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Your estimated Service
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Lewisham Homes is committed to providing you with excellent services. To do this, we are not
only improving the services we currently provide to communal areas and facilities, but we are also
introducing new ones.

We are also committed to ensuring that you understand the charges associated with our services
and how we work them out. When calculating your Service Charges we looked carefully at our
services to ensure that you are only asked to pay a share of service costs that are required by your
lease and that the charges are reasonable for the services that we provide. As you will see from
this newsletter, there are some new services and charges; however, you will only be charged if
your block and/or estate benefits from the service.

Contacting us Extended phone hours
Contact the Leasehold Services team by For the next two weeks the Leasehold Services
g telephone: 020 8314 8211 Team will have extended phone hours. You
can call your Leasehold Services Officer from
If you prefer, we are happy to make an 8.00am until 7.00pm Monday to Friday.

appointment for you to meet us face-to-face.
You can also make online enquiries through Communal repalrs
our website: www.lewishamhomes.org.uk or

email: leasehold@lewishamhomes.org.uk. If you need to report a communal repair,

please telephone the Repairs Call Centre on
020 8314 8314.

e Get involved
Inside: ° Debt advice

* Influence our services

* Leasehold Services

* Information on your Special Interest Group

Service Charges




InformatiOn on vour Your estimated Service
charges

Charges 2008/09

Building repairs

As a leaseholder you pay a share of the cost of repairs to the communal areas in your building
and estate.

Lewisham Homes is improving the environment of estates and blocks by carrying out the
necessary repairs to the communal areas. We have introduced a dedicated Communal Repairs
Team. This team attends regular Estate Inspections with Caretaking staff and Tenancy Officers
to improve residents’ satisfaction with this service. For the latest timetable of Estate Inspections,
please visit our website: www.lewishamhomes.org.uk or contact your Leasehold Services Officer.

Lewisham Homes has a contract with Lewisham Council‘s Building Services who carry out the
majority of the communal repairs to properties. A number of these works require inspections to
ensure that the correct work is ordered.

Lewisham Council operates a call centre that receives and logs all repair calls for Lewisham
Homes, including repairs to communal areas. To improve residents’ satisfaction with this service,
Lewisham Homes has invested in increasing the number of staff in the call centre.

A share of the cost for the Communal Repairs Team, Building Services Inspection Team and the
Call Centre is included in your Service Charges under the Repairs Charge. The charges take into
account that leaseholders only benefit from communal repairs.

Pest control

A number of blocks have been identified for pest control treatment. This work is designed to treat
existing problems in communal areas and be preventative. For leaseholders whose blocks are
included in this year’s programme, the charge for this service is included in the Repairs Charge.
Further details about these works will be sent to leaseholders shortly.

During the year there may be the need to carry out pest control work in communal areas on
other blocks. In these cases, leaseholders will be charged for the works as part of the Actual Cost
Adjustment. Information will be given to leaseholders when the works are carried out.

If you have a pest control problem within your individual home, it is your responsibility to contact
the Council’s Pest Control team: 020 8314 7171 or email envirocall@lewisham.gov.uk. The
Council will charge you for this service.

www.lewishamhomes.org.uk




Caretaking, cleaning
and sweeping

These services are provided by Lewisham Homes
and Lewisham Council:

* Lewisham Homes provides the service to the
communal areas inside your blocks

* Lewisham Council provides the sweeping
service on estates.

The charge for these services quoted in your bill
is the amount that we estimate will be spent on
your building and estate over the coming year.

This year the charge for the service provided

by Lewisham Homes and Lewisham Council

is shown under the heading ‘Caretaking 1’. In
future years the charge will be separated so that
you can see at a glance the separate costs for
internal communal areas and estate sweeping.

Caretaking inside your block (Lewisham Homes)

Lewisham Homes has reviewed the way the
caretaking service is managed. We have
introduced a Quality Team to monitor the service
to ensure that it meet our agreed standards,
which we know is important to you.

The charge for this service broadly includes:

» Salaries of caretakers and their managers

* Equipment, uniforms, health and safety,
vehicles, materials

* Bin/chute cleaning - this new contract will
start in the autumn. We will write to you with
more information once the contract has been
allocated.

www.lewishamhomes.org.uk

Your estimated Service

Charges 2008/09

Sweeping on the estates (Lewisham Council)

The Council continues to provide the sweeping
service on estates. The cost includes:

* Salaries of sweeping staff and their managers
* Equipment, uniforms, health and safety,
vehicles, materials.

