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Hundred Houses
Society
Leaseholder Handbook

A guide to your lease and what you can expect from
the Society for residents of Hundred Houses who
hhs.org.uk occupy a shared ownership property.






Welcome!

About us

Welcome to your Leaseholders Handbook. It contains useful information about being a
leaseholder with Hundred Houses. Please keep it in a safe place so you can refer to it as
necessary.

Hundred Houses is a small housing association operating throughout Cambridgeshire,
Peterborough, the Fenlands and Huntingdon. Most of our homes are for rent, but we also
provide some shared ownership homes.

We currently manage around 1,400 homes in total and have funding in place to continue to
develop new homes.

We are a long-established organisation, having been set up in the 1930s and are proud of our
heritage and good local reputation.

We have a Board of 12 local people who set the direction and main strategy for the Society.
They delegate the day to day running of the business to the Chief Executive and senior staff.

The Society’s mission is to provide affordable, high quality and sustainable housing
solutions, wider life choices and opportunities for all our customers and communities.

Our main objectives are:

To achieve
sustainable
business
growth

To manage
our business
effectively
and

efficiently.

To treat
everyone
fairly with

dignity and

To maintain
and improve
our homes

To deliver
excellent
services

respect

The information in this Handbook is as accurate as possible at the time of publication and
contains summaries of our main policies and procedures. Full details of these are available
on request and on our website. From time to time this information may change so you should
always contact us to check the latest situation or check our website for updates
(www.hhs.org.uk)




How to get in touch

Customer Service Telephone: 0300 303 5770
(open Monday 9am-4pm & Tues to Fri 9.30am-4.00pm)

Email us: info@hhs.org.uk

Visit our website for useful information: www.hhs.org.uk

Our office is closed to the public, but post can be sent to:
Hundred Houses Society, 51 Scotland Road, Cambridge CB4 1QW

Appointments
If you need a member of staff to visit you at home we will:

Try to arrange an appointment that suits you, within 2 weeks of your request

Keep the appointment, or let you know in advance if we have to delay or postpone it
Always show you photo identification before entering your home

Treat you and your home with respect

We expect you to give our employees, and anyone working on our behalf, similar levels
of courtesy and respect in your dealings with them.



How to provide feedback

We aim to continually improve our service and welcome
feedback, whether good or bad, for any aspect of our work.
Your comments and complaints help us to improve and
provide better services.

Our complaints policy can be found here:
Feedback and Complaints | Hundred Houses (hhs.org.uk)

If you can, first talk to a member of staff who will try to sort out your complaint on the spot. If
you are unable to do so, you can write to us, email us or use our website to make your
complaint. If you speak to a member of staff they will record the details of your complaint, and
if necessary, visit you at home to get further information. As well as providing your contact
details, include as much information as possible about what happened, where and when it
happened and who was involved. Let us also know what we should do to resolve the problem
for you.

There are two stages to our internal complaints process:

Stage 2 Refer to a
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Your Lease

The lease that you have with Hundred Houses is legally binding and sets out what has been
agreed and what the responsibilities are of each party. It is important that you understand
your lease, as the wording can be complicated, so you should check you fully understand
your obligations with your solicitor and mortgage lender before you sign it.

Make sure that you keep your copy of the lease in a safe place so you can refer to it when
necessary.

The main terms of your lease are:

* You are responsible for paying the rent and any service charges monthly in advance.

* Your rent is reviewed annually, and we will give you one month’s notice of any changes.

* You are responsible for repairing and maintaining your home. You may also have to pay
a contribution towards the maintenance of the common (shared) parts depending on the
property you own.

« If you wish to carry out alterations or improvements to your home, you must first get our
written permission.

* You may purchase additional shares in the property at the current market value.

* You cannot sell the property without first contacting us. Under the terms of the lease,
you may have to sell it to someone nominated by us.

Joint owners

The lease can be held in the joint names of more than one owner. Each joint owner has equal
rights and is responsible for meeting the obligations of the lease. Where there is a dispute
between joint owners, you are advised to seek legal advice from a solicitor, the Citizen’s
Advice Bureau or a Housing Advice Centre. If you need to change the name on your lease,
you need to contact your solicitor. Hundred Houses will need to approve the change and may
charge you for the cost of this. Before we give consent, you will need to arrange for all parties
to the lease to confirm in writing to us that the change can take place.

