
» keeping us informed of any changes

in your circumstances
- J

Pets

You must normally get permission from the Council before keeping any pets at the property. If you
are given permission to have a pet, you must make sure that it is kept under control and does not
annoy neighbours. This is a condition of your lease. If your pet does cause a nuisance, we will ask
you to control its behaviour; or, if this does not solve the problem, to find a new home for your pet.
If you are thinking of getting a pet, you should think carefully about whether it is suitable for living
in a flat. If you have problems with dogs (your own or someone else’s), you can ask the Council’s
dog warden to help. See the list of useful contacts at the end of this booklet.

« letting us know what you think about
the service we and other partner agencies
give you.

Gardens

If your flat has a garden specifically allocated to it, you are responsible for keeping it clean and
tidy. You should not allow rubbish to build up as it may cause a health hazard and encourage mice
and other pests. You may also be responsible for the repair or replacement of the boundary fencing.
If there are shared gardens round your block we will maintain them, but you can help by not
dropping litter and not parking on the grass. Remember that you pay service charges towards
maintaining shared gardens, so please help us keep maintenance costs down.

Satellite dishes and TV/radio aerials

If you want to fit a satellite dish or aerial on the outside of your flat, you must get our permission
in writing. We will not normally refuse as long as it is installed properly. You may also need planning
permission. See the section on “Making your own alterations” which explains how you go about
getting permission from us.

Car parking
Most blocks of flats have shared parking areas. Some flats and maisonettes have their own driveway
to park on.

Parking in shared areas is “first come - first served”. No one has their own parking space.

. N
Please consider others when you park:

» Do not cause an obstruction - you could
prevent emergency vehicles from.
getting through.

» Do not park on the pavement - it is against
the law.

« Do not park in your garden unless you have
a hard-standing and a dropped kerb, which
has been approved by the Council.

» Do not park lorries and trucks on residential
streets and especially in shared parking areas.

\.
You can do minor repairs to your own vehicle in a shared parking area, at the roadside or in your
garage, as long as you do not disturb your neighbours. You should not do major repairs to your own
vehicle or do repairs for other people, whether for money or not. Cars that are not taxed or seem
to have been abandoned will be removed.

Sensible use of shared parking areas helps you and your neighbours - tell your Neighbourhood
Management Officer if someone is causing a nuisance in your parking area.
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Garages and parking spaces

Near most blocks of flats we have garages and parking spaces to let. In some areas there is a
waiting list for garages. If you want to rent a council garage, ask your Neighbourhood Management
Officer for details.

Refuse

The Council will take away all normal household rubbish as part of the weekly refuse collection
service. You should use the bin chutes or bins provided. Try not to block the bin chutes by putting
too much rubbish in at once. If you have other types of rubbish, such as old furniture, you can
either take it to the Civic Amenity Site at Hempsted or you can ask the Council’s Environmental
Services Division to collect it on (01452) 412244.

Rats, mice and other pests

If you have rats, mice, fleas, cockroaches or any other type of household pest in your home, contact
the Pest Control Section at Gloucester City Council Herbert Warehouse - phone (01452) 396396.
Currently there is no charge for clearing rats or mice in domestic properties; however, there are
charges for removing other pests. For more information, contact the Pest Control Section.

Condensation

Condensation can be a problem in flats if you do not have proper ventilation. It can be unpleasant
to live with and can damage plaster, decorations and window frames. Condensation often causes
black mould, which can spoil walls and ceilings and also clothes, curtains and carpets.
Condensation happens when moist air meets a cold surface, such as a window or a cold wall.
Double-glazing and cavity-wall insulation help to reduce the problem by keeping inside surfaces
warmer, but you may still get condensation if the air in your home is too moist. The moisture in
your flat comes from everyday things such as cooking, washing, bathing, and drying clothes indoors.

. N
To limit condensation:
« try to make sure that there is enough « paraffin and liquid gas heaters give off
constant heat in your home so there are water vapour as they burn and make
no cold surfaces for moisture to settle on condensation worse. Paraffin heaters
« try to make sure there is some ventilation can also be dangerous. Avoid using them.
in each room by opening windows or by
turning on extractor fans if you have them.

