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1. INTRODUCTION 

1.1 Progress Housing Group is committed to providing an effective and 
efficient management service for the leasehold properties within its 
property portfolio. 

1.2 Progress Housing Group recognises that a leaseholder’s interest in 
their property is substantially greater than that of their landlord or 
managing agent.  Progress Housing Group is therefore committed to 
safeguarding those interests and ensuring that they are properly 
protected. 

1.3 Progress Housing Group is also committed to establishing effective 
working relationships with leasehold customers and continuing to 
improve performance in this area. 

 

2. SCOPE OF THE POLICY 

2.1 This policy applies to the management of all leasehold properties 
within New Progress Housing Association, New Fylde Housing and 
Progress Housing Group, including: 

2.1.1 Flats sold on long leases 

2.1.2 Shared ownership properties  

2.1.3 Properties managed on a commercial lease 

2.2 For the purposes of this document the term “leaseholder” will include 
the three categories of leaseholder detailed above. 

2.3 This policy and the supporting procedures are intended as a general 
guide for staff and is not a substitute for legal advice about the 
specific terms and covenants within each lease. 

2.4 Before taking any action the specific lease should always be referred 
to and the relevant terms and covenants identified and taken into 
account. 

 

3. RESPONSIBILITIES 

3.1 Property Management Team 

3.1.1 Setting service charges for new schemes in conjunction with 
the Development Team and Property Services. 
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3.1.2 Reviewing and setting service charges annually in line with 
the budget setting process in conjunction with Property 
Services. 

3.1.3 Receiving quarterly schedules of all repairs, maintenance and 
service contracts from Property Services.   

3.1.4 Determining via the lease arrangements responsibility for 
asbestos, fire safety and legionella and informing the lessee 
and Property Services who is responsible. 

3.1.5 Apportioning the cost to be passed to the leaseholder in line 
with their lease.  

3.1.6 Ensuring the service charge for each leaseholder includes all 
the costs which the association can pass on, under the terms 
of the lease. 

3.1.7 Monitoring rent and service charge accounts and taking the 
necessary action to chase outstanding payments in line with 
the Rent and Service Charge Arrears Recovery Procedure. 

3.1.8 Checking and confirming information provided by the 
Database Team regarding the annual rent and service charge 
increase for leaseholders. 

3.1.9 Producing and sending the end of year service charge letters, 
including a certified statement of account to all leaseholders, 
in line with the Service Charge Procedure for Leasehold and 
Shared Ownership Properties. 

3.1.10 Responding to general enquires from leaseholders. 

3.1.11 Responding to general enquiries from other members of staff 
within Progress Housing Group.  

3.1.12 Responding to antisocial behaviour and nuisance complaints. 

3.1.13 Responding to customer feedback received in line with the 
Group’s Customer Feedback Procedure. 

3.1.14 Attending residents meetings and customer groups. 

3.1.15 Organising and attending the leasehold forum with the 
Community Involvement Team. 

3.1.16 Co-ordinating the consultation process with leaseholders 
regarding repairs and maintenance in line with the Section 20 
Consultation Procedure. 
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3.1.17 Liaising with solicitors or the Group’s Legal Team regarding 
forfeiture and other legal matters. 

3.1.18 Liaising with the Finance Team regarding budgets, service 
charges, recharges and expenditure. 

3.1.19 Liaising with the Finance Team and Property Services 
Department regarding the setting up and administration of a 
sinking fund for each property. 

3.1.20 Liaising with the Income Collection Team regarding the 
collection of Former Tenant arrears. 

3.2 Database Team 

3.2.1 Producing and sending rent and service charge statements to 
leaseholders on a quarterly basis. 

3.2.2 Producing and sending annual rent and service charge 
increase letters in line with the Group’s Rent Increase 
Procedure.  