Extending the Lease

The term of the lease can be extended and would be considered on a written request from
you. Any legal costs associated with such a request would be met by the leaseholder. It
should be noted that most lenders are happy to offer mortgage finance providing the lease
has at least 35 years plus the term of the mortgage. However, we strongly advise you to
discuss this with your lender.

Occupying your home

You must occupy the property as your main or principle home. If you expect to be away
temporarily for a long time you should discuss this with us to avoid any problems that might
occur whilst you are away.



Right to stay in your home

You will have possession of your property for the
term of the lease (usually 99 or 125 years from the
date of the lease). Refer to your lease for the actual
details. Generally, you will have the right to stay in
your home until the end of the lease as long as you
keep to the conditions set out in your lease and pay
all the charges due. If you don’t keep to the
conditions of your lease, Hundred Houses may take
legal action, which may result in you losing your
home. The lease also sets out the procedures which
will be followed in the event that your mortgage
lender seeks repossession.

Sub-letting

Sub-letting is where you lease or rent all or part of a leased or rented property to another
person and is not usually allowed under the terms of your lease. You should always discuss
any matters concerning this with Hundred Houses and your mortgage lender. In most cases
you will not be allowed to sublet all of your property, but you may be allowed to let a room to
a lodger.

Succession

When a shared owner dies, the property can be passed on to any person in accordance with
their wishes as set out in their will. The person succeeding to a shared ownership lease
should contact a solicitor to ensure they receive appropriate advice and that the correct
procedures are followed with regard to the lease and any outstanding mortgage. They should
also notify Hundred Houses immediately so that we can change our records.

Changes to your lease
We will always consult with you about any proposed changes to your lease. We will ask you
for your views and feedback.

When we consult with you, we will:

« Try to explain our plans as clearly as possible

* Explain how and when you should reply

« Listen to and consider your views carefully before we make a decision
« Tell you what we have decided.

We will then seek your written agreement to the changes.

If we are unable to reach an agreement, we may apply to have the changes imposed by a
Court Order.



Looking after your home

Maintaining your home

You are responsible for maintaining, repairing, cleaning and decorating your property. You
are also responsible for maintaining and keeping your garden tidy, including boundary fences,
walls, hedges and gates.

Hundred Houses is responsible for the upkeep of communal areas in flats. You should never
store rubbish, flammable or dangerous items in your home or garden.

Improvements, alternations and additions

You need our written permission if you wish to
carry out any improvements, alterations or
additions to your home, eg. structural
alterations, extensions, replacing doors and
windows, installing new bathrooms or
kitchens, and television aerial and satellite
dishes. You will also have to obtain other
approvals at your own expense such as 1!*
planning permission and building control N\ /s
consent. It is also advisable to talk to any of
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Before you start work, please contact us and let us know your plans, and provide as much
information as possible, such as drawings and plans, so we can decide whether to grant
permission. Generally, we will not unreasonably refuse permission. If you are obtaining
additional lending or a ‘second mortgage’ to pay for the works, your lender must also obtain
our prior written consent. If you decide to sell your home, the Society will not reimburse you
for the costs of the work. However, details of the permissions we have given will be passed
onto the valuer so that they can be considered in the valuation. If you wish to purchase
further shares in your home, the cost of the work will be disregarded in the valuation.

If we plan improvements which will increase your rent or service charge, we will consult with
you and seek your agreement before any work commences.

Running a business

Your property should only be used for residential purposes. However, in certain
circumstances we may permit you to run a business from your home if you can demonstrate
that it will not cause a nuisance or annoyance to your neighbours. You will not be allowed to
display any business or trade sign on the premises, even if you are granted permission.

If you are considering running a business from home, contact us straight away. You will need
to obtain our written consent, and you may also need planning permission from the council
and consent from your mortgage lender.



