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Welcome to Mount Green
About your handbook

A message from Mount Green

Welcome to this handbook and, if you are a new resident, to your new home. We have
produced this handbook to help you understand what services you can expect from us as a
landlord, as well your own responsibilities as a shared owner. We hope you find it helpful.

In a world which is often complex, challenging and requiring compromise, at Mount Green
we do our best to provide high quality, affordable homes. We strive to achieve a high level of
ethical, social and environmental responsibility in everything we do.

Our size and independence means we can tailor our services to meet the needs of local
people and we make every effort to design, build and manage our homes to the very highest
standards.

We have a Board which is made up of volunteers with a variety of appropriate skills who
have overall responsibility for running the organisation including policy and strategic
decisions. The Board includes resident representatives and independent members of the
community.

Our experienced and enthusiastic management team, supported by the Board and front-line
staff, are tasked with upholding Mount Green’s heritage, local knowledge and strong values.

We aim to be an excellent landlord and we want you to be happy in your home.
About your handbook

This handbook includes important information about your lease, your rights and
responsibilities, your home, your rent and other charges and our services.

We have summarised our key policies here however for some services, full copies of our
policies with further information can be provided on request. Also, please don’t hesitate to
contact a member of our staff if you need more information.

Please keep your handbook safe and somewhere you can easily refer to it. To ensure you
have the most up to date information, updated pages will be sent to you from time to time so
please ensure you replace pages when required.

Comments and feedback

We would like to know what you think about the content & format of this handbook. If you
have any comments or suggestions on this handbook please contact us; it is for you, our
residents, after all!




About Us

Who are Mount Green?

Established in 1962, Mount Green is an independent housing association with homes in
and around Surrey. We own and manage approximately 1500 homes, offering a range of
affordable, quality houses, maisonettes, bungalows and flats to both rent and buy. Our
Head Office is in Leatherhead, Surrey and we are proud that we have been providing quality
homes and fostering happy communities for over 50 years.

We provide a variety of housing options to suit all types
of individuals, couples and families. This includes
sheltered housing for the over 55s, homes for key
workers (those on low incomes) and supported housing
for people with a range of different needs. Our shared
ownership schemes have become increasingly popular as
we help residents to take a step towards owning their
own home and rural housing is also high on our agenda, T,
for which we have a growing reputation. A T

Our strap line is “housing solutions for local communities”. We try to reflect this by tailoring our
services locally to suit our residents’ needs. We know the value of engaging with and
involving our residents, putting them at the heart of everything we do.

Our Vision
Mount Green aims to be an excellent landlord that works closely with its residents and
communities to make a real difference.

Our Values

Excellence - focus on performance, putting residents first
Integrity - open, honest and fair with all

Strength - financially and operationally

Creativity - able to respond quickly to opportunities

Flexibility - responsive to individuals and communities
Inclusiveness - working in partnership with residents and others

Our Strategic Objectives

e To provide excellent services for our residents

To manage our assets effectively and provide well maintained homes to our
residents

To grow the organisation

To be well governed and well managed

To be financially strong and remain independent

To be an excellent employer




Contact Us

Who to contact & when

Customer Services

For general enquiries whether contacting us
by phone or in writing. We welcome visitors
to our head office by appointment only. Our
customer service advisers will be happy to
help you.

Our Head Office and
phone lines are open
Monday-Friday 9am-
5pm (excluding bank
holidays).

T:01372379 555

A: 26 Bridge Street,
Leatherhead, KT22
8BZ

E: customerservices@mountgreen.org.uk

Your Neighbourhood Officer

If you have any issues relating to your lease
or neighbourhood, you can contact your
Neighbourhood Officer. You will be given
their contact details when you become a
resident and where noticeboards are
provided, their contact details will be
displayed.

Our Development & Assets Team

If you have any queries regarding staircasing
or resales, please contact our Development
& Assets Team on:

T:01372 379555
E: sharedownership@mountgreen.org.uk

Your rent and other charges

For information on how to pay your rent,
if you are in rent arrears or for queries
relating to your rent and other charges,
please contact reception and ask to speak
to our Finance or Income Team or email:

E: rents@mountgreen.org.uk

Get involved

We want your feedback and views on
matters which affect you. We have a
menu of opportunities for you to get
involved. For more information please see
our ‘Get Involved’ leaflet, call our customer
service advisers or email:

E: getinvolved@mountgreen.org.uk

Make a complaint

We know we can get things wrong. If you
want to make a complaint youcando soin
person, by phone, by letter, via our
website or email:

E: feedback@mountgreen.org.uk

Pay us a compliment

Equally we need to know when we get
things right, let us know if a staff member
or contractor has provided a particularly
excellent service.

For any other enquiries, please contact our
reception at our Head Office.


mailto:sharedownership@mountgreen.org.uk

Customer Service Standards
What you can expect from us

We are committed to providing an excellent customer service to all our residents and we
want to be clear about the standards of service you can expect to receive. Delivering
excellent customer service is one of our key drivers and all our staff are committed to
delivering the best possible standard of service to our residents, going the extra mile
wherever possible.

When are Mount Green’s services available?

Our Head Office and phone lines are open 9am-5pm, Monday to Friday (excluding Bank
Holidays). A number of our staff also work on-site and in your communities (such as
Independent Living Officers and Neighbourhood Officers). Where applicable, their
availability will be advertised on noticeboards and office doors.

How can | expect to be treated?

We will treat all customers as individuals, politely and with dignity and respect. We value our
relationship with our customers but recognise that this is a two way relationship and we
expect to receive the same treatment.

How will Mount Green contact me?
We want you to get in touch with us in a way that suits you. We will always respond to you in
a way which is convenient for you or most appropriate for your query.

How quickly will Mount Green respond to my query?

Phone messages and voicemails
If you leave a message or voicemail, we will respond to you within 2 working days

of receiving your message.

Emails
@ We will acknowledge your email or provide an initial response to your query
within 2 working days of receipt. If we require any additional information or your

guery cannot be answered first time, we will respond in full within 5 working days.

Letters
After receiving a letter from you, we will contact you by phone or email within 2

@ working days. If you would prefer to be contacted by letter, you will receive a
written response from us within 8 working days of your request.




What can | expect if | have an appointment with Mount Green?

We will keep to all pre-booked appointment times we make with you whether at our Head
Office, Scheme Office or in your home or community.

Should we ever need to change or cancel an appointment with you, we will inform you at
least 1 working day in advance - except in cases of extenuating circumstances or sickness.

What happens if the person | want to contact is unavailable?

As a number of our Head Office staff are often out of the office, at appointments or on-site
visiting our communities, you may not always be able to contact the person you would like to
speak to. If this is the case, we will:
e Inform you of our availability via our customer service advisers, voicemails and out of
office emails.
e Provide alternative contact details for a member of staff who can help with your
guery when emailing us.
e Transfer your call to another member of staff who can help with your query.
e Take a message from you and ensure a member of staff responds to you within 2
working days.

How much notice will Mount Green give for a meeting in my community?

If a member of Mount Green is organising a residents’ meeting in your community,
neighbourhood or scheme, we will give you at least 10 days’ notice. We will circulate action
points from the meeting to all residents, including those who could not attend, within 15
days. Wherever possible, we will organise residents’ meetings at a time which suits the
majority of residents.

What if | am unhappy with the customer service | have received?

We want to know when we get things wrong, so that we can learn from our mistakes.
However, we also want to know when we get things right and our customers are happy with
our services. Please contact our customer service advisers for more information.

T:01372 379555
E: feedback@mountgreen.org.uk




Get Involved
We need you!

