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Home Ownership Policy

Consultation Feedback

Last year we consulted home owners across the country about some of our services to help us create a new Home Ownership Policy. 29 customers responded from across the country.
This is a summary of the views that were collected and details of how they have been used in the development of the new policy. 
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We can’t always use every comment but we will tell you why

	You said
	“Quotes”
	We did

	Value for money

· Service charges are too high for the quality of services received
· There are issues with grass-cutting and the maintenance of communal garden areas
· Costs are not transparent or clear
· Home owners should be offered the opportunity to get discounted works that are  carried out to social housing tenants’ homes

· Communication and consultation need to be better
	“Service charges are increasing but I would like to see confirmation that costs such as Building Insurance are being negotiated for the best price” Essex
“Put some checking procedures in place to ensure that contractors are actually doing the job they are paid for” Northampton
“All services could provide better value for money if there were clearer defined areas…we do not know who or what is providing them (e.g. sinking fund or building fund or combination)” Washington
	Our new policy says we will monitor the performance of our contractors. 

We are also looking at the checking procedures that could be put in place to inspect the quality of repairs to communal areas. 

We are developing a policy and guidance for Home Group colleagues around service charges to ensure they are fair and clear
We are looking at how home owners can be offered discounted works or services that may be carried out to tenants in a block, scheme or on an estate. 

	Communication
· Home owners should be informed about Any issues that affect their home, block or estate

· Contact details should be available for staff in the local offices

· Make better use of IT
	“I think Home Group itself needs clear information via a dedicated member of their team who is trained in the areas of part or full ownership” Sheffield
“More email and/or an e newsletter if appropriate” Dumfries and Galloway
	We are looking to produce clear and general information about all key home ownership services and make it available to home owners 

We are developing training which will be rolled out with our new policy and procedures so that Home Group colleagues have a better understanding of all types of home ownership across Home Group and the types of queries which might come up
We are reviewing newsletters and looking at what we can send to home owners (and when). Email and our website will be used wherever possible.
Our new policy will says that we will provide local contact details wherever possible

We are developing the Home Group website which will mean that information for home owners will be more accessible.

We cannot however, translate information into alternative formats without a fee or interpret legal information or documents for home owners

	Major Works Repayment

· Communication about works and the costs could be better
· Take account of a home owners ability to pay for unexpected works

· Keep enough in sinking/reserve/building funds 

· Allow home owners to repay major works through their service charges
	“Information to any grants available for any such work being done” Glasgow
“Planning is important” Newcastle
“Better communication. Better quotes which should be circulated” Middleton

	We will produce general information about major works repayments for home owners 
We are producing new guidance for Home Group colleagues on sinking/building/reserve funds as part of the Service Charge Policy to ensure they are used wherever possible
We will produce clear guidance for Home Group colleagues on repayment options and consultation for major works.

We cannot however, offer any repayment options which are not in-line with a home owner’s lease or property deeds or our responsibilities as a housing provider


	Lease extensions

· There should be clear and simple information

· Explain the costs, implications and benefits of extending a lease
	“Just basic information about what is possible -I don't know anything about this” York
“…it would be a great advantage to know the details…” Wallsend 
	We will produce general information about lease extensions which will help home owners understand what is involved in extending a lease



	Valuations

· Surveyors should be qualified and independent
· Information should be provided on what is needed and what to do
	“Learn from other similar organisations” Kent
“Independently appointed. Value for money. Current market value. Speedy service” Harrogate
	Our new policy standard about valuations makes it clear that surveyors must be qualified, registered and independent
We will also produce general information about valuations for home owners

Our new policy guidance will make it clear to Home Group colleagues when valuations are needed and who is responsible for getting them, so that we can better advise home owners.

	Assignments and re-sales

· Explain this process –what happens

· Provide information to home owners when they first move in 
	“Assume residents don’t read their leases and spell everything out that any assignor and assignee might need/wish to know” Washington 
	We will also produce general information about assignments and re-sales for home owners so that the process is clearer.
Our new policy standard says that we will provide a pack of information for home owners looking to sell their home –this will contain key information about the property for any new buyer

We’re going to look at the information we provide for new homes we sell to make sure it’s as clear and accurate as it can be.


We cannot however, interpret the contents of any lease or legal documents on behalf of a home owner

	Staircasing

· Make sure the shared owner can afford to take on the debt

· Consider whether the shared owner has looked after their property 
	“Home group should consider  if a shared owner can afford to take on the debt” Dundee
“an easy ‘how to’ guide” Kettering

“Are they a good tenant, maintaining the property well and paying their rent regularly and on time?” Lincolnshire
	Our policy guidance on staircasing sets criteria to help us make sure that the shared owner can afford the extra debt.
We will produce general information about staircasing so shared owners understand what happens


	Subletting

· There should be criteria for subletting 
· Subletting may lead to issues with problem tenants
	“Clarity / information on the webpage. Named contact for enquiries” Newcastle
“Reference to home group handbook for leasehold housing” Hexham
	We will produce general information about subletting. 
We are also looking at our response to subletting and problem tenants 
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