Repairs and Maintenance

Your Responsibilities

As a homeowner you are responsible for all repairs to your home. Under the terms of your
lease, you will be responsible for all the repairs, maintenance and decoration of the inside
and outside of your home. You are also responsible for arranging to have your gas
appliances serviced on an annual basis.

Repairs must be attended to and paid by you, unless they can be claimed for under the terms
of the buildings insurance policy, or they form part of the external structure for residents living
in a block of flats.

Our Responsibilities

If you live in a flat, Hundred Houses is
usually responsible for:

» The structure of the building such as
walls, foundations and the roof

* Internal and external communal areas.
The work for this will be paid for
through your service charges

New Build Properties

If you have bought a brand-new home, the builder will be responsible for putting right any
problems (known as defects) for the first 12 months. Any problems which are not related to
faulty workmanship or materials will be your responsibility. The defects period runs from the
date the property is handed over by the builder to Hundred Houses (not from the date you
move in). All new properties are covered by the National House Builders 10-year guarantee.

Reporting a repair
If you need to report a repair which is the responsibility of Hundred Houses, please call us on:

« 0300 303 5770 — during normal offices hours for any repair
+ 0300 303 5770 option 1— for out of office hours emergency repairs only (see definitions
below)

You cannot use Hundred Houses to arrange any repairs which are your responsibility.
Please be ready with the following information:

* Your name, address and contact telephone number or email
+ When someone will be at home to enable the repair to be carried out or an inspection

made

« As much information as possible about the problem and what is requiring attention or
investigation

» If you have any special circumstances that we should be aware of e.g. if you are elderly
or disabled



Repair Timescales

Emergency: We will attend and make safe within 24 hours. We may have to return at a later
date to complete the work. This applies when there is an immediate risk of personal injury or
serious damage to the property

Urgent: Within 5 working days. Where there is no risk to health or safety, but the repair is a
serious nuisance

Routine: Within 20 working days. Standard repairs required to keep the property in
reasonable order

Planned Works

We will consult with you before we start any major works which you are required to contribute
towards the cost of. You can only be charged for such works in accordance with your lease
agreement. Examples of major works include window or roof renewal, or replacement of door
entry systems to communal areas.

Contractors Code of conduct

We expect our contractors to have high standards or courtesy and workmanship when they
carry out works on our behalf, and a commitment to equal opportunities.

This includes:

* Respect for you whilst working in / near your home (e.g. not smoking, eating, playing
loud music, leaving a mess or causing an unreasonable nuisance to others)
* Providing photo identity and showing this before they enter your home

Our contractors will not carry out works in homes where only children are present, so please
make sure that a responsible adult is always at home when the appointment is due.

If you experience any problems with our contractors, please contact us immediately. If the
situation is still not resolved, you can use our complaints procedure.

Condensation and Damp

Condensation occurs in most homes at some time. You will usually notice it on windows, and
as long as it clears away quickly there is nothing to worry about. Problems start when the
surface stays damp and mould grows. Below are several steps you can take to reduce it:

* Try to keep your home warm

+ Avoid drying clothes indoors

» Keep your bathroom and kitchen doors closed
when in use

» Don't let kettles or pans boil longer than is
necessary, and use lids on pans

* Ventilate your home and keep air vents clear

* Never use paraffin heaters or bottled gas
heaters

+ If mould starts to develop, control it by using a
mild bleach solution.
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Buildings Insurance

All our properties are covered under our buildings insurance policy, and we are happy to
supply a copy of this on request. If you wish to make a claim under the terms of the policy you
must contact us in the first instance, and not carry out any works before this has been
considered by our insurer.

You will be required to pay the relevant excess costs for:

* General claims
 Glass
* Subsistence

For further details on your rights regarding insurance cover visit www.lease-advice.org or call
020 7383 9800.

Please note that you are responsible for arranging insurance cover for your personal
possessions under a home contents insurance policy. Hundred Houses takes no
responsibility for any losses incurred by you on such items.

11



Living in your home

Anti-social behaviour

We believe that everyone has the right to their chosen lifestyle providing this does not breach
the terms and conditions of any tenancy or lease, nor affect the quality of life of others. This
necessitates a degree of tolerance and respect for other people, something we promote when

responding to concerns.