When cooking, put lids on saucepans, close
the kitchen door and open a window or turn
on the extractor fan

« try to dry clothes outside if possible.
If it has to be done indoors, keep a window
open and make sure your tumble drier is
vented to the outside

» when running a bath, run the cold water
before the hot to reduce the amount of
steam, and keep the bathroom door closed.
Afterwards, keep the window open and
leave extractor fans running until the walls
and windows are dry. Don’t let the moisture
escape into other rooms




8. Joining a tenants, leaseholders

or residents association

There are currently established tenant groups in Barnwood, Tredworth North, Tredworth South,
Podsmead, Elmleaze, Kingsholm, Westgate, Matson and White City. Each sheltered home also has
a residents’ committee. The groups in Kingsholm and Westgate have formed Tenant Consultative
Committees to enable them to have a more formal say in the management of their estates. If you
would like to join a group or to set up a group in your area, please contact us. We can help groups
get started and offer some funding to cover essential running costs.

. ™
We will:

» encourage residents groups where customers  « work in partnership with the police and
want to come together to discuss our services others, to enable resident groups to also
become Neighbourhood Watch organisations
and help reduce crime and the fear of crime

in their neighbourhoods

« in partnership with Gloucester City Council
and others, enable resident groups to
participate in Neighbourhood Partnerships

to comment on services provided by  provide you with training and support
members of the Gloucester Partnership information and pay reasonable expenses
(a partnership of statutory and voluntary for any travelling, childcare or both

agencies, community groups and businesses
providing a wide variety of services to the

people of Gloucester)
see www.gloucesterpartnership.org.uk/ » encourage under-represented groups of the
community to get involved

« identify areas where no tenant group exists
and target support in those areas

« attend, at their request, the meetings
of tenants and resident groups

» contact the group 14-21 days before the
meeting to identify issues and get relevant
partners to attend

» contact the group 2-3 days before the
meeting to identify any issues so that
we can give responses at the meeting

 respond within 5 working days to all
issues raised at the meeting.
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9.

Customer care standards

-

A

In general our staff will:

» be trained in customer care and will be
required to achieve Institute of Customer
Service qualifications

« resolve 80% of your enquires at the first
point of contact

» deal with all your requests, enquiries and
concerns within our target timescales,
which are given in more detail in the
specific service parts of the handbook
and on our website

» be courteous and friendly whenever we
speak to you

be neatly dressed

carry and show you our name and photo-
identification badges at all times

give our name whenever we are
communicating with you

treat your enquiry strictly in confidence,
unless you agree we can pass it to others

to help provide you with a service; or unless
the law requires us to give information,

for example for the protection of vulnerable
adults and children or the detection of crime.

Ve

o

When you telephone us, we will:

» aim to answer all telephone calls within
5 rings

» confirm you have got through to
Gloucester City Homes, give you our
name and ask you if we can help you

respond within 1 working day to requests
for a telephone call-back.

Ve

When you write, email or fax us, we will:

 respond to all letters within 5
working days

respond to all emails and faxes within 1
working day.

When you visit us at our offices, we will:

» see you at our reception desks within
5 minutes of your arrival

» see you on time if you have made
an appointment

 provide clear information on the outside
of the building on how to contact us by
other means, and show our normal office
opening hours, for people who visit our
offices outside normal working hours

normally put up notices advertising the
changed opening times at least 5 working
days before they take effect when closing
the offices for special reasons such as

bank holidays

offer you private interview facilities if your
enquiry is confidential.

When we contact you, we will:

 give our name, job and reason for
contacting you

« use plain language in a format
you choose

give you clear contact information for you to
reply to us.
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When we visit you, we will:

» make and keep an appointment with you

« tell you in good time if circumstances
outside our control prevent us from keeping
an appointment

show you our identity card and encourage

you to check that it is valid if you are not sure
leave a calling card with our name and
contact number if you are out.

In return we ask that you:

« are polite when speaking to our staff
» do not use foul or abusive language

» be patient with us at very busy times

A

provide information when we ask for it,
which will speed up your inquiry
attend appointments on time, to avoid
delaying other customers.

Thank you for your help and co-operation.

Attending the Leaseholders Forum

-

» The Leaseholders Forum is a meeting for all
leaseholders in which leaseholders can
discuss services provided by Gloucester City
Homes and, by invitation, other organisations
that supply services to leaseholders.

o We will provide you with training on how
to be an effective Forum member, and pay
reasonable expenses for any travelling
and childcare.