At Mount Green we are committed to ensuring our customers are at the heart of everything
we do. We are continually looking to improve the quality of the services we provide and we
need your help to do this! This is your chance to have your say.

There are four different ways you can get involved, and here’s how:

The Scrutiny Panel

The Scrutiny Panel check that services are being delivered to our agreed standard and
challenge us where this is not happening. You will have the chance to review our
performance and play a key role in influencing the work that we do at Mount Green.

Estate Champions

By being an estate champion you will feed back to your Neighbourhood Officer on the
condition of the estate, including monitoring cleaning and gardening contractors and, where
possible, attending estate inspections.

Resident Involvement Group (RIG)

RIG is formed of a group of residents who help shape and improve our services, improve
communication, and develop and review our policies. This can be done in a variety of ways
depending on your interests and preferred communication options.

Local Residents’ Association

Get together with fellow residents to discuss issues facing your community. Your group will
get support from Mount Green and you can be influential in making decisions to help
improve the areas where you live.

W: www.mountgreen.org.uk
T:01372 379555
E: getinvolved@mountgreen.org.uk




Making a complaint
Let us know when we get things wrong

We aim to provide an excellent service to all our customers, ensuring that everyone feels
both valued and respected. We acknowledge that sometimes things go wrong and when
they do, our aim is to put things right as soon as possible, learn from our mistakes and
improve the way we work as a result. We believe that complaints are an excellent
opportunity to listen and respond to our residents and other customers in a proactive way.

What is a complaint?

A complaint is an expression of dissatisfaction a customer feels about an aspect of our
service, policies, actions and decisions. A complaint could be when a customer feels:

We have failed to adequately respond to their initial request
We have been unhelpful or rude

We have failed to meet our stated standards or promises
We have given unclear, misleading or unsuitable advice

We have not complied with our policies or procedures

What is not a complaint?

A complaint is not a first attempt to request a service or an enquiry.

We will not be able to deal with the following via the complaints process:

e Any matter which is already being (or has been) dealt with by a solicitor

e Matters that are being/have been dealt with by our insurer

e Complaints that have already been through the process or which, in Mount
Green’s opinion, are being pursued in an unreasonable manner

e Complaints that fall outside our jurisdiction (e.g. complaints about utilities)

How can | make a complaint?

You can make a complaint on the telephone, in writing, by email or in person to any member
of our staff. We see complaints as an opportunity rather than threat, our staff are
encouraged to actively identify complaints. A customer ,

will not have to use the word “complaint” or ask to
“make a complaint”. Staff will record any expression of
dissatisfaction as a complaint and respond in line with

our procedure. WE WANT

If you would feel more comfortable, you can also ask a YOUR FEEDBACK
friend or a family member to complain on your behalf.
However, you would need to confirm in writing or in
person that you are happy for us to speak to them
before we respond to the complaint.




Unacceptable Behaviour

People may act out of character in times of trouble or distress. There may have been upsetting
or distressing circumstances leading up to a complaint. We do not view behaviour as
unacceptable just because someone is forceful or determined. In fact, we accept that being
persistent can be a positive advantage when pursuing a complaint.

However, the actions of customers who are angry, demanding, or persistent may result in
unreasonable demands on, or unacceptable behaviour towards, Mount Green staff.

What is unacceptable behaviour?

We have grouped these actions we consider to be unacceptable under three broad headings.
e Aggressive or abusive behaviour
e Unreasonable demands
e Unreasonable persistence

It is these actions that we consider unacceptable and aim to manage under our Unacceptable
Behaviour Policy.
Please note: We reserve the right to record any telephone calls.

How will we handle unacceptable actions by customers?
There are very few customers whose actions we consider unacceptable. How we aim to manage
these actions depends on their nature and extent.
e Our staff may end telephone calls if the caller is considered aggressive, abusive, or
offensive. They will issue a warning before doing so
e We may restrict contact in person, by telephone, fax, letter or electronically or by any
combination of these
e We may require future contact to be through a third party
e Thethreat or use of physical violence, verbal abuse, or harassment towards staff is
likely to result in the ending of all direct contact with the perpetrator
¢ Incidents may be reported to the Police. This will always be the case if physical
violence is used or threatened
e We will not respond to correspondence or other forms of communication which is
abusive to staff or contains allegations that lack substantive evidence
¢ When someone repeatedly telephones, visits the office without appointment, sends
irrelevant or duplicate documents, or raises the same issues already considered, we
may decide to limit contact.
e Require the person to make an appointment to see a named member of staff before
visiting the office, or that the user only contacts the office in writing
e Require visit to be carried out by two members of staff




e Return any documents to the person or, in extreme cases, advise them that further
irrelevant documents will be destroyed

e When a customer continues to correspond on a wide range of issues, and this action is
considered excessive, then we will tell them that only a certain number of issues will
be considered in a given period, and ask them to limit or focus their requests
accordingly

e Take other action that we consider appropriate. We will, however, always say what
action we are taking and why

What if we decide to restrict user contact?

Wherever possible, we will give a customer the opportunity to modify their behaviour or action
before this decision is taken. Customers will be told in writing why a decision has been made to
restrict future contact, the restricted contact arrangements and, if relevant, the length of time
that these restrictions will be in place.

A user can appeal a decision to restrict contact.

For further advice or information, please contact us
T:01372 379555

E: customerservices@mountgreen.org.uk

W: www.mountgreen.org.uk

A: 26 Bridge Street, Leatherhead, Surrey, KT22 8BZ




What is Shared Ownership?

General Information

Help to Buy Shared Ownership gives those who cannot afford to buy a property outright an
opportunity to step onto the home ownership ladder by owning a part share of their home.

How shared ownership works

Shared ownership is simply part buying, part renting your home. The initial share, ranging
from 25% - 75%, is purchased by means of a mortgage from a building society in the normal
way.

Rent is payable to Mount Green for the remaining share, and is reviewed annually in line with
the Retail Price Index (RPI).

Mount Green grants a Lease which sets out rights and responsibilities of the purchaser and
entitles them to live in the property as an owner occupier.

After one full year’s ownership, the leaseholder will qualify to buy further shares in the
property up to the stage where 100% ownership is achieved (where applicable). This is
known as “staircasing”. Alternatively, a leaseholder can remain a shared owner indefinitely if
they wish.

Eligibility

Shared ownership is aimed at local first time buyers who would not otherwise be able to
afford to buy their own home. Shared ownership also assists people with a change of
circumstance, such as a marriage or relationship breakdown or job movers who are starting
employment in a higher value area.

Applicants must have a regular income and be able to secure a mortgage for the agreed share
being purchased. Applicants must also pay the mortgage and rent payable on time otherwise
there is the possibility of losing the home.

The initial costs

e Aretaining deposit of £250 is required when reserving a new build property

e Legalfees - should be approximately £300-£350 and payable to the solicitor on
completion of purchase. Always ask for a detailed estimate from the solicitors.

e Abuilding society valuation fee of approximately £200 will also be required.

¢ Independent Financial Advisors fees

e Stamp Duty. Applicants should check with a solicitor whether stamp duty is payable
at the time of purchase. If stamp duty is payable, payment can be either on the
percentage share, or the full value of the property. The solicitor should be able to
advise on the best option to take.




e Preferably applicants should also have a 10-15% deposit towards the share price as it
is likely to be a condition of a mortgage, but mortgage lenders will advise on what is
required.

e Werecommend that a professional property survey is undertaken, even on new build
properties. The cost of surveys is from around £400 upwards.

e The cost of removals.

