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Head of Leasehold and Right to Buy Services

Dear Leaseholders
and Freeholders,
Welcome to the 1st
issue of your
newsletter for 2009.
| am writing to you
as the new Head of
Leasehold and
Right to Buy.

A short introduction of
who | am, | have worked for Hackney Homes for
over 3 years in leasehold management. | have also
had over ten years leasehold management
experience in neighbouring boroughs including
Islington and Camden.

In this new role, | will oversee the services that are
provided to more than 8000 leaseholders and
freeholders in the borough. As part of this role, | am
keen to raise standards and provide a good service
to all leaseholders and freeholders.

That is why in this edition of the newsletter you will
read about some of the initiatives that we are
organising that we hope will be of benefit to you.

We have increased the time you have to repay the
major works bills to up to 5 years. This will offer
greater flexibility to leaseholders and support during
these difficult times (page 3).

You will also read an article from the newly
appointed Chair of the Leasehold & Freeholder
Forum, Lionel Fairweather (page 6). The Forum is an
advocate for Right to Buy leaseholders and
freeholders in Hackney.

Our range of dedicated events for leaseholders have
been very popular in previous years and this year
we will be repeating these. In September 2009 we
will host a conference to give leaseholders the
opportunity to meet one another and share ideas
and concerns. In January 2010 we will hold a Major
Works Advice Day to give you the chance to meet
with contractors and query forthcoming works and
also specialist advice surgeries on managing
finances. The first of the surgeries will be held

in August 2009 (page 3).

Lastly, we are setting up a Leasehold Advisory
Group which will consist of leaseholders across the
borough who we can meet with on a regular basis
to get feedback on various initiatives. You can
nominate yourself to be a part of the group by
getting in touch with us (page 4).

Lastly, | would like to use this opportunity to thank
you all for your continued support and | look forward
to meeting with you at the various events and
meetings throughout the next few months.

Judith Morrison

REMINDERS about gas safety - did you know?

¢ As a leaseholder, you are
responsible for gas servicing
of appliances in your property

e |t is recommended that you
service all gas appliances in your
property at least once a year

e |[f you sublet your property, you
have an additional responsibility
for the safety of all persons in
your property, legally required to
carry out gas checks and could
be prosecuted for failing to do so

e |f you sublet, you have a legal
duty to ensure the gas safety of
persons on your property

e [f you smell gas, call TRANSCO
on 0800 111 999. TRANSCO is
responsible for gas pipes.
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What’s coming up?

A range of events will be held over the coming months including:

,

July 2009

Specialist Advice Surgeries

Leasehold and Right to Buy Services will be hosting
specialist advice surgeries so that you can get
specific advice and information that is of particular
relevance to you. Two examples of these are:

¢ An Older person’s surgery for leaseholders and
freeholders who are over 60 years old. This will
offer advice and further guidance on various areas
including paying service charges, managing
finances and getting involved. The date for this will
be confirmed shortly.

¢ Financial Advice Surgeries, the first of which is
planned for 18th August 2009. This will be an
opportunity for all leaseholders who are experiencing
difficulties paying service and major works charges
to talk through this with a specialist and get advice.

If you are interested in any of these surgeries, please
register your interest by calling the Leasehold and
Right to Buy Team 020 8356 2298. You will need to
book an appointment in advance.
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Alternatively, if you would like to suggest alternative
surgeries focusing on areas that you think may be of
interest to other leaseholders, please also let us know.

September 2009

Leaseholder and Freeholder Conference
This annual event is an opportunity for leaseholders
and freeholders to get together, meet staff working
in the Leasehold and Right to Buy Team, attend
workshops and presentations on important issues
and ask questions about issues of interest and
concern.

January 2010

Major Works Advice Day

All leaseholders with major works scheduled to
be carried out on their property over the next
year or two will be invited to this event.
Leaseholders will get the chance to meet
contractors, hear about activities surrounding
major works and ask questions about
arrangements and payment options.

)
Access your service charges online

Did you know that as a a4

leaseholder, you can now
access a breakdown of your
service charges from the
comfort of your own home?

It is simple an easy to do and you
can get a range of information
including service charge
documents, such as breakdown -
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Getting access

In order to be able to use
the service, you will need to
follow these simple steps:

e Set up an email address so
that you can receive documents.
This service is usually
provided free.

e Contact the Customer Services

of repairs, schedule of charges
and statement of accounts.