.

We will support the Leaseholders Forum
by consulting it on changes to policy and
procedures and sending Gloucester City

Homes’ representatives to discuss issues
of interest and concern to the Forum.

Service for Leaseholders

-

» provide a comprehensive range of advice
and services through our Leasehold and
Home Ownership team as set out in the
Leaseholders’ Handbook

» consult leaseholders generally on the range
and cost of services through surveys and
quarterly Leaseholder Forum

» consult leaseholders specifically before
carrying out major works or improvements
to your blocks of flats

As well as our general customer service standards, we will:
« maintain the common parts of your block,

itemise the work and clearly set out the
charges in your service charges statements

e carry out repairs to common areas to the

same timescales and standards as if you
were a council tenant.
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. A
You can help us by:

» paying your service charge when asked « not carrying out any structural alterations
and, if you dispute any part of your account, without consulting us first
continue to pay the amount due until « telling us if you want to transfer the
the dispute is resolved lease to another person.

 putting your concerns in writing to us
immediately if you dispute the service charge

Aiming for excellence
We also want to reassure you that we are providing nationally recognised excellent levels of service,

So we will aim to:

» achieve and retain a 3-star rating for our housing service with excellent prospects
for improvement

Our inspector for this standard is the Housing Inspectorate, which is part of the Audit Commission.
(See www.audit-commission.gov.uk or telephone 020 7828 1212)

» be within the top 25% for performance and the lowest 25% for costs of social housing
landlords in England

Our current independent benchmarking partner is HouseMark, which will be able to confirm our
performance in comparison with other social landlords. (See www.housemark.co.uk or telephone
024 7646 0500)

[ « obtain ISO9001, the international standard for Quality Management ]

Our current inspector for this standard is the British Standards Institution. (See www.bsi-global.com
or telephone 020 8996 9000)

 obtain “Investors in People” accreditation, the national standard for showing that our employees
are continually being trained and developed to deliver excellent services to their customers.

Our current inspector for this standard is Business Link Gloucestershire.
(See www.glos.businesslink.co.uk or telephone 01242 863863.)

For further information on any of these standards and the inspection organisations,
please contact us.
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10. Making a compliment, comment

or complaint

We aim to provide you with the best possible service at all times. However, we realise you may not
always be happy with what we do. If you contact us with a complaint, we will fully investigate the
reasons and take steps to put matters right as soon as possible.

To help us to continue to improve our service to our customers, we always welcome your
compliments, comments and complaints about all aspects of our service.

How to make a compliment, comment or complaint

If you wish to make a compliment, comment or complaint about any of our services, you can do
so by phone, text, email, online, in person or in writing using the information given in the
“Contact us” section.

If you are happy with our service or a particular member of staff

We are always pleased to hear when our customers are happy with our service or the customer care
of a particular officer. We can learn from these compliments and thank the officers involved in
providing the service. We may also be able to improve other services if you tell us what you
particularly like about how we do things.

If you have a comment on our service or a particular member of staff

We are equally pleased to receive your comments. While these may not always lead you to make
a full complaint, we will record and analyse all comments and use them to improve our services.
We will always let you know how your comment has affected the way we provide our services.

If you have a complaint about our service or a particular member of staff

If you complain that we have not provided a satisfactory service, we will respond and investigate
your complaint quickly and fairly. We will acknowledge your complaint the same day, telling you
the name of the person dealing with it.

We will try to resolve the matter straight away. If this is not possible, we will keep you informed while
we look into the matter, and will normally give you a full reply within 5 working days. However, if your
complaint involves a more complex investigation, we will agree a suitable response time with you.

If we have made a mistake, we will put the matter right and apologise for our error.
If you are unhappy with our response

We hope you will be happy with the outcome of your complaint. However, if you are dissatisfied
with our response, you can ask for the appropriate director to look into the matter again.

The director will then either review the case personally or ask a senior officer who has not
previously been involved in the complaint to carry out an investigation. If you are still unhappy,
you can ask our Chief Executive to look at the case.

overnment Ombudsman

Local G
o een unable to resolve your

If you are still unhappy .
Yo\llj can contact either Gloucester City

Council, Executive Manager, Healthy L1v1tngr,
Herbert Warehouse, The Docks, Glouc'es e
GL1 2EQ. Tel 01452 522232,.or your c1ty o
councillor, to ask for a housing complain

be investigated independently.
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11. Equality and diversity

We recognise that we live in a diverse and multi-cultural community. We will regularly consider how
this affects the way we should deliver our services and how you wish to receive them.