On-going costs

On-going costs will include the monthly mortgage repayment, the rent, the usual household
costs such as council tax, water and fuel charges, plus all repairs and maintenance costs and
the monthly service charge.

The monthly service charge will cover items such as the management fee, building insurance,
grounds maintenance, cleaning of communal areas etc. Service charge will vary between
properties and is always greater for flats than houses due to communal areas and sinking
funds for major repairs and cyclical maintenance.




Your Lease




Your Lease Explained
Our agreement with you

Your lease is a legal contract document which explains your rights and responsibilities as a
leaseholder and the relationship between you and Mount Green, the freeholder of your
home. As each lease differs, you should always read your lease carefully. Your solicitor
should have explained the lease before you bought your home but, if you have any
questions, your solicitor or Mount Green will be able to help.

What does my lease include?
Your lease explains:

When and by how much your rent goes up each year
How you can buy more shares in your home

How you can sell your home

Your rights and responsibilities

Mount Green'’s rights and responsibilities

We have summarised some of the key details from your lease below but we will always ask
you to refer to your lease as details may vary according to the type of property.

Responsibilities
Your lease contains legally-binding rights and responsibilities for both you and Mount Green.

Our responsibilities may vary according to the property, the lease, and if there is a
management company who are responsible for some services. However generally, as the
freeholder, we must:

e Keep your home insured (building insurance only)

e Consult you about repairs to any shared areas that will cost more than £250 for
each home

o Keep the outside of blocks of flats in good repair.

¢ Notunreasonably refuse you permission for improvements or alterations you
want to make to your home

e Manage estate services, including cleaning and gardening of communal areas
(where applicable)

e Reply tosales and staircasing enquiries from leaseholders and solicitors

Your responsibilities include:

Paying your rent and service charge, as set out in your lease

Not carrying out major alterations to your home without our permission
Keeping the inside of your home in good repair

Allowing Mount Green or our contractors access to carry out necessary repairs
Not using your home for anything other than a private residence




Requesting permission from us if you wish to keep a pet

Not putting down laminate or ceramic flooring without our permission
Notifying Mount Green if you wish to sell your share of your property
Purchasing your own home contents insurance

Your lease also states that:

¢ You must not cause a nuisance or annoy your neighbours. It is a condition of your
lease that there should be no loud noise/music between the hours of 11.00pm and
7.30am.

e You must only parkin your own parking bay or garage

e You must not leave any abandoned or untaxed vehicles in personal or communal
areas

¢ You must not park caravans, trailers or large vans in the parking bays

¢ Youshould get your gas boiler serviced every year and provide Mount Green with
a Gas safe certificate

e You will be responsible for any damage to the common parts caused by yourself or
your family or friends

It is important that you keep to the conditions in your lease. If you break any of the
conditions, we may take you to court. If the court considers the case to be serious, you could
lose your home and have to pay Mount Green’s court costs.

Sub-letting

You are not allowed to sub-let your home without Mount Green’s written consent, and only
in exceptional circumstances will we give permission for sub-letting a property for up to 12
months. If you own 100% of your home you may sub-let without our permission, but only in
accordance with the lease. However, you must notify both Mount Green and your mortgage
lender of contact details for you and the new tenants.

You may be allowed to rent out part of your home by taking a lodger, but you will need to
inform Mount Green and your mortgage lender.

Home improvements

Minor home improvements can be undertaken. Works such as putting up shelves or
decorating can go ahead without consulting Mount Green. However, if you plan to carry out
major work, such as taking down or putting up a wall, building an extension or installing a new
bathroom or kitchen, you will need written permission. If you are doing structural work to
your home, we will need to see the plans. You should also write to us and confirm that the
work will be carried out by a reputable builder and will meet all necessary building regulations
and planning requirements.

The main reason for this is to ensure that proposed alterations and additions do not
contravene any restrictive covenants or planning obligations. Also, as owners of the




freehold of the property, Mount Green needs to be aware of any work to be carried out so as
to ensure it will not have a detrimental effect on the property.

Satellite dishes

On most Mount Green sites a communal satellite aerial has been installed to enable
residents to subscribe to Sky without requiring a satellite dish. Additional satellite dishes
must not be erected. This is a condition of your lease and also a standard planning
requirement.

Pets

If you are a shared owner and you wish to keep a pet, Mount Green'’s written consent will be
required and we would need to know what type of pet you want to keep. In all instances, you
must refer to your lease as pets may not be allowed where you live.

If we give you permission to keep a pet, you must make sure it doesn’t cause a nuisance to
your neighbours. If it does, we may withdraw our permission and you'll no longer be allowed
to keep your pet.

Running a business from home

You must not use your home for any business or trade purposes without first getting written
permission from Mount Green and, if appropriate, planning permission. Your business must
not cause a nuisance to others. While we judge every case on its individual circumstances, we
would not allow the following:

e Carryingout a car repairing business

Running a taxi service from the premises

Running a business that causes noise or nuisance to your neighbours
Running a business that involves many people visiting your home

Running a business that breaks planning consent and requirements or is illegal in any
way

Buying extra shares in your property

After living in your property for over a year, your lease allows you to purchase extra shares
in your home, this is called staircasing. Please check your lease as some have restrictions on
the level of staircasing allowed - such as some rural sites. The price paid for these extra
shares in based on the market value of the property at the time of purchasing the additional
shares and not when the property was purchased.

Selling your property

You will need to inform Mount Green if you wish to sell your share of the property. The lease
gives Mount Green a period of time to find a new shared owner for your home. If we fail to
find a purchaser you can either sell your share (your shared ownership lease is assigned to
the purchaser), or alternatively the property can be sold outright: this is done by buying the




remaining share from Mount Green (at a price fixed by the valuer) and simultaneously selling
the property to the purchaser, who will then be the outright owner.

Even when you buy the property outright (in other words, if you have staircased to 100%
ownership) you will have to give Mount Green the opportunity of finding a purchaser for
your property when you come to sell it.




Your Rent & Other Charges

Rent

Along with your monthly mortgage payments, leaseholders are responsible for paying
monthly rent and service charge as detailed in your lease. Shared ownership rent is calculated
on the unsold percentage share of a new build shared ownership property. For example, if a
purchaser buys a 40% share of a new build property, the rent is worked out on the 60% that
remains with Mount Green.

The rent due is set out in your lease and is calculated on the percentage share of the property
that remains with Mount Green. Rents are reviewed every year on 15t April in line with
inflation, as measured by the Retail Price Index (RPI) plus the percentage as stated in your
lease.

Service Charges

Service charges vary between properties, depending on what services you receive. Service
charges will apply if you live in a property which has any internal or external communal areas.

The service charge you pay is a share of the running costs and maintenance for your block and
estate. Also included is a sinking fund for any major works in the future.

Service charges vary, but may include:

Any communal lighting, electricity, gas and water costs

Repairs and maintenance to communal areas

Cleaning of communal areas, including communal windows

Maintenance contracts for items such as door entry systemes, lifts, satellite dishes,

sewage pumping stations

Grounds maintenance including gardening, sweeping of roads and pathways

e Buildinginsurance

e Contributions to the sinking fund for cyclical redecoration and/or major works to
the property

e Management fees, administration fee, surveyors’ fees and audit fees

Calculating service charge

Every year the service charge is reviewed and as part of this process, a new estimated service
charge is set for the coming year. The review takes into account actual costs from the previous
financial year and the charge is adjusted accordingly. Most service charges are estimated
(especially new build properties) as only some of the actual costs will be known at the time of
review. Thisis all in accordance with the terms of your lease.