Window cleaning

This is a new service. A contract for cleaning
communal windows will start in autumn 2008
and it will involve two rounds of window cleaning
between then and 31st March 09.

We carried out a pilot of the service last year
following concern from residents living in low-
rise and tower blocks with communal windows.
Following the pilot we consulted tenants and
leaseholders
through the Area
Panels and the
Customer Panel
and the feedback
indicates that

this is a welcome
additional service.

If there are
communal
windows in your
block, a charge
for this service is
included under a
separate heading.

We will write to you with more information about
this contract once it has been awarded.




Your estimated Service

Charges 2008/09

Mechanical and elec- Lifts
trical repairs and The lift charge has different elements:

ServiICesS (rechnical Services) * regular maintenance

* responsive repairs

Lewisham Homes deliver the mechanical and * Technical Officers managing this service.

electrical repairs that are required to keep build-
ings and the equipment in them safe and in good
repair. Our Mechanical and Electrical Services
Team manages these services, which include
maintenance of lighting conductors, fire safety
equipment, water tanks, aerials and ventilation

systems. You are only charged for the services Grounds malntenance

provided to your building.

This service is provided by Glendales and
//\ A share of the costs of the Mechan- managed by Lewisham Council. The grounds

The costs are calculated for each lift. You will
pay a share of the above costs for any lifts in
your block.

/1_; ical and Electrical Services Team maintenance cost in your Service Charge bill
7 1| isincluded in your Service Charge includes a share of the cost of:
— & ifyour block receives any technical

* B services. * the Glendales contract
* tree maintenance

* Lewisham Council’s management of the

Communal lighting contract.
This charge is based on the amount of electricity Entrv phone

used to provide the communal lighting in your

block. The commercial cost of electricity has If your block has an entry phone, you will be

increased significantly, which means that the charged a share of the cost of:

cost of this item has risen by 33% compared to

last year. * keeping the communal parts of the system
repaired

* Technical Officers managing this

Communal heating

If a repair is needed to the handset inside your
home, you will be charged for this separately.
Lewisham Homes is also required to charge you
VAT at 17.5% on repairs to your handset.

Where communal heating is supplied,
leaseholders are charged for the cost of the fuel
and boiler maintenance. There have been rises
in the cost of commercial fuel recently. These
rises are reflected in the 33% increase in the cost
of this item compared to last year.

www.lewishamhomes.org.uk Page &4
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Charges 2008/09

Ground Rent, Insurance and Management

There is no change to the basis for these charges.

Included with your bill is the statutory notice that we are required to send on behalf of the
landlord, Lewisham Council, about your Ground Rent. Although Ground Rent is not a Service
Charge, it is included in the Service Charge invoice as this a cost efficient way of billing.

The Management Charge includes the costs for the Leasehold Services Team engaged in work on
annual Service Charges, including calculating the estimated and actual cost, billing and recovery.
The Management Charge also includes some of the other management costs incurred by Lewisham
Homes, for example the cost of IT, finance services, office accommodation and running costs, such
as postage, printing and telephones.

How would you prefer to receive
information from us?

To help reduce costs, we are considering sending you information such as this newsletter by
email and making it available to download on our website. Please complete this form to give
an indication of how you would prefer to receive information in the future.

Please tick your preferred choice of communication:

@ | would prefer to receive information by post

@ | would prefer to receive information by email

® would prefer to access information on the Lewisham Homes website

Where possible we will look to provide information in your preferred format.

Comments:

Name:

Address:

Email address:




Advice and

informatioin

Debt advice

Like your mortgage and utility bills, your Service Charges are a priority cost that you must
pay. If you are having difficulty paying your Service Charge it is important that you contact
Leasehold Services to discuss your circumstances so that we can work out a way forward
together.

The Debt Self-Help pack developed by Lewisham Homes for tenants and
leaseholders may also be useful to you if you are struggling with debt.
This can be obtained from Leasehold Services or downloaded from www.
lewishamhomes.org.uk, under the Home Ownership section of the site.

Leasehold Services have caseworkers who can discuss your particular circumstances with
you and tell you about the loans that are available for leaseholders having to pay for major
works. Leasehold Services are able to offer home visits for leaseholders who require a
personal interview but are unable to come to the office.

Independent debt advice is also available from specialist agencies, for example the Citizens
Advice Bureau and the National Debtline (0808 808 4000).