This section includes information on:
« fairness and equality « meeting the needs of a diverse community.

Fairness and equality

. ™
We will:
 always treat you fairly and impartially » ensure that we consult all sections of the
» provide you with the same consistent high community so that all customers have a
standard of service wherever you live in the chance to express their views and be
city, whatever your age, gender, ethnicity, involved in shaping our services
disability, religion, or sexuality  receive regular training and updates
 regularly monitor our services to ensure that on relevant laws such as the Disability
all applicants are treated fairly and in a Discrimination Act, the Race Relations Act
non-discriminatory way and the Sex Discrimination Act.
- J

Meeting the needs of a diverse community

We will value all our customers and recognise their diversity.

. N
We will ensure our offices are:
« fully accessible by people with mobility We will also take hearing loops with us to
problems, including those using wheelchairs customer meetings
» equipped with hearing loops to make it easy « family friendly so that adults accompanied
for people using hearing aids to hear us. by children can rest assured that children
can play safely while the adults talk to us.
\ J

We will make information available in a range of formats, including in writing, on the internet,
and via information boards and screens.

/

We will ensure our letters, leaflets and publications:

« use plain language

» can be provided, on request, in different
languages and other formats such as large
print, audiotape/CD/MP3 and Braille.




We will ensure that when we speak with you:

-
« we can do so in a variety of languages, including sign language, with the help of professional

translation services.

We will not tolerate:

» harassment of any kind, including racial, » domestic abuse or violence.
religious and sexual harassment etc. We will We will investigate any such incident
investigate any such incident in full and take in full and take appropriate action taken
appropriate action against the perpetrators against the perpetrators.

(those who carry it out)

You can help us by:

« letting us know if you have any special « letting us know if we are providing services
requirements, such as the need for us to to you in a way that best meets your
communicate with you in a particular way specific needs.

 reporting to us any incidents of harassment
or domestic violence
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12. Value for money

We want to ensure that we continually improve our services
and give you increasingly better value for money.

We are continually working to improve ou i
! | . . ) of our current performance in areas of T sorvice s Her
To achieve this we collect a range of information and will make | = meotantoyes” "

i € is a summ
our service that you id i

lentified
this available to you in different formats so that you can see ""“"“““SemmW e
for yourself whether we are improving and giving better value
for money.

-

We will:

» keep a detailed annual record of the quality,
level and cost of each of our services and
share this information with you.

This information will be published in writing
and available on our web pages

» compare the quality and cost of our services o T Tt 1k . s e e
to other similar service providers and
provide details of such comparisons to you
so that you can challenge our service, o

costs or both

« where another service provider is achieving
a better-quality service for the same or less
cost, investigate the difference in our
services, learn any lessons that will lead to
an improvement in the quality of service or
achieve greater value for money, or both. .
Subject to consultation and agreement with
our customers, we will change our service
to reflect the other service provider’s .
best practice

work with other organisations to buy
supplies like mobile phones, computers,
photocopiers or services such as the
improvement of housing

work with other organisations wherever
this will lead to a sharing of good practice,
improvements in service or lower costs
after consulting customers and Gloucester
City Council, re-invest any savings in
improving services and/or helping to reduce
annual increases in rents and charges
 publish this information in writing and

on our web pages. Please contact us for
Our repairs service more information.

d ‘What we are working to improve
What you told us

Your views make a difference I
for their views on our servic ) asts,

gt ouré:ztt(‘_)fr;\ev;;at we need to improve and put action Ela?essmtE:

to Zee\;l uws1t‘h those issues. These are some of our recent survey

0

Improving the arrangements and timescales for
completing your repairs.

Our income management service : :
What we are working to improve

o — Making sure we contact c\{s(omers in arrears
personally as soon as possible-

Increasing the number of referrals we make
to advice agencies.