Service charge consultation

In accordance with current legislation, we will consult you on cyclical decorations, major
works and day to day services in two ‘qualifying areas of cost’”:




¢ Qualifying long term agreements
This covers agreements or contracts for longer than 12 months where the contribution
of any one leaseholder exceeds £100 in the accounting year. This may include
communal cleaning or gardening, contracts for maintenance of lifts or door entry
systems, account auditing or surveyors and also long term major works partnering
agreements.

e Qualifying works
This covers repair, maintenance, cyclical decorations or improvement works if the
contribution of any one leaseholder exceeds £250.

Buildings insurance

Building insurance is nearly always included in the service charge. Mount Green insure all
shared ownership properties because we are the freeholders and responsible for the upkeep,
repair and maintenance of the structure and communal areas of flats, and own a share of any
houses.

Buildings insurance covers the structure of the property, including walls, window frames (but
not the glass), communal areas and roofs. It also insures against damage caused by fire, flood,
burglary or subsidence. It does not cover against gradual deterioration, wear and tear or your
belongings.

Flats are always included on the buildings insurance. If you live in a house, we will pay for the
buildings insurance until you own 100%. Once 100% of the house is owned, you will be
responsible for buildings insurance unless your lease states otherwise.

All leaseholders are given a copy of our building insurance when they move in but please
contact us if you need a replacement copy or need to make a claim.
Sinking/Reserve funds

Sinking funds are included as part of the service charge for all flats. Sinking funds are used for
major repairs, equipment replacement and cyclical maintenance for communal areas. Each
leaseholder contributes towards the sinking fund. When works are required, the sinking fund
is used to assist towards the costs.

Management fee

A management fee is charged for:

e Managing the lease and responding to enquiries
e Dealing with any mortgage lender or other external enquiries
e Feefor staff time, which includes the collection of rent and service charge, chasing

arrears
e Managing the staircasing and re-sales service
e Compliance with current regulatory codes




Ground rent

With some properties, you may have to pay an amount of money to the freeholder of your
property. This will be detailed in your lease. It may be collected via service charges or payable
separately to the freeholder. In some cases, the freeholder will not be Mount Green.
Appointment of a surveyor

If a professional inspection is required, we can appoint a surveyor but you may be charged all
or part of the cost.

Paying rent, mortgage and service charge

Rent and service charge are due monthly in advance.

If you don’t pay your rent or service charge this could result in you losing your home.

Failure to pay your monthly mortgage amounts could lead to your lender seeking repossession
of your home.

If you experience any problems paying your rent or service charge please give us a call so we
can agree a repayment plan and manage the situation. Mount Green will always try to
understand where problems arise, but we will take recovery action if you fall behind with your
rent and service charge and no repayment plan has been agreed.

There are several courses of action available to Mount Green for recovery of overdue rent
and service charge.

e Your lease may allow us to charge interest on any unpaid rent or service charges. We
reserve the right to charge interest on any amounts owed at a rate above a high street
bank’s base rate.

e We can contact your mortgage lender to clear the arrears on your behalf. Although
this may still be classed as arrears on your mortgage and could lead to the lender
repossessing your home:

e We can take action through the courts to repossess your home.

Mount Green will endeavour to help leaseholders as much as we are able, and the above
actions will always be a last resort.
| have arrears on my account, what can | do?

If you are unable to make a payment, please contact us as soon as possible to discuss the
problem and we will try and help you find a positive solution.

We appreciate that things can be difficult at times and by talking to us you may be able to
avoid things getting out of control. There may be benefits you could claim or other things you
could do to increase your income and we would be happy to talk these options through with
you. Ignoring the situation will only make it worse and puts your home at risk. We cannot
help if you don’t talk to us!




Selling your property
and staircasing




Selling your property
Resales

If you wish to move on from your shared ownership home, you will need to sell your home
through a process known as a resale.

You can sell your home whenever you want to but if you own less than 100% of your home
and decide to sell your share, your lease requires you to write to advise Mount Green of your
wish to sell.

You can either sell your share (your lease is assigned to the purchaser), or alternatively the
property can be sold outright. This is done by buying the remaining share from Mount Green
(at a price fixed by our valuer) and simultaneously selling the property to the purchaser, who
will then be the outright owner.

Even when you have bought 100% of the property, you must still give Mount Green the
opportunity of finding a new purchaser for your property when you come to sell it.

Mount Green employs an agent to handle sales. The agent will liaise with the Help to Buy
shared ownership agent for the south east (BPHA) and with the Local Authority to try to find
a buyer for your home. This ensures that someone else who cannot afford to buy outright
also benefits from the shared ownership scheme. It must be noted however that, although
there is usually a healthy demand for shared ownership properties, it is impossible to predict
how long it will take to find a purchaser.

How to sell your home

e First you must write to us, stating that you want to sell your share of the property. If
you bought your home with someone else, both of you will need to confirm that you
wish to sell the property.

e You will need to arrange for an independent valuation from a RICS Surveyor for your
property. You are responsible for the cost of the valuation. If you like we can organise
this with a surveyor we use regularly, which will cost £250 plus VAT. The valuation
sets the price of the whole property. From this, we can work out the value of your
share.

e Once we receive your cheque or card payment we will arrange for the valuer to value
your home.

e Carrying out the valuation does not commit you to selling your home. Once we
receive the valuation report, we will send you a copy and ask you to confirm in writing
that you wish to proceed.

e If you do proceed you need to give us details of the solicitor who will be acting for you.

¢ You will need to obtain a current EPC for your property before we are allowed to
market it.




e Your lease gives us the right to find you a buyer within a time frame that is outlined in
your lease. The time frame begins from receipt of your instruction to proceed
following the valuation.

e We will liaise with the Help to Buy Agent (BPHA) and with the Local Authority.

e Your property will be advertised on the Help to Buy Website -
http://www.helptobuyese.org.uk,

e Your property will also be marketed on our agent’s website, plus 5 of the leading
property websites. Some Local Authorities will also advertise the property on their
website and will provide a list of nominees. The Help to Buy Agent will provide a list
of eligible applicants.

e We will market your home to all eligible people from these lists.

e Your home can only be sold for an amount that matches the valuation.

e If wefind a buyer there is a fee of between 1-1.5% plus vat payable on the sale price of
your share, details of which you will find in your lease.

e You will be responsible for Mount Green’s legal fees.

e You will also be responsible for fees for Replies to Enquiries (£150 plus VAT).

¢ |f we cannot find a buyer within the time frame stated in your lease, you then have the
right to sell your home privately or through an estate agent.

If you have any questions, please contact us at on 01372 379 555 by email at
sharedownership@mountgreen.org.uk

Re-mortgaging

If you wish to re-mortgage your property, you will need to get Mount Green'’s approval of
your new mortgage offer. Depending on the mortgage lender, and the amount of
information required, Mount Green may charge an admin fee of £55 plus vat.

Joint lease changes

Ajoint lease is when there is more than one person named on the lease. Each person named
is jointly and individually responsible for the lease, including the rent and service charges and
maintenance of the property.

If a relationship breaks down and one partner wishes to leave, then you must provide Mount
Green with a notice of transfer and mortgage to make sure a name is removed from the
lease. This may involve a solicitor if an agreement cannot be reached.

If no agreement is reached even after legal advice, then the property will need to be sold.



http://www.helptobuyese.org.uk/

Staircasing
Buying further shares in your home

As a leaseholder of a shared ownership home, you can buy further shares in your home and
this process is known as staircasing. You can gradually buy more shares until eventually you
own 100% of your property and become a home owner, at a pace that suits you.

Buying additional shares in the property is known as ‘partial staircasing’. If you buy
additional shares, the rent will be reduced accordingly.