Since this service was introduced
six months ago, a large number of
leaseholders are now accessing

N

this information online. Many
have commented that it is quick,
convenient and there is no need
to pick up the phone or visit the
office — all information is available
at the touch of a button.

Team to obtain a username and
password

* | og on to the website
www.hackneyhomes.org.uk
to access your account.

N>




NEWS IN BRIEF

We want to
hear from you!

4 As part of our
aim to continue
~ toimprove our
p services to
customers, we
want to hear
from you about the services that

we are providing.

——

You may have something positive
to tell us about the way a query
was treated or you may be
dissatisfied with the way
something was handled, these all
count so please do let us know.

You can send us your comments
or complaints by calling

020 8356 2100 or sending

an email to services.charges@
hackneyhomes.gov.uk

Your complaints, suggestions
and compliments are important
to us. They help us improve our
services, so don’t be afraid to
let us know.

If you have not considered
paying your service charges
by Direct Debit, why not do

so today?

Direct Debit is the easiest way to
pay service charges. This is a
process that allows payments to
be automatically transferred from
your bank account to us monthly.

This form of payment is easy
because you don’t need to worry
about forgetting to make your
payments— it is all taken care

of automatically.

Result of Leaseholder
Satisfaction Survey

We have received the results of the leaseholders are Value for money
second ever leaseholder/freeholder for your service charge, overall

survey conducted by Ipsos MORI.
The results show that the levels of
satisfaction have improved since
the first survey was conducted

in 2006.

The survey established that three
key areas of importance to

ooooooooooooooooooooooooooooooooooooooooooo

To pay by Direct Debit, log on

to the website
www.hackneyhomes.org.uk and
download a Direct Debit for
Service Charge payments

quality of your estates and your
views being taken into account.

Thanks to all leaseholders that
participated in the survey.
Your views are important to
us and contribute towards
improvements made.

oooooooooooooooooooooooooooooooooooooooooooo

www.hackneyhomes.org.uk/h
hs_direct_debit_service_char
ges_and_major_works.pdf>
form.

Complete the form and send

it back to us (address details
located on the form) so we can
setup your Direct Debit for you.

If you have any questions please
contact our customer services
team on 020 8356 2100.

Please note that this payment
option is not available for
Major Works payments.

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo



Repayment period for
Major Works Charges

We recognise that paying for major
works carried out can cause
problems, especially in these
difficult times. That is why in
partnership with the Council we
have agreed to an extended
repayment period for larger bills.

Leaseholders can now have up to
three years to pay bills of between
£5,000 and up to five years for bills
of more than £10,000. Alternatively
you can apply for a service charge
loan, and make repayments over a
period up to 25 years.

Vil
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If you are over sixty years old, we
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Join the
| easeholder
Readers Panel

Are you interested in becoming
part of a readers panel that
reviews the Leaseholder and
Freeholder newsletters or other
publications before they are
issued? We are currently
expanding our existing panel
and would welcome the input of
additional leaseholders.

Members of the readers panel
are consulted quarterly by
phone, emalil, letter or visit and
are asked to comment on the
contents and make
suggestions. Each time you
provide your feedback, you will
be rewarded with £20 in

can arrange for you to secure the
amount for the works as a charge on your property which does not
have to be paid until it is sold.

shopping vouchers.

To register your interest please
email housingeditor@
hackneyhomes.org.uk or call
the Communications Team on
020 8356 3527.

If you want any more information on repayment options please contact
the Major Works Team in Leasehold and Right to Buy Services —
020 8356 2400, or email major.works @hackneyhomes.org.uk

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

Help us get it right, join the Leaseholder Advisory Group

Improving the services that we Group will have a representative
deliver to you our leaseholders from each Neighbourhood Panel
and freeholders is a key priority for ~ from the Borough wide

Hackney Homes. In addition, LLeaseholder and Freeholder
ensuring that you are able to Forum. The Group will meet
feedback to us and provide your quarterly with the first meeting
input into the way that services are  planned for July/August 2009.
delivered is vital.

Services, 298 Mare Street,
London E8 1HE by Friday 26
June 2009. You should tell us
why you would want to be part
of the Group.