What is Anti-social behaviour Whgt tends r_10t to be considered Anti-
social behaviour

Antisocial behaviour includes criminal
and non-criminal behaviour.

This could be:

e threatening, harassing or unruly
behaviour such as drunkenness and
loitering in public spaces

e drug use — and the mess and
disruption that can go with it

e vandalism, graffiti, fly-tipping, and
littering

e disruptive neighbours

e noise — for example playing loud
music at unreasonable hours

e uncontrolled and noisy pets — for
example barking every night

e environmental health issues such as
fly tipping and rubbish dumping

¢ vandalism and graffiti

e hate crime incidents motivated by
someone’s age, disability, faith,
sexual orientation, or race

e harassment, including verbal and
physical abuse and threats.

e acts of violence

Not all behaviour that annoys is anti-
social. The following are examples of
possible reports that tend not to be
classed as ant-social and are not
intended as a definitive list.

Children playing and babies crying
Neighbours doing DIY (at reasonable
times)

One-off parties, BBQs and
celebrations

Noise caused by normal household
activities.

Disputes over boundary issues
Parking disputes

Reports around ball games

Actions which amount to people being
unpleasant (staring at or ignoring
people)

When a behaviour is deemed not to be

ASB, advice will be given to enable self-

resolution and the matter will be handled
outside of this anti-social behaviour

policy.

If you experience Anti-Social Behaviour, please contact your Housing Officer. More
information about how we deal with reports of ASB can be found here: Anti social behaviour |

Hundred Houses (hhs.org.uk)
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Domestic abuse

No one should live in fear of domestic abuse and Hundred Houses will support victims and
take action to remove any person who has caused domestic violence. Please contact us in
confidence if you have any concerns or are experiencing any problems.

The National Domestic Violence Helpline can also be contacted on 0808 2000 247

Bonfires

Ask your local council about the rules on bonfires in your garden. If they are permitted, pre-
warn your neighbours if you are having one. You can be fined for allowing smoke to drift
across a road or for causing a nuisance through the creation of smoke.

Cars and Parking

Please be responsible and considerate when parking cars and other vehicles at home, and
make sure your vehicle(s) doesn’t block road access or footpaths for others. Wherever
possible, park in your driveway or in designated parking bays. Many roads on our estates are
unsuitable for large vans and lorries, so please do not cause a nuisance by parking this type
of vehicle at home. Your vehicle should also be roadworthy and taxed.

We do not normally allow caravans or campervans to be parked on our land unless you have
prior written permission from us, and this does not cause any nuisance to your neighbours.
You may repair your vehicle from time to time, but this mustn’t cause a nuisance or danger to
others or be undertaken on a commercial basis. You must never pour engine oil down drains
or onto the road or footpaths.

Communal areas

Communal areas relate to any type of property where there are shared areas. We ask that
you show consideration and respect for others who use these areas, and do not obstruct
them or create health and safety risks, as they may be used as exit routes in emergency
situations. Communal areas mainly relate to:

* Internal areas — eg. corridors, lobbies, stairways, lifts, communal rooms, door entry
systems, alarms

+ External areas - eg. shared gardens, parking areas, footpaths, drying areas, bin stores,
cycle stores, roads

Rubbish and Recycling

If you live in a house, you are responsible for
putting your rubbish bins out for collection by your
local council. If you live in a flat and share a bin
area with other residents, please ensure that you
leave the area tidy and dispose of the rubbish in
the correct receptacles.

Never leave any rubbish in communal areas as
this may cause a nuisance to your neighbours, and
the local authority will not collect this. Your local
council can provide details of where you can
recycle larger items such as electrical goods,
textiles, oil and other garden and household waste.
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Pets

Depending on the terms of your lease you may need our written permission to keep any pets,
and you may not be granted permission if you live in a flat. You are responsible for ensuring
that your pets do not cause any nuisance, annoyance, inconvenience or offence to
neighbours, and any damage or fouling in communal areas.