Letting empty homes

ld What we are working to improve
What you told us

[ mproving the standard of our homes when they
are relet. .
Providing more information on what standar¢
to expect. :

Allowing you more time to decide whether
to accept an offer of tenancy.

oin

Dealing with anti-social behaviour

d What we are working to improve
What you told us

i i hen you complain
Agreeing an action plan Wl m
Bout anti-social behaviour and keeping you
nformed about your complaint. Surveys of
customers whose complaints have recently
been closed show an improvement in overall
satisfaction to 87%.

39 >



13. Understanding your lease

Glossary of terms - Terms and definitions

Assignment This is the term used when you sell your flat and with it the lease. The new
leaseholder is the assignee.

Block The building in which your property is situated.

Common parts The parts of the building or estate that all the residents can use, such as
stairs, lifts, paths, communal gardens.

Constitution This is a document that sets rules for an organisation such as a
residents association.

Consultation This is the process of asking for other people’s opinions. Where possible we
will consult you about anything we do that affects you.

Contingencies Insured risks or dangers that are covered under our block insurance policy.

Covenant A covenant is a promise to take responsibility for something. The lease states
what you are responsible for during your ownership of the property.

(@Y1 EV N ELG M Work that we usually carry out according to a programme.
It is included in your service charges.

(o4 |ET-CN6 1) | 1T B That part of the block included in the lease you have bought.

premises This will include your flat, the common parts, any garage area and the
landscaped area which form part of your block. Your lease will include a plan
showing the curtilage. It will show which parts of the building are yours and
which parts you share with other people.

Enfranchisement The process where leaseholders may be able to buy the freehold of
their block.

Estate The block, any out-buildings and any land associated with the block.

A CICNEEE I CREIEE The total of all the rateable values within the estate.

Fixtures You are responsible for these fittings in your flat. They include kitchen
units, the bathroom suite, light fittings and any central heating system.

Forfeiture This means that the lease is terminated, and we as freeholder can lawfully
repossess the property, require you to vacate it and dispose of it with
vacant possession. This would only take place after significant breaches

of the covenants in your lease and following a decision by a Leasehold
Valuation Tribunal or a court.

Freehold Absolute ownership of property and the land on which it stands

Ground rent This is the rent paid to the landlord during the term of the lease. It is a
small annual fixed sum payable by a leaseholder to a freeholder in
recognition of the legal contract between them.

We charge £10 each year as ground rent.
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Improvement

Landlord

Lease

Leasehold

Leaseholder

Leasehold Valuation
Tribunal

Lessee

Mortgagee

Rateable value

Section 20 Notice

Section 20B Notice

Section 125 Notice

Service charge

Sub-letting

Tender

Doing more work to a property than is required to satisfy an obligation
to repair.

This is a person or organisation that owns the freehold (or long-term
lease) of a property and grants a tenancy or lease to a tenant
or leaseholder.

The lease is a contract that explains our responsibility to you, and your
responsibility to us.

An ownership of a property in a building that comprises other
flats/maisonettes and is subject to the payment of service charges and
ground rent for a set period.

This is the person who has been granted the lease by the landlord and is,
strictly, known as a tenant.

A body that makes decisions about service charge disputes between landlords
and leaseholders. It is made up of a panel of people with experience of
property disputes, such as solicitors and surveyors.

This means the same as leaseholder.

This is a bank or building society that has lent you money so that you can
buy a property.

A property-based sum, used originally as a method of local taxation,
but used in this context as a reasonable way of splitting or sharing
service charges.

This is the consultation letter we must send you when we are
intending to carry out work that cost more than an amount set by
government regulations.

If we cannot confirm your actual proportion of the cost of major work
within 18 months, we will notify you of the delay under this section,
or we will not be able to charge you for the work.

This is the Offer Notice, which is provided when the lease is first sold
under the Right-to-Buy scheme. It contains the estimated costs of service
charges, repairs and improvements during the first 5-year period of the
lease, and the maximum contribution you will be expected to pay, subject
to an adjustment for inflation.

This is a payment made by a leaseholder to a freeholder in return for
services the freeholder provides.

This is where you rent out part or all of your home to a sub-tenant.

This is what we do to get the best prices for big contracts such as
redecoration works, and is based on a detailed specification of the works.
We invite contractors to give their price or “tender” for the work.
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Listed below are the Acts of Parliament that relate to the management of leasehold properties and
service charges, with a short explanation of each.

Law of Property Act 1925
Notice to mortgagees regarding forfeiture - Section 146 Notice.