If you staircase to 100% this is known as ‘final staircasing’, you are no longer a shared owner
and you become an outright owner. You will no longer pay rent to Mount Green, however,
you may still have to pay any service charge or annual ground rent.

In some leases, there are restrictions of the level of staircasing allowed, such as a property on
arural exception site.

Key information

The key points you will need to know about staircasing in your home will depend on your
lease, so please refer to your lease for further details. Some of the main points which apply
to most leases include:

e The minimum percentage you can purchase is 10%

e Restrictions on the number of staircasing transactions allowed

e Restrictions on how soon you can staircase following your purchase of the
property

e Any arrears of rent or service charge must be cleared before completion of the
staircasing transaction

e Any additional equity purchased is to be based on the current market value of the
property at the time of the application to staircase

e Thevaluation must be carried out by an independent RICS valuer

There may be certain circumstances when you are not allowed to buy further shares in your
property. These include:

e If you have a history of or currently have large arrears with your rent or service
charge payments

e If yourincome doesn’t meet guidelines for responsible lending and the increased
share is not affordable for you. This will be established when assessing your
current financial situation with a mortgage or financial advisor.

e If you cannot provide a valid mortgage offer or proof of savings with an audited
flow of where the monies have come from i.e. savings account, inheritance etc. for
the additional share being purchased, as we need to comply with the money
laundering act

e If yourrequest to staircase is not signed by all those named on the lease.




Staircasing procedure

Additional shares are purchased at the current market value as determined by an
independent RICS valuer. For example, if you wish to purchase an additional 25% of your
property which has been valued at £250,000, the purchase price for the share will be
£62,500. You are responsible for the costs of organising this valuation. If you wish, you can
arrange this through us with a surveyor we use regularly, who charges £250 + VAT.

Carrying out the valuation does not commit you to staircasing. Once you have a valuation
you will need to contact us and we will send you a form to complete, confirming the
percentage you wish to buy. If you bought your home with someone else, both of you must
sign the form. You will also need to retain a solicitor at this stage. On receipt of your signed
confirmation form, we will instruct our solicitor to act on our behalf. They will liaise with
your solicitor to carry out the legal process.

The valuation report is valid for 3 months. If your staircasing transaction does not complete
within this period you may be required to pay an additional valuation fee. Unless the
surveyor is willing to extend the validity of their valuation we will require a new report and, if
the price has changed, an amended offer would be issued which could result in additional
costs from your lender and solicitor.

If you are getting a mortgage Mount Green will need to see and approve the offer; otherwise
we will need evidence of the source of funds.

Below are alist of costs in order to staircase:

The cost of your added share
The valuation fee (£250 plus VAT if organised through Mount Green)
Mount Green’s administration fee of £200 plus VAT
Legal fees incurred by Mount Green to be paid at completion.
o Afeeof £150 plus VAT and disbursements for partial staircasing
o Afeeof £300 plus VAT and disbursements for a final staircasing
e Your own legal fees
e Any costs associated with arranging a mortgage
e Insome circumstances you may need to pay stamp duty. You will need to discuss this
with your solicitor.

On completion of a partial staircasing, we will confirm your new reduced rent and ask you to
amend your monthly payment accordingly.

On completion of final staircasing, you are the homeowner, Mount Green will confirm with
you the amount of monthly service charge and annual ground rent that needs to be paid and
ask you to amend your monthly payment accordingly.




Your Neighbourhood
and Communal Areas




Our Neighbourhood Officers are here to work with you to support sustainable leases and
communities. They will be visible and approachable in our neighbourhoods, taking pride in
our estates and taking responsibility for delivering the best possible service to you and your
neighbours.

Deliver a great neighbourhood service

Be positive and customer-focused

Tailor our services to local and individual needs
Encourage leaseholder involvement

Improve communication with leaseholders
Continually raise our standards

Deliver a service we can be proud of

You can expect your neighbourhood officer to:

Be positive, enthusiastic and maintain a ‘can do’ attitude at all times
Strive to make a real difference to improve our estates and services
Listen to you and take a proactive approach to address any issues

Value you as an individual and responding to your needs in a positive way
Treat you with respect, patience, politeness and understanding

Make themselves known locally; being accessible and approachable
Respond personally to any request for help or advice

Keep you informed about what is happening on an issue

Be honest about what Mount Green can and cannot do to help

Keep their promises and do what they say they will

You can contact your Neighbourhood Officer directly; see our ‘Contact Us’ information for
your community for details. Alternatively, you can phone uson 01372 379 555.

No. In extreme circumstances, we may alert the emergency services to gain entry.

When your Neighbourhood Officer is away, our Neighbourhoods Team will answer any
general or urgent queries. If your Neighbourhood Officer is unwell or if there is an
emergency and they are unable to attend an appointment, we will respond in line with our
Customer Service Standards.



‘Communal areas’ are shared areas of land or property owned by Mount Green. Communal
areas do not include the inside of your property or a private garden but can include:

e Shared internal hallways, stairs corridors and entrances

e Communal rooms and facilities (including communal loft space, electrical/storage

cupboards and communal lounges where applicable)

e Shared communal gardens and grounds

e External shared walls

e Shared parking areas

We ask that you respect your neighbourhood, estate or scheme and carry out the
responsibilities outlined in our policies and your lease to keep your community clean, safe
and a happy place to live. You are responsible for:

e Being considerate neighbours and being mindful of any activity which may cause
noise, nuisance or any disturbance to your neighbours.

e Keeping all communal areas, both internal and external, clean, tidy and free from
personal items. If using the communal areas, please clear away your belongings after
use and store them within your own property.

e Disposing of rubbish correctly and considerately; using the correct refuse facilities
and recycling responsibly.

e Making sure that pets are kept under control and supervised at all times in communal
areas in line with our Pets Policy.

e Parkingresponsibly, considerately and where implemented, using the correct parking
permit or car parking allocation.

e Abiding by current No Smoking legislation in all internal communal areas, being
considerate of others when smoking in external communal areas and disposing of
cigarette butts appropriately.

e Ensuring you do not interfere with or obstruct any fire equipment in the communal
areas, including smoke alarms and fire doors.

Please always be responsible and mindful of your neighbours and respect
the community in which you live.

SACAV OIS



http://www.google.co.uk/imgres?q=NO+SMOKING&um=1&hl=en&sa=N&biw=1202&bih=587&tbm=isch&tbnid=43rFNFtUGvBm6M:&imgrefurl=http://en.wikipedia.org/wiki/File:No_Smoking.svg&docid=d7qePgwkcXSV1M&imgurl=http://upload.wikimedia.org/wikipedia/commons/thumb/6/6b/No_Smoking.svg/440px-No_Smoking.svg.png&w=440&h=440&ei=Cd96T9SFO6Oy0QX09eW8CQ&zoom=1&iact=hc&dur=531&sig=117991833762228739477&page=1&tbnh=111&tbnw=111&start=0&ndsp=26&ved=1t:429,r:2,s:0&tx=122&ty=119&vpx=327&vpy=156&hovh=225&hovw=225
http://www.google.co.uk/imgres?q=NO+SMOKING&um=1&hl=en&sa=N&biw=1202&bih=587&tbm=isch&tbnid=43rFNFtUGvBm6M:&imgrefurl=http://en.wikipedia.org/wiki/File:No_Smoking.svg&docid=d7qePgwkcXSV1M&imgurl=http://upload.wikimedia.org/wikipedia/commons/thumb/6/6b/No_Smoking.svg/440px-No_Smoking.svg.png&w=440&h=440&ei=Cd96T9SFO6Oy0QX09eW8CQ&zoom=1&iact=hc&dur=531&sig=117991833762228739477&page=1&tbnh=111&tbnw=111&start=0&ndsp=26&ved=1t:429,r:2,s:0&tx=122&ty=119&vpx=327&vpy=156&hovh=225&hovw=225