Translation and other format request

« Community Involvement —Improwve our sarvices by giving your ideas. Please provide your details betow.
« Pérfshira e Komunitetit — Pérmirésoni sh&rbimel tuaja duke shprehur ideté tuaja.
= Ju lutemi jepni & dhénat tuaja mé poshts.
o HEMNE—BESNEE  AERMNNES. FETIRMENIYEER,
* FPETLESS FEUTE - o RS S HEGEETT SATTULES AR ST Gemeae FIRBOGRERST. &g
£_ Tl T TiEenede ERp STl
«  Toplum katilim = Sizin fikideriniz ile verdigimiz hizmetleri iyilestirmek icin. Lotfen agadya bilgilerinizi yazimz.
« Sy tham gia cia Cdng ding - Nang cao chil lugng dich vu cia ching 13 bang cach néu 1En v kidn coa quy vi. Xin cung cip thang tin vé guy
day.
+« Implication dans la communaute = Améliorez nos services en nous faisant part de vos idées. Veuillez noter vos coordonnées ci-dessous.
+ HKa Qeybgalka Bulshada “Wanaaji adeegyadaada adiga oo fikradahaaga ka dhilbanaya, Fadlan faafaahintaada ku bixi halkan hoose.
Name. Emri Nom, i F, Magac, uSwi, lsim, Teén:
Telsphone Mo, Numri i telefonit, Numéro de téléphone, 415"} 54, Lambarka telefoonka, 58 a4 wasi, Telefon no, 56 dién thoai:
Address, Adresa, Adresse, ILHL, Cinwaanka, w=reur, Adres, E§a chi:

O Gjuhét/Albanian O FrangaisiFrench For other formats tick the
O 1 /Mandarin O SoomaalifSomali appmpn'ate hox below:
O g/ Tami O Tirkee ve/Turkish i ’
O Tiéng ViétNielnamese O Large Print
Return to: [ Audio tape

Deargojeni tek: . ‘

A renvayer 4 Lewisham Homes O Braille

HT :

- Freepost (No stamp required)

Span a0 arBsar dur woemend SE6 4TW

Su adrese gen gonderin:
Guri fra lai cho:

www.lewishamhomes.org.uk




Get involved!

Join the Leaseholder Special Interest Group
to ensure your voice is heard!

Lewisham Homes launched the Leaseholder Special Interest Group (LSIG) on 17th April 2008. The
purpose of the group is to enable leaseholders to influence the policies and procedures of those
issues that only affect leaseholders.

: 22 leaseholders attended the initial meeting which was a
promising start. However we need more of you to get
involved and help ensure our services meet your needs
and expectations.

@ The LSIG have worked with Lewisham Homes’ Leasehold
Services team to put together a consultation programme
for the following year. Please have a read through the
programme which follows and consider which issues

you would like to be consulted on.

If you are interested in getting involved in the LSIG or taking part in any of the upcoming
consultation, please fill out your details on the form attached and send back in the prepaid envelope
provided.

Other ways of getting involved
and influencing services

In addition to the Leaseholder Special Interest Group, there are many
other ways for you to get involved. For example, the Lewisham
Homes Community Panel invites representatives from various Council
services and community groups to attend their meetings and

discuss how these groups could help their community.

To find out about getting involved with these groups and other

ways to share your views on any of our services, please contact the
Community Involvement Team on 020 8314 9267 or email getinvolved@
lewishamhomes.org.uk. Alternatively, please complete the form entitled ‘Get
Involved’ which follows.

www.lewishamhomes.org.uk




Name:

Address:

Telephone:

Email:

| would like to be involved by: (tick all that apply)

Attending conferences

Joining my TRA

[l
[

Taking part in online discussions D

Taking part in estate inspections D

Completing surveys via telephone D

Attending focus groups
Becoming a resident inspector

Commenting via email

[]

[]
[]

Attending special interest groups _H_

via Post D face to face

| have an interest in: (tick all that apply)

Antisocial behaviour
Services for young people
Rent setting
Communications

Residents charter

N

Equalities policies
Caretaking and maintenance
Leasehold Services
Performance monitoring

Repairs and improvements

L]

[]
[]
[]
[]
[]

Other (please specify) _

UORED

020 8314 9267
WWW.LEWISHAMHOMES.OR

GET

INVOLVED!

I am available: (tick all that apply)
Mornings D Afternoons

Evenings [] Weekends

I am interested in training courses: (tick all that apply)
Chairing and meetings skills D Computing (a range of levels)

Secretary or treasurer skills D Plumbing

Equality and diversity D Painting and decorating

First Aid D Involving young people
Newsletters and publicity D Influencing and negotiation skills

L Oooo4 0o

Other (please specify) _

To help us ensure all sections of the community are involved
please give the following information.