Housing Act 1985

 Right to Buy for local authorities and certain < Limitation of leaseholders’ liability to pay
housing association tenants service charges in the first 5 years -
e The form of lease used Section 125 Notice
« The Right to a Loan for leaseholders

Landlord and Tenant Act 1985 (amended by the Landlord and Tenant Act 1987 and the
Commonhold and Leasehold Reform Act 2002.)

. N
« Definition of a service charge » Leaseholders’ rights to inspect
» Reasonableness of service charges supporting accounts
» Leaseholders’ rights to consultation « Recognised residents associations
on repairs over a defined limit « Rights of residents associations to be
e The 18-month limit on charging for costs consulted about the employment
incurred in relation to service charges of managing agents
N

Consumer Protection Act 1987
Landlords’ obligations not to give artificially low estimates of service charges

Landlord and Tenant Act 1987 (as amended by the Commonhold and Leasehold Reform Act 2002)
Property Misdescriptions Act 1991

« Variation of leases « Makes it an offence to provide misleading
» Demands for rent and service charges must advice or information to purchasers
include the landlord’s name and address.
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14. Directory

Useful addresses and telephone numbers

Electricity and gas power supplies

Power Loss Helpline Tel: 08457 331331 Transco (gas) Tel: 0800 111 999
Police

Crimestoppers Tel: 0800 555111 Non emergencies  Tel: 0845 090 1234
Neighbourhood projects

Matson Neighbourhood Project, Matson Avenue Shops Tel: 01452 526014

White City Neighbourhood Project, 110-112 Finlay Road Tel: 01452 554412

Podsmead Neighbourhood Project, 15a Scott Avenue Tel: 01452 541576

Coney Hill Neighbourhood Project, 1a Stanway Road Tel: 01452 380116
Legal and financial advice

Gloucester Law Centre, 75-81 Eastgate Street, Gloucester Tel: 01452 423492

Money Advice Unit, Unit 6 Brunel Mall, London Road, Stroud Tel: 01453 762326

Gloucester & District Citizens Advice Bureau
75-81 Eastgate Street, Gloucester GL1 1PN
Tel: 01452 528017 or 01452 527202 - Appointments Fax: 01452 381507 www.gloucestercab.org.uk

Leasehold Advisory Service (LEASE)
The Leasehold Advisory Service provides free advice on all aspects of the law affecting leasehold
property, through their website. This also contains a lot of information on applying to a leasehold
valuation tribunal.

70-74 City Road, London EC1Y 2BJ Tel: 0845 345 1993 www.lease-advice.org

The Leasehold Valuation Tribunal (LVT)
The Leasehold Valuation Tribunal (LVT) is part of the Residential Property Tribunal Service.
10 Alfred Place, London WC1E 7LR Tel: 0845 600 3178 www.rpts.gov.uk

Local Government Ombudsman
21 Queen Anne’s Gate, London SW1H 9BU Tel: 020 7915 3210 www.lgo.org.uk

Gloucester City Council

Income Section - Invoices Building Control Home Improvement Grants
Tel: 01452 396487 Tel: 01452 396771 Tel: 01452 396988

Housing and Council Tax Planning Permission Pest Control

Benefit Tel: 01452 396776 Tel: 01452 396396

Tel: 01452 396483 Refuse Collection Dog Warden

Legal Services Tel: 01452 396396 Tel: 01452 396304

Tel: 01452 396112 Bulky Items

Council Tax Tel: 01452 412244

Tel: 01452 396495
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Contact us

Customer Services Team
Gloucester City Homes
Atlantic Suite
Southgate House
Southgate Street

Gloucester

GL1 1UW

Customer Services Line: 0800 408 2000 J‘\;Cn{g%,;’%
Text: 0778 148 2656 Z)Slﬂndam’ o:"”’
Fax: 01452 396599 oo )

Minicom: 01452 396161
Email: customer.services@gloscityhomes.co.uk
www.gloscityhomes.co.uk

You can also contact us using our online reporting
forms. Please note that our website is speech
enabled and you can adjust the size of the text
and translate it to other languages.

Getting our information

in another format

If you would like any part of this
document explained, translated

or provided in another format such

as large print, audio or Braille, please
contact our Customer Services Team
on 0800 408 2000.

Bengali
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Chinese

Gujerati
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Urdu
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