We are responsible for maintaining your communal areas and co-ordinating communal
services, such as estate services, which you pay for through your service charges.
Some of our responsibilities may include:
e Maintaining lighting facilities in your communal areas
e Maintaining and servicing any fire equipment in communal areas, such as communal
smoke alarms
e Working with local authorities to ensure that the correct waste disposal and recycling
facilities are provided in our communities
e Maintaining and replacing communal furniture, where applicable
e Solving any pest control issues in communal areas (where they have not originated
from a personal property)
e Maintaining the roads and parking spaces we own in your community. If we do not
own them, we will work with you to request repair works to the relevant authority
e Rectifying any vandalism or graffiti in communal areas in a timely manner

Dependent upon your property and your community, some of these services will be
delivered by a management company and it is our responsibility to liaise with them and
work with them to ensure services are delivered efficiently. For more information, please
refer to your lease.

Any general work which takes place in communal areas, such as Estate Services and
communal repairs, is covered by your rent and service charge. However where Mount Green
undertakes work which is your responsibility or is to rectify any damage caused by you or
your visitors, such as the removal or disposal of personal items found in communal areas or
any vandalism/damage, we will seek to recharge you.

All communal areas, both internal and external, must be kept clear from personal items and
belongings. We reserve the right to request that any personal items in communal areas be
disposed of or removed. Failure to remove these items within a given timescale will result in
their disposal.

The following items are not permitted in any communal area:
e Barbeques
e Large play equipment (such as trampolines, swings, climbing frames, paddling pools or
inflatable play equipment such as bouncy castles).
e Personal door mats
e Decorations (including Christmas lights) without permission from your
Neighbourhood Officer

The following items must be stored in your property or designated storage facilities and not
in communal areas:

e Buggies and prams

e Mobility scooters

e Small play equipment (such as small paddling pools, bikes and trikes)




If you do not have space to store your buggy, pram or mobility scooter within your property,
please speak to your Neighbourhood Officer who will work with you to reach a solution.

Bicycles should not be stored in any internal communal area. If available in your
neighbourhood, bicycles should be stored in acommunal cycle store and labelled with a
Mount Green authorised tag. Please speak to your Neighbourhood Officer for more
information.

So that our residents feel safe and secure in their community, we generally discourage large
gatherings of people to congregate in our communal areas. We do allow events organised or
approved by Mount Green to take place in our communal areas - for more information,
please speak to your Neighbourhood Officer.

Whilst we encourage our residents and their children to use and play in communal areas,
parents and guardians must take full responsibility for the safety and behaviour of their
children. When using the communal areas, children must be supervised at all times.

We do permit small-scale ball games in external communal areas as long as those playing are
considerate, do not cause a nuisance to others or any damage or disturbance to Mount
Green property. Those playing ball games must be supervised at all times. Where we have
“No Ball Games” signs, these should be respected and adhered to.

As balconies have an impact on the look and feel of a community, we ask that you keep your
balcony clean and tidy. There must be no overhanging items on your balcony such as
laundry, hanging baskets or flags. We also ask that when using your balcony, you are mindful
of your neighbours living below and do not cause any damage or nuisance such as when
watering plants, smoking etc.

We do not allow pets to reside or wander in any communal areas and dogs must be kept on a
lead when in any communal area on Mount Green’s land. You must ensure that your pet is
kept under control at all times, does not cause any nuisance or noise to neighbours and does
not foul on communal areas or elsewhere within the neighbourhood. If you breach any of the
conditions of our Pets Policy, we reserve the right to withdraw permission and you will be
asked to remove the pet from your home.

We do not allow the following on Mount Green land:
Abandoned vehicles

Untaxed vehicles

Commercial vehicles (weighing 3.5 tonnes or more)
Vehicles in a state of disrepair

Vehicles that block access



e Vehicles with a SORN (Statutory Off Road Notification) statement
e Vehicles that are parked inconsiderately

Any unauthorised vehicles on Mount Green land may be moved by a third party following
notice being served. The cost of this removal will be recharged to the resident responsible.

We do allow light commercial vehicles to be parked considerately on Mount Green land.
However, we reserve the right to request the removal of commercial vehicles where they
may have a visual impact on the local community.

We do not generally use CCTV within our estates or schemes. We do not allow residents to
erect CCTV in any communal areas. However, we reserve the right to request the
installation of CCTV in our communal areas if required in light of Anti-Social Behaviour.

You should find that an aerial is already installed, with a TV socket in your living room. We
are responsible for repairs to communal aerials but you must make sure that you have a
television licence.

If you want to install a satellite dish, you will need written permission from your
Neighbourhood Officer in advance of any works taking place. Permission to install a dish may
be granted, depending on where it will be located and the premises you occupy.



Estate Services include the cleaning and grounds maintenance of all internal and external
communal areas and paid for from your service charge.

Internal communal areas include all communal areas, amenities and rooms (where
applicable) in your neighbourhood such as:

e Corridors and hallways
e Communal rooms, including laundry rooms, toilets, kitchens and guest rooms
e Communal furniture

External communal areas include all external communal land
within your neighbourhood such as:

e Communal grass areas, beds, borders and hedges

e Road and paths

e Parkingareas

Where we own and manage the land, these services will be
provided by Mount Green and delivered by one of our contractors.
However in a number of our communities, particularly where we
do not own the land, Estate Services are provided by an
independent management company and therefore may not fall
directly within our control. However, we will work in partnership
with these companies to ensure services are delivered efficiently.

For more information regarding who provides these services in
your community, please refer to your lease.

Whilst we are responsible for delivering good quality services to all of our residents, good
management of Estate Services relies on the shared responsibilities of Mount Green, our
residents and our partners such as contractors, management companies and local
authorities. We believe in a partnership approach to delivery.

Leaseholders’ Responsibilities

We ask that you respect your neighbourhood, estate or scheme and carry out your
responsibilities to keep the community clean, safe and a happy place to live. You are
specifically responsible for:

e Maintaining private gardens, including any existing trees. You must not plant trees
within their own gardens or within any communal areas.

e Promptly reporting any issues or hotspots which need attention to Mount Green
e Keeping all communal areas clean, tidy and free from personal items
e Cleaningup after any pets



¢ Disposing of rubbish correctly and considerately; using the correct refuse and recycling
facilities responsibly

e Disposing of large unwanted items and furniture by using local recycling sites/local
authority collections

e Parking responsibly and using the correct parking permit or car parking allocation
(where there are specific arrangements)

e Abiding by our No Smoking Policy in all internal communal areas, in line with current
legislation, and disposing of cigarette butts appropriately

Mount Green’s Responsibilities
Our responsibilities include:

e Delivering our specified standard for Estate Services or working with our partner
management companies to ensure standards are being maintained

¢ Involving residents in decisions that affect local services
e Working with residents to monitor our standards and contractors’ performance

We do not clear any snow or ice or grit communal areas. However, we may supply grit bins
for some of our neighbourhoods which is service chargeable. If your community wishes
Mount Green to supply a gritting service for which you will be charged, we will employ a
contractor to fulfil these works as a part of your Estate Service Standard and recharge all
residents in the community. Please speak to the Estate Services Manager for more
information.