Decorating your home

You are responsible for decorating the inside of your home, and for keeping it in good
decorative order. If you live in a new home, we recommend that you don’t decorate your
home until after the defects period (usually one year) and to allow the property to dry out. If
you live in a flat, the Society will decorate the outside of your property and internal communal
areas as part of our planned maintenance programme.

Garden Maintenance

You are responsible for keeping your garden tidy by cutting the lawn, and trimming trees,
shrubs, bushes and hedges and keeping weeds under control. You are not allowed to cut
down any trees in your garden without our written consent. You are also responsible for
maintaining your boundary fences.

The Society, or an appropriate management company, will maintain the communal gardens
areas. Usually, part of your service charge pays for this service.

TV Aerials and Satellite Dishes

If you live in a house, you are responsible for any costs of fixing TV aerials or satellite dishes,
and you may need our permission in advance and must adhere to the regulations regarding
them.

TV aerials must not be fixed to chimney stacks. Satellite dishes must not be fixed to the
chimney stack or front elevation of a property. In flats, we may provide access to digital TV
via communal aerials and will be responsible for maintaining this as part of your service
charge. Individual satellite dishes to flats will not be permitted.
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Safety in your home

Make sure that you are prepared for emergency situations. You need to know where the gas,
electricity and water supplies come into you home and how to turn them off in an emergency.

Gas

You are responsible for servicing your gas boiler, and we recommend that you use a
reputable company to do this every year. This will help them to run more efficiently and
safely. Also consider fitting a carbon monoxide detector and check it regularly.

If you think you have a gas leak, please call 0800 111 999 immediately.

If you smell gas:

* Do not smoke or light a match

* Do not turn on light switches or electrical equipment

* Open doors and windows to disperse the gas

» Check if the gas appliance has been left on unlit, or if the pilot light has gone out
« Turn off the gas supply at the meter if possible

* Leave the property and alert your neighbour

Electricity

If you experience a power cut, you will need to contact your local Electricity Distribution
Company.

You can avoid most accidents if you follow simple rules:

* Do not run wiring under carpets or rugs

» Check flexes regularly for wear and tear

+ Make sure plugs are wired correctly and fitted with the correct fuse

» Always follow the manufacturer's instructions

* Do not overload power sockets

* Never take electrical appliances into the bathroom

« Switch off and unplug appliances when not in use

« Use a circuit breaker when operating electrical equipment outside

* Have an Electrical Installation Condition Report carried out every 10 years

Water

Check that you know where your stop tap is so that you can turn the water off in 6. Safety in
your home 28 an emergency. Check it every six months to make sure you can turn it on and
off. Check that your hot water setting is not too hot as this could scald or burn.
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Buying further shares in your
home - Staircasing

The process of buying further shares in your home is called ‘staircasing’, and the
procedure is set out in your lease. Usually, the minimum share you can
acquire is 25% (but may be as low as 10% in areas of high property

value).

Depending on the terms of your lease you can purchase up to
100% in most cases, but only up to 80% in certain rural
locations. If you purchase up to 100% you will obtain the
freehold if you live in a house or bungalow provided that the land
your property is built on is not leased by Hundred Houses. In
these cases, owners would need to request to purchase the
freehold from the leaseholder. If you live in a flat or in a property
where you can only purchase up to 80%, you will remain a leaseholder. We always
recommend checking the terms of your lease and seeking professional advice where

required.

Hundred Houses charges a fee to shared ownership customers who are either re-selling their
homes or staircasing to increase their share of the property. The fees are to cover the
Society’s administrative costs, will change from time to time and are only charged for resale
and staircasing completions. Please visit our website at www.hhs.org.uk for details on current
fees

Getting a Valuation

If you wish to purchase a further share, contact us in writing and we will arrange for an
independent valuation of the property. The valuer will determine the current open market
value excluding any improvements that you have made. The valuation will be valid for 3
months, and if you do not proceed within this timescale a further valuation will be required.
You are responsible for the cost of the valuation. You may nominate your own independent
valuer if you do not wish to use the one suggested by Hundred Houses.

If you wish to appeal the valuation, this will be referred to the District Valuer and you will be
responsible for any associated costs. You will be responsible for paying for the cost of the
valuation plus the Society’s administrative fee.