Please note that places
are limited and in the event
If you wish to nominate yourselfto  that we receive more

join the Leaseholder Advisory applications that there are
Group, you can contact us by places, we will have to give
way in which we can discuss emalil service.charges@ priority to leaseholders not
issues that are important to hackneyhomes.org.uk or write  currently involved with
leaseholders. It is intended that the  to us Leasehold & Right to Buy Hackney Homes.

That is why we are setting up the
LLeaseholder Advisory Group as a

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo



Your Questions Answered on Service Charges

and Major Works

Can | refuse to pay my service charges? If so, what
would happen?

Your lease/transfer document requires you to pay your service
charges. If you dispute these charges, you need to tell us what you
dispute and why and we will investigate this for you and inform you
of the outcome.

While we are investigating, you may withhold paying the charge
relating to the item that you dispute, but you should continue to pay
for all the other items listed.

If we find that your dispute is justified, we will make any necessary
adjustment to your account. Where your dispute is found to be
unjustified, you will need to make immediate payment.

For further information, please contact our Customer Services
team on 020 8356 2100.

How will | be notified if you are planning to carry out major
works to my block?

If we are going to carry out major works to your block (like replacing
the windows or renewing the roof) we will let you know in advance. We
will do this by sending you a ‘Section 20’ Notice, which explains the
work being planned and gives you time to comment.

A ‘Section 20’ Notice is not a bill, but it does tell you what your
estimated charge will be. We will only send you a bill once the works
have started along with details of different schemes to help you pay.

Please visit the Hackney Homes website for details of any major works
planned for your block.

What should I do if works are being carried out to my
block and | am not happy with what | see?

If you have concerns with how things are going while works are
underway, please discuss these with the Resident Liaison Officer (RLO).

Contact details are given to all residents before works begin.

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

Do | qualify for a grant
to help pay a major
works bill?

Leaseholders who have lived in
their present home for more than
three years and who are on a
low income or claiming a
means-tested benefit, like
Income Support or Council Tax
Benefit, may be eligible for a grant.

Applications for a grant must be
made before work begins. Grants
can only be given for repairs. If
there were any works classed as
improvements then you will have
to pay for this yourself.

To see if you qualify, contact
Private Sector Housing on
020 8356 4556 or email
Private.Sector.Housing@
hackneyhomes.org when a
Section 20 Notice is issued.

oooooooooooooooooooooooooooooooooooooooooooo

Disputes service still available

the need for legal action.

make up the panel who decide the outcome of disputes raised.

Almost two years since its launch, the Dispute Resolution Service continues to be available to
resolve your concerns over matters such as lease conditions and major works charges - without

A resident leaseholder, an independent leasehold specialist and a Hackney Homes complaints officer

Visit www.hackneyhomes.org.uk or contact the Leasehold and Right to Buy service to find out more.




Welfare Advisory Agencies
Key Contacts for Leaseholders
and Freeholders

LEASE - The Leasehold Advisory
Service Provides FREE advice on the
law affecting residential long leasehold
property and commonhold.

Leasehold advisors are available
from 9:30am-3:30pm - Mon to Fri.
Tel: 020 7374 5380

E-mail: info@lease-advice.org
Web: www.lease-advice.org

CHAS Central London Independent
specialist money and housing advice
service for Leaseholders

Tel: 020 7723 5928

Email: advice@chascl.org.uk

Web: www.chascl.org.uk

Houseproud A council backed
initiative which provides guidance to
older homeowners or those with a
disabled person in their family to improve,
repair or adapt their homes and which
offers a worry free route to paying for
these improvements if necessary.

Tel (free phone): 0800 783 7569
Web: www.houseproud.org.uk

Age Concern Hackney
Provides a variety of services aimed at
supporting older people

Information Service

Tel (free phone): 0800 917 9830
Opening times: 09.30 — 5.30pm

Mon to Fri. Drop in times:

Mon & Wed 10 — 1.00pm, Tues 2—4pm

For those with hearing difficulties
contact via Mincom: 020 7241 9402
Email:
enquiries@ageconcernhackney.org.uk
Web: www.ageconcernhackney.org.uk

Dalston Benefits Office
Tel: 0845 600 6334 (Mon to Fri, 9-5pm)

National Debtline
Tel (free phone): 0808 808 4000

Private Sector Housing
(London Borough of Hackney)
Grant assistance to leaseholders

Tel: 020 8356 4556
2 /

Meet Lionel Fairweather,
Chair of Leasehold and Freehold Forum

You were recently appointed Chair, how
did this come about?