3.3 Development Team 

3.3.1 Receiving and maintaining applications for shared ownership 
properties. 

3.3.2 Ensure applicants for shared ownership properties meet the 
requirements set by 106 or other restrictions. 

3.3.3 Selection of the successful applicant for the purchase of a 
shared ownership property. 

3.3.4 Develop and manage marketing strategy for all new schemes, 
including shared ownership properties. 

3.3.5 Managing the sale of shared ownership properties. 

3.3.6 Inviting Property Management representative to attend site 
meetings during the construction of new schemes.  

3.3.7 Identifying new development opportunities and initiatives. 

3.3.8 Informing shared ownership applicants about the shared 
ownership lease and covenants. 

3.3.9 Liaise with Property Management regarding the setting of 
service charges for new schemes, in line with the Service 
Charge Procedure for Leasehold and Shared Ownership 
Properties. 
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3.3.10 Liaise with solicitor or the Group’s Legal Team regarding the 
terms of the shared ownership lease.   

3.3.11 Provide copy of proposed shared ownership lease to Property 
Management for comment prior to completion. 

3.3.12 Liaise with Property Management during the development 
phase to confirm any changes, particularly changes which will 
effect the management and service charges of the scheme.   

3.3.13 Manage the handover process of the new scheme.  Ensuring 
all relevant information is passed to Property Management 
and Property Services in line with the Progress Housing 
Group’s Handover Procedure. 

3.3.14 Provide full details of the responsibilities and associated 
charges of any management company involved in new 
schemes. 

3.3.15 Provide full schedule of fixtures and fittings provided in new 
schemes to Property Management and Property Services. 

3.3.16 Prepare and present complete information to FAT1, FAT2 and 
FAT3. 

3.4 Property Services  

3.4.1 Delivery of day-to-day repairs service, in line with the terms of 
the lease. 

3.4.2 Where relevant, subject to lease conditions Property Services 
will be responsible for the duty to manage asbestos, legionella 
and fire safety. All such cases will be identified by the 
Property Management Team. 

3.4.3 Delivery of planned maintenance, in line with the terms of the 
lease.  For the avoidance of doubt this will include any 
relevant cyclical works, including painting. 

3.4.4 Setting up and maintaining service contracts, in line with the 
terms of the lease. 

3.4.5 Providing Property Management with a schedule of all 
maintenance and services carried out at leasehold properties 
on a quarterly basis.  The quarterly report will include all day-
to-day repairs, planned and cyclical maintenance (including 
painting) and service charge contracts. 
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3.4.6 Liaise with Property Management regarding planned and 
cyclical maintenance work (including painting), to be carried 
out at all leasehold properties. 

3.4.7 Identify leasehold, or properties where leaseholders and 
shared owners are in the building and notify Property 
Management when a repair in excess of £250 per leaseholder 
is required.   

3.4.8 Provide information to Property Management to support the 
consultation process, in line with the Section 20 Consultation 
Procedure. 

3.5 Finance Staff 

3.5.1 Ensuring buildings insurance is in place for all leasehold 
properties, in line with the terms of the lease. 

3.5.2 Produce a statement of account for each leaseholder at the 
end of each financial year. 

3.5.3 Ensure each statement of account is certified. 

3.5.4 Liaise with Property Management regarding items of 
expenditure which are service chargeable. 

3.5.5 Liaise with Property Management regarding the setting up 
and administration of sinking funds for each property. 

3.5.6 Liaise with Property Management regarding the setting of 
service charges for new properties. 

3.5.7 Liaise with Property Management regarding the annual review 
of service charges, in line with the Budget Setting Process. 

3.6 Legal Team 

3.6.1 Receive and process all applications for Right to Buy and 
Right to Acquire. 

3.6.2 Liaise with Property Management regarding service charges, 
sinking funds and arrears for Right to Buy or Acquire 
applications. 

3.6.3 Liaise with Development and Property Management regarding 
the negotiation of new leases. 

3.6.4 Storage of leases and other legal documentation. 

3.6.5 Provide legal advice and support when required. 

3.7 Service Delivery Team 
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3.7.1 Responsible for producing survey questionnaire for 
leaseholders. 