Repairs and
Maintenance




As a shared owner, you are responsible for all repairs, maintenance and servicing within your
property, excluding any communal areas, following the initial defect period. Specifically you
are responsible for:

Ensuring your property is in a good state of repair

Keeping your property in a good decorative order

Arranging for your boiler and any gas appliances to be serviced annually
Insuring the contents of your home

If you live in a property with shared communal areas, Mount Green are responsible for
carrying out all repairs and maintenance work to these communal areas and facilities. The
costs of these works will be included within your service charge.

For new build properties, any repairs and maintenance required in the first year from
completion may be managed by the developer who constructed the building and this is
known as the defect period. For more details, please refer to your lease.

If you wish to make improvements to your home, you are responsible for carrying out these
works and conducting any repairs and maintenance work. If you plan to carry out major
work, such as taking down or putting up a wall, building an extension or installing a new
bathroom or kitchen, you will need written permission from Mount Green prior to any works
taking place. As the freeholders of the property, we need to be aware of any work to be
carried out to ensure it will not have a detrimental effect on the property.

If you are planning on making any structural changes to your home, we will also need to see
the plans. When asking for permission from Mount Green, we must confirm that the work
will be carried out by a reputable builder and will meet all necessary building regulations and
planning requirements in order to ensure that any proposed alterative do not contravene
any restrictive covenants or planning obligations.

We will recharge you in line with our Recharge Policy for any repair work which is your
responsibility and is undertaken by Mount Green. In addition, any repairs or maintenance
works which you carry out must be to our standard and in the event that they are not, we
may rectify the works and recharge you for the costs incurred.

Pests found within the home such as mice, cockroaches, ants and wasps are your
responsibility. If there is a pest control issue in acommunal area, Mount Green are
responsible for addressing these issues. However, these services are service chargeable.



IMPORTANT
TOILET REMINDER

Please do not flush the following items down the toilet as they cause blockages and may
result in sewage entering your home.

Condoms

Nappies

Cotton Buds

Dental Floss

Food Scraps

Fats, grease and unwanted cooking oil
Hair

Laundry detergent

Tampons and Sanitary towels

If you do cause a blockage by flushing away one of the above items, you will be liable for the
costs of unblocking the system and repairing any damaged caused to yours and any other
property affected.




As a shared owner, you are responsible for servicing your boiler and the boiler and any gas
appliances must be checked once a year in accordance with manufacturer’s guidelines, by
a Gas Safe registered engineer.

Mount Green need to ensure that all gas appliances are being checked on an annual basis, as
the results of a faulty boiler or appliance may have disastrous effects on both our residents
and our properties. Therefore we require that all leaseholder provide us with a copy of their
annual Gas Safety servicing report, providing that all gas installations and appliances within
the property have been inspected, services and certified as safe. If a Gas Safety certificate is
not produced annually, Mount Green will take action to ensure a Gas Inspection of the
property is carried out, with all costs being passed onto the leaseholder.

When arranging a gas safety check, always use a Gas Safe registered engineer to fit, fix and
check gas appliances in your home - it’s the law and will help keep you safe. To find a Gas
Safe registered engineer, call the free helpline on 0800 408 5500 or visit
www.gassaferegister.co.uk

Always ask to see an engineer’s Gas Safe ID card and check the back of the card to ensure
they are qualified to carry out the specific type of gas work you need.

The Gas Safe Register is the official list of gas engineers who are registered to
work safely and legally on gas appliances. Anybody working with gas has to be
Gas Safe registered by law. Report someone working without registration or
call Gas Safe Register on the free phone number 0800 408 5500.

safe

REGISTER

You should have all your gas appliances, including boilers, gas cookers and gas fires, safety
checked annually by a Gas Safe registered engineer. You should also:

e Only use gas appliances for their intended purpose e.g. don’t use a gas oven to
heat a room or use a gas barbeque inside the house.

e Check gas appliances for warning signs that they are not working properly e.g. lazy
yellow flames instead of crisp blue ones, black marks or stains on or around the
appliance and too much condensation in the room. Remember that an unsafe
appliance sometimes has none of these signs at all.

e Always ensure there is enough ventilation for your gas appliances to allow them to
burn correctly and make sure you are not blocking any air vents that provide an air
supply to the gas appliance.


http://www.gassaferegister.co.uk/

Act quickly and take the following safety steps:
e Get fresh airimmediately. Open all doors and windows to ventilate the room.
e Switch off the appliance and do not use it again until it has been checked by a Gas
Safe registered engineer.
e Turn off the gas supply at the mains.
e Callthe National Grid on 0800 111 999
e Contact a Gas Safe registered engineer to check and fix the appliance.

e Recognise the symptoms of carbon monoxide

. . . . ( )
poisoning - headaches, dizziness, nausea, (@) 3
breathlessness, collapse and loss of
consciousness.

e Buyanaudible carbon monoxide alarm for SRR e A ESths
your home and make sure it is located near to

your gas appliances in accordance with the A m‘

manufacturer’s guidance. LSS OF CONSCIOUSNESS

e Ifyou arefeelingill visit your GP or the hospital immediately and tell them that your
symptoms may be related to carbon monoxide poisoning.

Some of our properties do not have any gas appliances but have gas carcasses (internal gas
pipes) installed. Although you may not use the gas supply, these carcasses need to be
serviced annually and you must arrange a service for your internal pipe work.



The air inside your home contains a certain amount of water which is increased by the things
we do on a daily basis. Through a daily routine of showers, baths, boiling kettles, cooking etc.,
a family of 4 will, on average, contribute approximately 4 pints of water per person a day,
equal to over 100 pints of water vapour a week, which has to end up somewhere!
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Condensation is formed when excess warm moisture in the air (steam or water vapour)
meets a surface cooler than itself. When this happens the vapour becomes water and whilst
this can run off surfaces such as glass or painted surfaces, it is likely to soak into porous
surfaces such as walls, ceilings, furniture, clothes and other fabrics. This can lead to mould
growth and a smell of moisture in the air, which can often be mistaken for penetrating
dampness.

There are three main causes of condensation:

e Too much moisture
e Too little ventilation
e Cool temperatures

Rising damp carries salt from the ground. Salts kill mould by extracting moisture from it;
therefore if you have mould in your home you do not have rising damp.

Simple things can help reduce condensation in your home, and so prevent damp and mould.

Moisture levels, ventilation and heating are key factors not only in bathrooms and kitchens
where steam produced by washing and cooking poses a high level of threat but also in other
rooms where poor airflow in corners and behind furniture may cause a condensation
problem.

e Always use extractors if you have them. If not, open your windows a little.

e Hangwashing outside to dry. If it has to be hung inside, hang it in the bathroom, close
the door and open a window slightly or use an extractor fan. Don’t put washing on
radiators.

e Always cook with pan lids on and don’t overfill the saucepan.



e  Whenfilling your bath, run the cold water first and then add the hot - it will reduce
the steam by 90% which leads to condensation.

e Do not use portable bottled gas heaters; they each produce approximately 8 pints of
moisture. They are also a fire hazard.

Some ventilation is needed to let the air circulate. Ventilating for at least 30 minutes a day
will replace moist air with dry air from the outside; opening a small window at either end of
your property or one upstairs and one downstairs will do this. However, take care not to
over ventilate in cold weather; it will make the home colder and make condensation more
likely. It will also increase heating costs. You should also:

e Keep your curtains open whenever possible

e Ventilate your kitchen and bathroom for about 20 minutes after use and keep kitchen
and bathroom doors closed.

e Decrease clutter.

¢ Do not push furniture up against walls.

Cold walls and surfaces encourage condensation to form so keeping the home warm will help
to control it. Try to keep some heating on all day in cold weather.