I would describe myself as:
White Black or Black British Asian or Asian British

[] British [] Caribbean [ |Indian
[ ] 1rish [ African || Pakistani

[ ] Other white [ ] Other black || Bangladeshi
background background [ ] other Asian

Mixed Other background

D White and black Caribbean D Chinese

D White and black African D Vietnamese

[ ] White and Asian [ ] Turkish

D Other mixed background D Turkish Cypriot

[ | male [ ] Female
Age group: Under 18 D Hm-NmD Nm.moD mo.ﬁ.D Over me

Do you consider yourself to have a disability? <mm_u No D

If yes please specify)

PLEASE RETURN T
LEWISHAM HOMES

FREEPOST (NO STAMP REQUIRED)
9 HOLBEACH ROAD, CATFORD, LONDON SE6 4TW




Leasehold Consultation
Programme

To take part in the upcoming leasehold consultation, please select the activities you are interested
in below and then send it back to us using the prepaid envelope provided. We will write to you
prior to the meeting to confirm the details.

Get involved!

Activity

Date and time

Venue

Topic

Tick if you
would like
to attend

Focus group

11th June 08
1.30pm-3.00pm

11" June 08
7.00pm - 8.30pm

18" June 08
2.00pm - 3.30pm

18" June 08
7.00pm - 8.30pm

North Area Office, 1A Eddystone
Tower, Oxestalls Road, SE8 3QU

North Area Office, 1A Eddystone
Tower , Oxestalls Road, SE8 3QU

South Area Office, 9 Holbeach Road,
Catford SE6 4TW

South Area Office, 9 Holbeach Road,
Catford SE6 4TW

Service Charges and all service costs
including management expenses but
not insurance

Leasehold
Special
Interest Group

24" July 08
7.00pm- 9.00pm

Civic Suite, Catford SE6

Service Charges and management
charges

Focus group

15th July 08
2.00pm - 3.30pm

15™ July 08
7.00pm - 8.30pm

North Area Office, 1A Eddystone
Tower , Oxestalls Road, SE8 3QU

South Area Office, 9 Holbeach Road ,
Catford SE6 4TW

Insurance and Lewisham Homes
Service Standards. Also, could roll the
Customer Service Standards to these
groups

People’s days

12™ July 08

Mountsfield Park

Leasehold Services staff will be
available to answer your questions

Residents’
open day

13" Sept 08

See September’s edition of Home
Magazine for details

Leasehold Services will be present to
answer your questions and discuss
topics of interest to leaseholders

Focus group

16" Sept 08
2.00pm - 4.00pm

16" Sept 08
7.00pm- 9.00pm

North Area Office, 1A Eddystone
Tower , Oxestalls Road, SE8 3QU

South Area Office, 9 Holbeach Road ,
Catford SE6 4TW

e Paying for major works, including
Right to a Loan and discretionary
loans, sinking funds

e Leaseholder handbook - design,
layout, content, cost

LSIG 18" Sept 08 Venue to be confirmed e Insurance feedback from focus
7.00pm- 9.00pm group
e Leasehold Service Standards
Property Service Representative to
attend
LSIG 20" Nov 08 Venue to be confirmed e Paying for major works, including

7.00pm-9.00pm

Right to a Loan and discretionary
loans, sinking funds discussion
and feedback from focus groups

e Leaseholder handbook - design
layout, content, cost and feedback
from focus group




Telephone November 08 Venue to be confirmed The right to buy the freehold and
and email compulsory purchase orders
survey, focus

group for

leaseholders

in street

properties

Telephone, November 08/ Telephone, email and post Lewisham Homes learning more
email and ongoing about our leaseholders to help
post us develop our services
Telephone, November 08/ Telephone, email and post What extra services might leaseholders
email, and ongoing like to buy into, for example gas

focus group

Date and venue for focus group to be
confirmed

servicing

LSIG

15 January 09
7.00pm-9.00pm

Venue to be confirmed

e Purchasing the freehold, including

compulsory purchase orders -
feedback from targeted approach

e Update on profiling leaseholders -

how we can use this information to
improve our services.

e Buying into services - feedback

from focus group responses group

e Alterations and improvements to

leasehold properties

Focus groups,
telephone and
email

17" February 09
7.00pm- 9.00pm

Venue to be confirmed

Working with leaseholders who do not
live in their properties and those who
are landlords

LSIG

19 March 09

Leaseholder Services

e Review of current year's

consultation - what worked well
and what needs to change

o Feedback working with

leaseholders who do not live in
their properties and those who are
landlords

Your details

1T (=3P
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Please return this form using the enclosed prepaid envelope

www.lewishamhomes.org.uk