3.7.2 Responsible for providing survey results to Property 
Management. 

3.8 Income Collection Team 

3.8.1 Responsible for monitoring and pursuing former tenant 
arrears. 

 

 

4. POLICY 

4.1 Aims & Objectives 

4.1.1 To provide clear policy guidance to staff and ensure that a 
high-quality, value-for-money management service is 
provided to all leasehold customers of Progress Housing 
Group. 

4.1.2 The aims and objectives of this policy are supported by a 
range of operational procedures.  These procedures, together 
with a set of performance standards, will deliver a consistent 
approach and encourage continual improvement in the 
service provided. 

4.2 Performance  

4.2.1 As with all areas of the organisation a set of key performance 
indicators are in place to monitor performance and encourage 
continuous improvement. 

4.2.2 At the time of writing this policy document it is agreed that the 
indicators required will be as follows: 

4.2.2.1 Rent and service charge arrears for current 
leaseholders  

4.2.2.2 Rent and service charge arrears for former 
leaseholders  

4.2.2.3 Amount and % of debt written off for leaseholders  

4.2.2.4 Performance targets are set annually and 
approved by board.  

4.2.3 The current and former arrears figures for leasehold 
properties are identified separately in a weekly report 
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circulated by the Performance Analyst.  This report is to assist 
in ensuring the appropriate arrears action is taken. 

4.2.4 The monthly arrears figures are included in the performance 
reports for New Progress and New Fylde, which are 
discussed by the management team on a monthly basis. 

4.2.5 The arrears figures are also included on the balance 
scorecard which is reported to Board on a quarterly basis.  

4.2.6 Historically, satisfaction surveys relating specifically to the 
services provided to leasehold properties have not been 
undertaken. However, Progress Housing Group undertook a 
STAR survey of all leasehold properties in 2012. 

4.2.7 It is envisaged that further STAR surveys will be undertaken 
for all leaseholders’ properties every three years. 

4.2.8 New Progress and New Fylde currently have a number of 
tenant representatives who take part in mystery shopping 
exercises on behalf of the Group.  At the time of writing this 
policy document the Group has not recruited any leaseholders 
to undertake a similar exercise. It is, however, envisaged that 
this is an area to be explored in the future. 

4.2.9 Service Standards 

4.2.10 A copy of Progress Housing Group’s service standards can 
be found by following this link Service Standards 2011.  

4.2.11 In addition to these service standards Progress Housing 
Group will also ensure the following points are also 
undertaken: 

4.2.11.1 To update and maintain a leaseholder handbook. 

4.2.11.2 To provide a copy of the leaseholder handbook to all 
leaseholders of Progress Housing Group. 

4.2.11.3 To adopt Progress Housing Group’s Customer Contact 
Charter for all leaseholders. 

4.3 Abbreviations 

4.3.1 Not applicable 

4.4 Definitions 

4.4.1 Freehold - Outright ownership of land.  In freehold ownership 
there is no limit of time to hold the property whereas in the 
leasehold tenure there is a time limit. 

http://www.progressgroup.org.uk/Resources/Progress%20Housing/PHG/Docs/Publications/Service%20Standards%20Nov%202011.pdf
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4.4.2 Lease – The document which creates the legal relationship 
between the landlord and the tenant and which will contain 
the rights and obligations of each party. 

4.4.3 Leasehold – A form of tenure which gives the leasehold 
owner the right to use the property for a fixed period of time at 
a given price on the basis of a lease contract. 

4.4.4 Lessee or Leaseholder - The person to whom the lease of the 
property has been granted. 

4.4.5 Lessor or Landlord - The person or organisation granting the 
lease. 

4.4.6 Right to Acquire - The Housing Act 1996 introduced the Right 
to Acquire to tenants living in properties which had been 
purchased or acquired by Housing Associations from 1st April 
1997 onwards, using Social Housing Grant. 