Heating one room to a high level and leaving other rooms cold makes condensation worse in
the unheated rooms. If you don’t have heating in every room, keep doors of unheated rooms
open to allow some warm air in. You could also use oil-filled radiators or electric panel
heaters on a low setting. However, electricity is expensive.

Where condensation problems have been neglected and mould has begun to form:

e You areresponsible for cleaning any mould growth due to condensation.

e Treat any mould already there by wiping down and spraying walls and window frames
with a fungicidal wash. Follow the instructions for using it safely.

e Don'’t try to remove mould with a brush or vacuum cleaner, as this will make spores
airborne and spread them further.



Warranties and White Goods

Please note as a shared owner if buying a new build property you are responsible for
registering white goods warranties.

The developer will provide all the warranty details in their handover pack.

If you are buying through a resale process the white goods will be your responsibility
to maintain and repair or replace.




Ways to Pay
Making it easy for you to pay your rent and
other charges

Mount Green aims to make the payment of rent as easy as possible for all of our residents.
We offer a variety of methods of payment to help us achieve this.

Pay your rent by Direct Debit

If you would like to set up a direct debit, please contact us on 01372 379 555.
Adirect debit is an arrangement made by you with your bank that allows us to transfer money
from your account in order to pay your rent and service charge.

The payment is automated but the amount and date it is taken will be agreed with you. If the
amount or date of payment is changed we must tell you first.

Why pay by direct debit?

Its one of the safest ways to pay your rent
Its simple and convenient

Automatic payments mean you won'’t have to remember to make the payment, just make
sure the money is in your bank

Payments come with a guarantee to protect you:
Immediate money back guarantee from your bank in the event of an error

Advanced notice if the amount or date changes

The right to cancel at any time

Using your allpay payment card

You will be provided with an allpay payment card.

This swipe card will allow you to pay your rent to us at any PayPoint outlet or Post Office® in the
UK. The symbols displayed by these organisations are shown on the right.

Paying is easy. Just hand your card to the cashier, together with your cash, cheque or debit card
and you will be given a receipt. (If you are paying at a Post Office®, please make your cheque payable
to ‘Post Office Ltd.’)

Even if you don’t use your card now, please keep it safe in case you need to use it in the future.

If you do not receive a card or your card is lost or stolen please contact us on 01372 379 555.




How else can | make a payment?
There are a number of other ways you can make a payment:

Via the allpay app. Available for Apple and Android smartphones. Visit
www.allpay.net/app on your smartphone for more information and simply download the

app.
Set up weekly, monthly or regular internet payments. Simply log onto

www.allpayments.net (please note, you will need your allpay payment card to sign up the
first time).

Pay over the phone by debit /credit card. Call allpay on 0844 557 8321 (please note, you
will need your allpay payment card to make payments over the phone.

(allpay Limited would like to make you aware that all calls to our 0844 2 numbers will be charged at 3 pence
per minute, and our 0844 5, 0844 3 and 0844 6 numbers will be charged at 7 pence per minute plus your
phone company’s access charge, which may vary depending on provider).

By Standing Order. Please contact our Customer Services Advisor on01372 380 711 for
a standing order form.

Via your bank account by using the internet banking facility. Please quote your tenancy
reference and surname. Our account number is 30650307 and our sort code is 20-29-90

And by cash or cheque at our Head Office, 26 Bridge Street, Leatherhead, Surrey.

For further advice or information, please contact us
T:01372 379555

E: rents@mountgreen.org.uk

W: www.mountgreen.org.uk

A: 26 Bridge Street, Leatherhead, Surrey, KT22 8BZ




Pets

Thinking of getting a pet? Make sure you
have permission from us!

Mount Green recognises that owning a pet can be truly life-enhancing and bring a great
deal of pleasure and enjoyment to residents. We recognise that in the case of vulnerable
residents, owning a pet can have a positive impact on their health and well-being and
improve the ability to live independently. We acknowledge the importance of pets in our
lives and as such we would wish to support residents to be responsible pet owners and
therefore not impose unnecessary restrictions on pet ownership. Equally however, we
recognise that pets that are not looked after or controlled properly may cause nuisance and
disturbance, or pose a risk to others.

Our objectives:
We aim to:
e Recognise the value of pet ownership to people’s lives
e Support and encourage responsible pet ownership
e Ensureresidents understand their obligations in relation to owning animals
e Treat all complaints of pet or animal nuisance seriously
e Tackle any nuisance or anti-social behaviour arising from pets or animals in a positive and
proactive way, enforcing the tenancy as necessary

What should | do if | want to get a pet or animal?

You should refer to your tenancy agreement or lease as pets may not be allowed where you
live. Otherwise, you must request permission to keep any animal or pet from Mount Green in
advance of acquiring it. If you do not, we may ask you to rehome your pet.

Being aresponsible pet owner:

You are responsible for looking after your pet and making sure that they do not cause a nuisance
to anyone. You must always clean up after your pet and ensure they are properly looked after.
Animals must not be allowed to reside or wander in communal hallways or areas. Dogs must
always be on leads whilst on Mount Green'’s land. Your tenancy or lease may be at risk if your pet
causes a nuisance to others. Nuisance from pets may include; noise, smell, fouling in communal
areas and damage to property. Thinking of getting a pet? Make sure you have permission from
us!




Our decision:

We will consider each request on its own merit, taking into account Mount Green'’s policy, your
tenancy agreement or lease, where you live and your individual circumstances. We will write to
you within 10 working days of your request to inform you of our decision.

Generally the following guidelines will apply:

e Small caged animals (mice, gerbils etc.), small caged birds (budgies etc.) and those kept in
aquariums (fish) are usually acceptable.

e Dogs are generally not allowed unless the home has direct access to a self-contained and
properly enclosed garden (We are not responsible for ensuring gardens are secure for
dogs or other pets).

e No animal may be either kept or allowed to roam in communal gardens/areas or on
Mount Green land.

e All pets must be kept in residents’ personal areas and residents are responsible for
ensuring animals are kept under proper control, do not make excessive noise or smell, or
cause a nuisance to others. Animals must be kept in clean and sanitary conditions so that
there is no health risk to the animal, residents or others.

e  We will not normally give permission for any animal that may be deemed to be dangerous
to others.

e Residents who own a breed of dog as specified in the Dangerous Dogs Act 1991 and the
Dangerous Dogs Amendment Act 1997 must adhere to the requirements of that
legislation.

We may refuse permission to keep a pet if we feel that it would be inappropriate or may cause a
nuisance to others and our decision is final in such matters. Similarly we may withdraw
permission to keep a pet at any time if a pet causes a nuisance to others.

Taking action

We may consult with, and/or involve, the RSPCA in order to seek advice on matters relating to
the keeping of pets or if there is a concern over an animal’s welfare. Residents who do not obtain
permission prior to getting pets, or irresponsible pet owners who do not keep their animals
under proper control, may be asked to re-home their pets. Mount Green will take
enforcement/legal action if necessary against any resident who refuses to rehome their animal
when asked or whose animal causes a substantial nuisance to others.

For further advice or information, please contact us
T:01372380711

E: customerservices@mountgreen.org.uk

W: www.mountgreen.org.uk

A: 26 Bridge Street, Leatherhead, Surrey, KT22 8BZ

Registered office: 1 St John's Close, Leatherhead, Surrey, KT22 8UN.

Registered with Charitable Status under the Industrial and Provident Societies Act 1965 No 16264R.
Registered with the Homes and Communities Agency (HCA) as a Registered Provider - ref LO042.
A member of the National Housing Federation.