In March of this year | attended the Forum AGM as an
interested member of the public, in order to find out
how | could influence the decisions being made to
and around my home. After speaking, | was asked to
stand for the committee and then voted in to be Chair.
In the past | have been Chairman of a Hackney
Tenants & Residents Association; a post | held for
three years. | believe it is vitally important that

3 everyone takes part in civil society, then we have no
& excuse when we don't like what's going on around us.

What are your main priorities for the Forum?

The new committee are looking forward to growing the Forum so that it
can better represent the views and needs of the 25% of Hackney home
owners. Sometimes we do feel that we are sidelined and | believe issues
can be dealt with by improving communication between the relevant
people. The Forum Management Committee have agreed there are three
major issues we want to work on in the coming year. They are fairness in
the use of Section 20 Notices, value for money for Service Charges and
tackling anti-social behaviour on our estates. We intend to do this by
working closely with Hackney Homes and the Council, so that these
bodies fully appreciate our perspective.

How long have you live in Hackney? What do you like about it?

| have lived in the Haggerston area since 2003. | chose the area partly
because there are three wonderful open spaces, Haggerston Park, Victoria
Park and London Fields with its renovated lido. You'll often see me running
along the canal in that area. Hackney is full of interesting places; and as
such is a real cutting edge Borough we can all be proud of. | especially like
the multi ethnicity of the place; coming from an immigrant family myself, |
feel at home in this community. As a Chartered Psychologist in private
practice, | spend most of my day like everyone else, earning a living. In the
evening | often attend local government meetings to work on issues to do
with housing, law and order, or improving the urban environment. | am very
much looking forward to seeing how the much needed investment, based
around the Olympics will and already is transforming the East End.

One thing you want to tell all homeowners, what would it be?
Very importantly, | must stress the Forum will have much greater effect with
more members. Therefore | ask all home owners to seriously consider
joining. In order to better facilitate communication between home owners
in Hackney, the Forum is constructing a new interactive web site, that
should be up and running by the beginning of June.

Look out for it at www.hackneyhomeowners.org.uk



The Forum has appointed a new committee with
leaseholders elected to the following positions: -

Lionel Falrveather Brian Marsh
Lionel Fairweather Brian Marsh
Chair Vice Chair

Other appointed new members include:
Denise Bingham Treasurer

Ehsan Udin Secretary

Gregory Close Membership Secretary

The Forum is an advocate for Right to Buy leaseholders and
freeholders and may be contacted at:

Hackney Borough-Wide Leaseholder & Freeholder Forum

1 Angrave Court, Scriven Street, ES 4HY

Email: leaseholderandfreeholderforum@googlemail.com
Website: www.hackneyhomes.org.uk/hhs-leasehold-tenant-forum

Financial Advice Surgery

We are holding a Financial Advice Surgery at the
Town Hall on 18th August 2009 for all leaseholders
who need assistance and in some cases specialist
debt advice. For more information call 020 8356 2298.

Window
replacements
and extractor
fans

You may have received a
Section 20 notice letting you
know that we are replacing the
windows to your property. If so,
you can choose to have an
extractor fan fitted to your kitchen
and bathroom as part of the works.

Extractor fans are
recommended to help reduce
condensation and mould
growth. To have these fitted,
please complete the consent
form sent with your Section 20
Notice and post this

to the address given.

oooooooooooooooooooooooooooooooooooooooooo



Useful Telephone Contacts

De Beauvoir & Queensbridge/
Neighbourhood office 020 8356 6600

Homerton/Neighbourhood office 020 8356 7800
North East/Neighbourhood office 020 8356 6500
Shoreditch/Neighbourhood office 020 8356 6705
Shoreditch (Whiston Road)/

Neighbourhood office 020 8356 1731
Stoke Newington/

Neighbourhood office 020 8356 6100
Housing Contact Centre

(for repairs) 020 8356 3691

Noise reporting (out of hours) 020 8356 4455

Bulky Waste/Street cleaning
(6 free items per visit) 020 8356 6688

Housing and council tax benefit 020 8356 3399

Hackney Homes Limited. Registered in England No.5663757.
Registered Office: Christopher Addison House, 172 Wilton Way,
London E8 1BJ. Hackney Homes Limited is a company
controlled by the London Borough of Hackney.
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Translations