4.4.7 Right to Buy - In terms of the Housing Act 1985 (as amended) 
a tenant of a Council, a Housing Association, or a Housing 
Action Trust usually has the Right to Buy the home which they 
occupy. In the case of Progress Housing Group, only a tenant 
who transferred to the Association from South Ribble Borough 
Council or Fylde Borough Council and has continued to be a 
tenant has the Right to Buy. 

4.4.8 Shared Ownership - A scheme which enables a tenant to buy 
a proportion or share in a property with the remainder being 
owned by the landlord.  The tenant’s interest in the property is 
via a shared ownership lease and the tenant will pay rent on 
the portion owned by the landlord.  The tenant is usually 
entitled to buy subsequent shares in the property until they 
fully own the property, a process known as “staircasing”, 
although some shared ownership leases do contain 
restrictions on the percentage that the tenant can purchase. 

4.5 References 

4.5.1 Leases and leasehold management are founded on a number 
of acts.  The details of each act are not included here but the 
significant pieces of legislation for reference are: 

4.5.1.1 Landlord and Tenant Act 1954 

4.5.1.2 Housing Acts 1985 and 1996 

4.5.1.3 Housing and Planning Act 1986 

4.5.1.4 Housing Act 1988 
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4.5.1.5 Landlord and Tenant Acts 1985 and 1987 

4.5.1.6 Leasehold Reform, Housing and Urban Development Act 
1993 

4.5.1.7 The Commonhold and Leasehold Reform Act 2002 

 

4.6 Data Protection 

4.6.1 Any data held or collated within the scope of this policy will be 
handled in accordance with the Data Protection Act 1998 and 
the Group’s Data Protection Policy. 

 

5. IMPLEMENTATION 

5.1 Training 

5.1.1 Following the adoption of this Policy, Property Management 
will meet with the Department Heads of the affected Teams to 
discuss any training issues for their staff. 

5.2 Linked documents 

5.2.1 PHG Service Standards  

5.2.2 A lease matrix has been developed.  The master document is 
saved as G:Property Management/Lease Matrix/Lease Matrix.  
The matrix provides a summary and reference guide to the 
information contained in the lease for each property. 

5.2.2.1 The lease matrix contains information for the Right to Buy 
or Right to Acquire leases of New Progress and New Fylde.  
It also contains information for the shared ownership and 
commercially leased properties of New Progress, New 
Fylde and Progress Housing Group. 

5.2.2.2 It should be noted that the lease matrix is designed as a 
guide and reference to the lease and is not intended to 
replace the lease as the primary source of information. 

5.2.2.3 The lease matrix contains a hyperlink to each lease to 
enable quick and easy access to the relevant 
documentation. 

 

6. CONSULTATION 
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6.1 This document has been circulated to the department heads within 
Progress Housing Group for comment. 

6.2 The document has also been presented to the Leasehold Forum as 
part of our formal consultation process. 

6.3 Following this consultation the document will be amended to take 
consideration of any agreed points. 

 

7. REVIEW 

7.1 This policy is a review and update of the Leasehold Management 
Policy and Procedure Guide issued in March 2005. 

7.2 It is anticipated that this policy will be reviewed every 3 years unless 
change to legislation or regulation necessitate a sooner review.  

 

8. EQUALITY IMPACT ASSESSMENT 

8.1 The Association recognises the needs of a diverse population and 
acts within the scope of its Equality and Diversity Policy and the 
Equality Act 2010.   

8.2 It is difficult to carry out an Equality Impact Assessment at this stage 
as the data held is insufficient to enable any meaningful analysis to 
take place.  It is envisaged this will improve by the time the policy is 
reviewed as more data is being collected. 

8.3 However, it should be noted that the implementation of this policy will not 
discriminate against any leaseholder on the  grounds of their race, ethnic 
origin, gender, sexuality, marital status, disability, age, religion or class. 

 