Offer of Sale

When we have received the valuation, we will send you an offer of sale. This confirms how
much the extra share will cost, and your new rent level. You may need to contact your
mortgage lender if you need to borrow more funds. Hundred Houses will also need to
approve any new mortgage offer or remortgage. You may also need to pay stamp duty and
legal costs to change your lease, and you are advised to contact your solicitor about this.

Red Loft Shared Ownership Agency
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HHS has a partnership with a specialist shared ownership agency, Red Loft
(https://www.redloftproperty.co.uk/) to manage shared ownership resales and staircasing.
Contact details for enquiries relating to selling your shared ownership home or buying
additional equity are: hhs@redloft.co.uk /020 7539 3745

Selling your home

If you want to sell your home, you need to let us know in writing. Your lease gives details of
the process. A valuation will be required (see above), and you should be aware that values
can fall as well as rise.

Usually there is a clause in the lease which allows Hundred Houses to put forward a
prospective buyer for the property within specified time limits (usually 8 weeks).

For information on our qualifying criteria, please click here: Shared Ownership | Hundred
Houses (hhs.org.uk)

If we are unable to find a buyer during this
period, you are free to sell your share on the
open market, subject to the terms and
restrictions in your lease. Your purchaser will
need to complete an application form to
purchase the property and be approved by us
and the relevant agency before completing.

If you complete a final staircasing and own
your property in full (with the freehold) you will
be responsible for arranging your own
buildings insurance. Hundred Houses will
continue to arrange buildings insurance for

leasehold flats.
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Rent and Service Charges

Shared owners pay a rent for the portion of the property they do not own, and in some cases
a service charge (see below). We will always advise you of any changes in your rent at least

4 weeks before the increase is due. Any increase is generally linked to inflation (RPI) and the
lease allows for rent increases at a rate above inflation. Generally, rent increases take place

in April each year.

Service Charges

The service charge is paid with your rent and covers an administration charge and buildings
insurance. If you receive a communal service, for example cleaning or landscaping, you will
be asked to pay a service charge which is based on your share of the cost of providing the
service. The amount collected will be based on an annual estimate of the total cost and
adjusted the following year when actual costs are established. Any credit will be refunded to
you and if there is a deficit you will be asked to make up the shortfall. For some properties
where Hundred Houses is responsible for maintaining structural parts and internal and
external parts (for example in a block of flats), part of the service charge may be putinto a
‘sinking’ fund to pay for future works (e.g. decorations, roof replacements etc) This is similar
to a savings account where interest is added. The Society holds this money, and it is not
repayable if you sell your home

Paying your rent

Payment of your rent should be made in advance by Direct Debit. If you are unable to pay by
direct debit, payments can be made by debit card over the phone.
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Rent statements

Statements are generally sent to you annually, but if you would like information about your
account at any other time, please contact us. You can also access information about your
account through the Tenant Portal.

Difficulties with paying rent

If you are struggling to pay your rent, contact us straight away, as we can advise you what
benefits you may be entitled to help you, and work out a mutually acceptable repayment plan
with you to reduce the arrears.

Legal Action

In serious cases of rent arrears, HHS will take legal action to recover the costs owed. This
could be any or all the below actions depending on the circumstances:

Contacting your mortgage lender | Your mortgage lender has a legal interest in your
property. To protect this, they may pay any rent
arrears to prevent repossession. These costs may
then be added to your outstanding mortgage balance
and will not usually be eligible for tax relief.

Forfeiture of your lease This means that we will serve you with a Notice of
Seeking Possession, and ultimately ask the Court to
allow us to take back your property.

Small Claims Court This means we will apply to the County Court for a
debt judgement. This action will result in court costs
which you must pay. The Court will decide how to
enforce payment if the arrears remain outstanding. If
they make a judgement against you, this may affect
your ability to obtain credit

Mortgage Arrears

Your home is at risk if you do not make your rent or mortgage payments when they are due. If
you think you won’t be able to make a mortgage payment when it is due, we strongly advise
you to speak to your lender straight away.

Where to find us
Hundred Houses Society,
51 Scotland Road, Cambridge, CB4 1QW

0300 303 5770
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