This newsletter is for Hackney Leaseholders and Freeholders. It gives you up to date news
and information on matters that affect you, Why not get a friend to translate this for you?
If you would like any part of this newsletter translated, please TICK the appropriate box O,
CLEARLY fill out the form and send free post to the address below.
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A Ih_ln‘:[ﬁl'ﬂ ]—E T8 ) RSB EE TS A (Hackney Leaseholders and
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Cette lettre d’informations est pour les locataires et les propriétaires de Hackney. Elle vous
donne nouvelles et des informations actualisées sur les sujets qui vous concernent.
Pourquoi quelgu’un ne la traduirait-t-il pas pour vous ? Si vous désirez qu'une partie de
cette lettre d'informations soit traduite, veuillez COCHER la case correspondante OJ,
remplier LISIBLEMENT le formulaire et I'envoyer a |'adresse ci-dessous sans
affranchissement. (French)
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wergerandin, %I kerema xwe qutika li gora wé ISARET BIKIN, formé BI ZELALI tije
bikin @ ji navnigsana posta bépere ya jérin re bisinin. (Kurdish)
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REMIHDERS

did yous inow?

Do you have any suggestions or comments
for future editions or an article that you would
like included?

Please email or write to us at
LHFHnews@hackneyhomes.org.uk or LHFH
Newsletter, Freepost RLRL-HJUX-RKTS,

298 Mare Street, London, E8 1HE.

Wargaddan waxa loogu talagalay "Kiraystayaasha iyo Bilaash ku deganayaasha
Hackney" (Hackney Leaseholders and Freeholders). Waxay kusiinaysaa wargaddani
agbaartii ugu dambaysay iyo agbaaraha arimaha ku saamaynaya. Maxaad u heli
waysay saaxiib kuu tarfjama arintan? Haddii aad jeclaan lahayd in gayb kamid ah
wargadn Iaguu tarjamo, fadlan CALAAMADI godka ku haboon O, si WAAF| ahna u
buuxi foomka kuna dir boostada lacag la'aanta ah ee cinwaanka hoose. (Somali)

La presente hoja informativa estd dirigida a los arrendatarios y propietarios de Hackney. Le
ofrece noticias e informacion actualizadas sobre asuntos que le afectan. ;Porqué no buscar
a alguien para que se lo traduzca? Si desea obtener la traduccion de alguna de las partes de
esta hoja informativa, MARQUE la casilla correspondiente O, rellene el formulario de
forma CLARA y envielo a la siguiente direccion (franqueo pagado). (Spanish)

Bu yeni haber bilteni Hackney Lease Sahipleri ve Mulk Sahipleri igindir. Sizi etkileyen
konularde size glincel haber ve bilgi verir. Neden bir arkadaginiza bunu sizin igin
tercime ettimiyorsunuz? Bu haber biitteninin herhangi bir kisminin terctime edilmesini
istiyorsaniz O, lutfen uygun kutuyu ISARETLEYEREK, formu ANLASILIR SEKILDE
doldurup, asagdidaki lcretsiz posta adresine ginderin. (Turkish)
-2 A 5 [Hackney Leaseholders and Freeholders] oy ilps 3 j5l oy 2 S wl =«
T gt e 1 O] R S ST PN P ST ey, PV e
e p 5 0l 5l U5 e 1S e S S i QTSNS o 0,8 i
(Urdu) — oo S35 oo 4 5 13 232 ) 51 ayor Oloo Olao 5 o0 0K 0L 0 s
Bin tin nity dinh cho Ngudsi thué nha theo hgp ddng vil ngudi thué toan quyén sif dung)
(Hackney Leascholders and Frecholders). N6 cung cip cho ban nhifng tin tife vi thong
tin cip nhat vé nhifng véin :h. inh hu&ng d&n ban. Tai sao khfmg nhd mdt ngudsi ban dich
ra ¢cho minh? Néu ban mudn bat k¥ phin nio clia bin tin niy dude dich ra, hiy DANH
DAU vio hép thich hgp O, dién RO RANG vao don v gifi biru dién mién phi theo dia
chi dudi diy. (Vietnamese)

Return to: Hackney Leasehold & Freehold News, Freepost RLTS-

GHGU-UUTR, Hackney Housing Service, Christopher
Addison House, 72 Wilton Way, London E8 1BJ

Name:
Address:

Tel: E-mail:




