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What is the proposal?

Tower Hamlets is consulting you about the proposal to transfer the ownership and
management of its homes on the Christchurch, Cubitt Town and Westferry Estates (Island
Gardens area) to EastendHomes.

1.2

Background to “Housing Choice”

“Housing Choice” is the name of the comprehensive consultation programme being
undertaken by the Council which will enable Council tenants and leaseholders to express a
genuine choice about the future ownership and management of their homes.  Housing
Choice has three stages.

Stage 1 – This stage, which was carried out on Christchurch, Cubitt Town and Westferry
Estates (Island Gardens area) between June 2001 and February 2002 culminated in a
referendum on your Estate in March 2002.  The referendum established that there was
support by the residents for the proposition that alternative proposals for the ownership and
management of the Estates be developed.

Stage 2 – This stage entailed a steering group of residents from the Estates selecting a
partner organisation from a range of social housing providers to become the potential new
landlord of the Estates.

The steering group of volunteer residents for the Christchurch, Cubitt Town and Westferry
Estates (Island Gardens area) chose Eastendhomes as the partner landlord with which to
work on plans to improve the Estates and housing service.

EastendHomes was chosen for the following reasons:

•  EastendHomes will be a new registered social landlord (RSL) independent from the

Council.

•  EastendHomes will enable the residents would have a greater input into how the

organisation is developed and run.  It was therefore felt that the trust between residents
and the new organisation could be built upon and fostered.

•  EastendHomes proposed that the area would have its own separate local housing

organisation, with a management board made up of local residents. This new
organisation would be called the Island Gardens Neighbourhood. The board will be
formed with proportionate representation from tenants and leaseholders from each of the
estates.

Stage 3 – After having chosen EastendHomes as its partner, the resident steering group,
the Council and EastendHomes have been working closely together to develop this transfer
proposal that is now being put to residents for consideration. The transfer would only go
ahead if a majority of the tenants on the Estates voting in the proposed secret ballot, vote in
favour of transfer and the Secretary of State for the Office of the Deputy Prime Minister
consents to the transfer.

If the transfer proceeds, EastendHomes would become your freehold landlord and the
regeneration of the Estates detailed in Section 

2 would begin. Information about

EastendHomes is set out in Section 3 of this document.
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Effects on leaseholders

If the transfer goes ahead the Council’s responsibility and interest in the freehold of your
property will be transferred to EastendHomes. The transfer itself does not affect the nature
of responsibilities set out in your lease. However, the regeneration proposals have
consequences for leaseholders as your block will be refurbished.

1.4 

Rights of Leaseholders

Your rights as a leaseholder will remain unchanged. You will still retain the right to make
representations to the Leasehold Valuation Tribunal, the right to be consulted on any
proposed works for which under the terms of your lease you are required to make a
contribution towards the costs and you will of course be required to pay service charges.

If the transfer goes ahead, the lease you have now would remain unchanged, except that
EastendHomes would become the owner of the freehold instead of the Council.  You would
not be issued with a new lease, but rather both you and EastendHomes would be bound by
the terms of your existing lease granted by the Council.

This means that your existing lease would continue to include:

•  Details of the items included in the service charge, including how it is calculated and

when it is due.

•  The procedure for assigning (transferring) the lease.
•  How the lease can be ended.
•  Details of the respective responsibilities of the leaseholder and EastendHomes.

Leaseholders will also keep their statutory rights to be consulted about the nature and cost
of proposed works.  They will also have the right to apply to the Leasehold Valuation
Tribunal for a declaration of the ’reasonableness’ of service charges.  Information about this
process is available from the Leasehold Valuation Tribunal.

EastendHomes will also ensure that value for money is obtained from property insurance
and that you take the benefit of any bulk discount EastendHomes can receive

1.5 Leaseholder 

ballot

During Spring 2005, the Council plans to give all leaseholders on the Christchurch, Cubitt
Town and Westferry Estates (Island Gardens area) the opportunity to express their views in
a separate ballot held at the same time as the tenants ballot. Leaseholders’ views are
important to the Council and will be fully considered but leaseholder votes will be counted
separately.  The Council cannot be bound by the result of the leaseholder ballot alone.

1.6

Why is the Council proposing transfer?

The Council knows that the Christchurch, Cubitt Town and West Ferry Estates (Island
Gardens area) need regeneration, but it does not have the money necessary to do this level
of work.  So, it has worked with Island Gardens area residents to develop this proposal.

Over the past two years there have been specific meetings with resident groups, public
meetings, fun days, drop in sessions, exhibitions, advice surgeries, and newsletters.
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address security issues and improve the environment and amenities on the Estates.  Money
is needed to:

•

increase security and safety on the estates

•

undertake a major programme of improvement and refurbishment

•

deal with anti-social behaviour on every estate through design measures as well as
by providing estate wardens.

•

bring all tenants’ homes up to Decent Homes Standards

•

carry out structural repairs

•

undertake improvements identified as a priority by residents, such as play areas

•

provide better community facilities

The estimated cost of carrying out the investment needed on the Estates which is set out in
this proposal is £15 million.  There is currently no provision in the Council’s investment
programme for schemes on the Estates between now and 2007 whereas EastendHomes
would be able to deliver all of the proposals.

The Council has therefore, looked at every option available to provide the level of
regeneration and service that both it and the residents would want.  Transfer to
EastendHomes is considered to be the best available solution.

1.7

Why can't the Council Invest what is needed?

Because the Council is a public body, there is currently a limit on how much it is able to
borrow to fund housing projects.  This is because Council borrowing affects the level of the
Public Sector Borrowing Requirement, which the Government controls tightly.  The
Government has recently introduced change to the rules on Council borrowing, but this
relaxation of the rules does not help the Council in its ability to raise the funds necessary to
carry out the works of repair and improvement needed on the Estates.

1.8

Why would EastendHomes be in a better financial position?

EastendHomes would be in a better financial position because:

•  It has more freedom to borrow money to pay for the works and to pay this money back

over a longer period.

•  Unlike the Council, EastendHomes would be able to use all the money it receives from

Preserved Right To Buy sales on providing homes and services.

1.9

The key benefits of the transfer

The key benefits of the transfer (if it goes ahead) would be:

•  A major regeneration programme on the Island Gardens estates of £15 million.
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Gardens Neighbourhood board of management made up of local residents from each of
the Estates.

•  To provide an efficient, local responsive service in the day to day management of

homes, estates and community facilities.

1.10

What would happen if the transfer does not go ahead?

If the transfer does not go ahead, you would remain with Tower Hamlets Council as your
freehold Landlord.

If secure tenants vote against the transfer it will not be possible for the Council to undertake
the proposed improvement and redevelopment programme.  The Council would seek to
address urgent health and safety repairs from its limited capital budget and to continue
normal arrangements for day-to-day repairs and limited works.  The Council cannot afford
the regeneration proposals set out in this document.
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THE REGENERATION OF THE ESTATES

WHAT IS IN THIS SECTION OF THE DOCUMENT?

Repairs and improvements to homes

How have residents been involved in the design proposals?

Works categories

Christchurch Estate

West Ferry Estate

Cubitt Town Estate

Regeneration of the Estates and General Estate Improvements

Consultation before Refurbishment and Improvements

Leaseholders’ contribution towards the costs  of Refurbishment and Improvements

Ways to pay your contribution towards the costs of works to your home
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Repairs and improvements to homes

If the transfer goes ahead, the homes would benefit from a programme of repairs and
improvements.

Within 5 years of transfer, EastendHomes intends to spend £15 million on the homes.  Their
proposals include catch-up repairs and improvements that would bring the homes up to
modern standards and make them more comfortable to live in.  The Council could not match
this level of investment from its limited resources

2.2

How residents have been involved in the design proposals?

The consultation exercise began with a series of events with residents to identify the
problems you have with your homes, blocks and estates.  Residents have been involved in
the development process from the beginning with the establishment of the Estates working
parties.

Residents led the process of appointment of Shillam+Smith, Architects whoset about
consulting residents on each Estate through questionnaires, Estate meetings and working
party meetings. The information gathered from these events helped to identify residents’
opinions of their homes, blocks and Estates.

The architects commissioned technical reports on the structure, mechanical and electrical
condition of each building so that a schedule of repairs could be drawn up for each Estate.

Should the proposed transfer proceed there will be a need for a great deal more consultation
after the ballot.  Detailed design issues will be discussed on a block by block basis as the
programme continues.

2.3

Work Categories

Core Works
A list of core works has been drawn up for each block to bring it up to a good base standard.
The standards set will be common to all blocks included in the proposed transfer.

Some of the works are not structural but will add to residents’ quality of life. Examples
include better security, improved designs of staircases and block entrances, communal TV
aerials, environmental improvements and safe play areas for children.

A description of the type of work proposed is set out below:

WORKS DESCRIPTON

•  All concrete and brickwork areas to be repaired where defective

and cleaned where necessary

•  External decorations to be carried out

STRUCTURAL REPAIRS

•  Damp proof courses to be in good order

•  Cavity walls to be insulated to Building Regulation standards
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•  *Insulation and fire break installations.

•  Where blocks suffer badly from decaying concrete and very poor

 *OVER-CLADDING AND

insulation they will be over clad with insulated render on all

THERMAL

outside walls to protect the concrete from further exposure to the

IMPROVEMENT

weather and enable the building to retain heat.

•  All roofs will be surveyed for defects and repaired where

necessary. If a roof has come to the end of its useful life it will be

 REPAIR/RENEW ROOF

entirely renewed and insulation will be increased in line with
current regulations

•  Common areas in blocks such as halls, stairs, landings and

 *COMMUNAL AREA

corridors will be decorated and improved where appropriate

IMPROVEMENTS

 EXTERNAL

•  All properties will be decorated externally

DECORATIONS

• 

All windows will be overhauled thoroughly and where windows
are beyond repair they will be entirely replaced with double

 REPAIR/RENEW
WINDOWS

glazed units with controlled ventilation and high quality handles
and catches.

•  Private balconies and walkways will be repaired including the

 BALCONY/WALKWAY

balustrades, asphalt surfaces, soffits and fascias.

REPAIRS

•  Door entry systems will be overhauled or replaced if necessary

 DOOR ENTRY SYSTEM

and new systems will be installed subject to the agreement of the

WORKS

majority of residents.

•  Repair and improvements will be made to the following where

necessary. Lighting, lightning conductors, dry risers, gas and
electric mains

 ESSENTIAL LANDLORD
SERVICES

•  *Adequate lighting to be provided for all stairs, landings and

balconies

 

•  Existing lifts and lift motor rooms to be overhauled or renewed

 REPAIR /RENEW LIFT

•  Lift cars to be adequately lit and fitted with alarm systems

•  Drainage to be replaced or overhauled as necessary. All down

pipes, soil and vent pipes to be renewed where defective.  Water

DRAINAGE WORKS

tanks, tank rooms and dry risers to be overhauled.

•  Improved refuse disposal systems to be introduced to prevent

open chute chambers

 *IMPROVE REFUSE
DISPOSAL

•  Recycling provision on each Estate

 *BLOCK ENTRANCES

•  Improved entrances to reduce anti-social behaviour, exclude
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•  Communal satellite/digital TV aerial

 LANDLORD SERVICES

•  *Multi-compartment trunking on access balconies to protect wires

for phones, cable TV, lighting etc.

•

 *EXTERNAL WORKS

  Attractive, hard-wearing landscaping to be provided in close

INCLUDING SECURITY

consultation with residents

WORKS, LIGHTING,

•

COMMUNITY FACILITIES,

  Safe play areas for children on Estates

LANDSCAPING, CAR
PARKING, PAVING AND

  Security fences and gates, estate lighting, new car parking layouts,

PLAY AREAS

community facilities on each Estate.

Those works that may be full or partially exempt from recharges are marked with an
asterisk (*) in this document.

The following tables identify by block the refurbishment works proposed in the first 5 years if
the transfer goes ahead.

2.4

Christchurch Estate
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Structural Repairs







Over-cladding/ Thermal Improvement







External Decorations





















Repair /renew roof







Repair/ Renew Windows











Balcony /Walkway repairs





Repair/ Renew Entrance Doors
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Communal Areas Improvements

















Repair/renew Lift







Drainage works





















Block entrances













The following works are subject to resident consultation, planning approval and the

development of new homes for rent and sale.

Essential landlords’ services





Improved Refuse Disposal





















Landlord Services improvements





















External works including Security, Lighting,
Community Facilities, Landscaping, Car





















Parking, Paving and Play Areas

Christchurch Estate continued:
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Core Works

Over-cladding/ Thermal Improvement





Structural repairs















External Decorations















Repair/renew roofs



Repair/renew double glazed windows









Balcony/walkway repairs





Repair/renew entrance doors
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Communal areas improvements











Drainage works

















Block entrances











The following works are subject to resident consultation, planning approval and the
development of new homes for rent and sale.

Improved Refuse Disposal

















Landlords Services improvements

















External works including Security, Lighting,
landscaping, Community Facilities, Car

















Parking, Paving and Play Areas

2.5

West Ferry Estate
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External decorations

















Communal areas improvements

















Balcony/Walkway Repairs

















Communal Areas Improvements

















Drainage Works

















Block entrances

















The following works are subject to resident consultation, planning approval and the

development of new homes for rent and sale.

Improved Refuse Disposal

















Landlords Services Improvements

















External works including security, Lighting,
Community Facilities Landscaping, Paving

















and Play Areas
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Cubitt Town Estate
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Repair/Renew  windows









External decorations



Structural Repairs





Repair |/Renew Roof







Repair/Renew  double glazed windows









Balcony/Walkway repairs



Communal Area improvements



Repair/ Renew Entrance Doors







Door Entry Works



Drainage Works









The following works are subject to resident consultation, planning approval and the

development of new homes for rent and sale.

Essential Landlord Services





Improved Refuse Disposal









Landlord Services improvements









External works including Security, Lighting,
Community Facilities, Landscaping, car parking









and Play Areas
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Regeneration of the Estates and General Estate Improvements

In addition to the repairs and improvements to the homes, there are a range of specific
proposals which will help to improve the neighbourhood generally, by providing more and
better facilities.

The following proposals for the Estates have been made following resident consultation. If
the transfer goes ahead, there would be further consultation to work out the details.

Following consultation with residents, improving the environment came high on people’s lists
on all the Estates, such as providing improved security  and better entrances to blocks.
Residents also want somewhere suitable for children to play and communal gardens that
would be properly maintained and attractive to both residents and wild life. The Island
Gardens Neighbourhood is committed to the adoption of sustainability principles to guide the
future management of the Estate environment.

Other improvements included in the master plan are treatment of roads and footpaths,
blocking off undesirable through routes and creating “home zones” to reduce traffic speed
and make the estate roads safer for children.

*Safe Play Areas
New safe play areas for children will be incorporated in the works programme. The locations
will be decided in consultation with residents.

*Community Facilities
EastendHomes will develop community facilities for residents on all Estates in accordance
with residents’ requirements eg. youth facility, creche, pensioners club, and community
horticulture.

2.8

Consultation before Refurbishment and Improvements

Before any work is started, you have the right to be consulted under Section 20 of the
Landlord and Tenant Act 1985.  You will get details of what is planned, including estimates.
You will be invited to comment on them within a specified time.

You will be required, within the terms of your lease, to make a contribution towards the
maintenance of the works of refurbishment and improvement that will have been undertaken
to blocks and the estate.

2.9 

Leaseholders’ contribution towards the costs of Refurbishment and
Improvements

As a leaseholder there are legal limitations as to the extent you can be required to make
contributions towards the cost of works. You will not have to pay towards the cost of the
internal renovation of tenants’ homes. Your lease will state to what extent you will have to
pay towards the cost of repairs and improvements to the block and the estate.

The actual contribution you would be required to make will vary depending on:

                                                                                                                                                    

Island Gardens Leaseholder Consultation Document                                                                                         13



[bookmark: 16]•  When the property was purchased
•  The information given at the time of purchase
•  The works that are carried out and when they are done
•  The terms of your lease

Framework for limiting recharges to leaseholders for major works
EastendHomes will work within the Common Policy Framework drawn up by the Council to
protect those leaseholders in most financial hardship from having to pay high contributions
towards the refurbishment of their block. This Policy Framework meets the requirements of
the Government’s “Social Landlords Discretionary Reduction of Service Charges (England)
Directions 1997”, which unless the Government specifically directs otherwise, controls how
any social landlord can reduce charges made to leaseholders for work undertaken to their
homes.

Within the policy there are works categories that distinguish between those which will be
recharged to leaseholders and those which will not.

Chargeable works
These are works required to maintain the fabric of the building or its immediate environment
in good condition. They are generally works which replace building or other components on
a ‘like for like’ basis or with an accepted modern version of the original. Plus works which
improve the structure, fabric or amenity of a building or its immediate environment and / or
which serve to increase the life of the building over and above that likely to be achieved
through normal repair.

Where rechargeable repairs and improvements cost more than £10,000 per property,
leaseholders may have costs restricted to this amount if all of the following criteria are met: -.

•  You are the original Right to Buy purchaser.
•  The property is your only or principal home and you live there full time.
•  You do not have any undisputed service charge arrears with EastendHomes.
•  The works were not specified on your Section 125 Offer Notice, which you received

before you bought your home.

•  You are in receipt of a state pension or means tested state benefit or are able to

demonstrate exceptional financial hardship.

If you sell your property within seven years of your recharge being limited to £10,000,
Eastendhomes will recover the difference between the £10,000 and the full recharge by
placing a legal charge on your home.  This means that if you sell your home the cost is
recovered from the sale price you receive.

Non Chargeable works:
These are works carried out to enhance the general environment, remodel the estate and /
or to eliminate crime or anti-social behaviour. These may include exceptional works that
require detailed consideration because they are more extensive than those required to
maintain the building.   They also include works to management offices or depots, tenants
flats and community buildings that do not fall within the specific recharge scope of individual
leases  and which cannot be recharged.

Those works that may be full or partially exempt from recharges are marked with an
asterisk (*) in this document.
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Ways to pay your contribution towards the costs of works to your home

EastendHomes will offer various repayment methods for leaseholders who are unable to
afford to pay for the full costs of the works immediately. These methods include:

•  Payment by instalments
•  Bank or Building Society loan
•  Bank or Building Society Mortgage
•  Houseproud Loan and Grant (via the Council)
•  Private Sector Minor Works Grants. (via the Council)
•  A loan from the Housing Corporation
•  Legal charge placed on the property

EastendHomes will provide support to all leaseholders facing hardship, particularly elderly
and vulnerable residents, through this process.
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EASTENDHOMES

WHAT IS IN THIS SECTION OF THE DOCUMENT?

Who are EastendHomes?

Who Manages EastendHomes?

Island Gardens Neighbourhood

Who Regulates EastendHomes?
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Who are EastendHomes?

EastendHomes will be a not-for-profit Registered Social Landlord (RSL) which may also
become a registered charity.  Housing associations are independent not-for-profit
organisations that provide homes for people in housing need.  Housing associations are the
country's major provider of affordable new homes for rent. EastendHomes will provide high
quality homes and housing services to the people who live in the Island Gardens estate
area.  EastendHomes will be accountable to residents and will enable you to make decisions
at a local level about the services you receive. EastendHomes will have a legally binding
agreement with a number of Community Housing Organisations across the Borough. Your
housing organisation would be Island Gardens Neighbourhood.  The residents of Island
Gardens would be responsible for deciding:

•

what services will be provided on the Island Gardens estates area

•

how these services will be provided on the IslandGardens estates area.

EastendHomes expects to own and manage up to 5,000 homes in Tower Hamlets.  All
surplus money will be used to fund the provision of new homes, maintain existing ones and
fund other housing and community related activity.  If the transfer goes ahead
EastendHomes will own the transferred properties and land on the achristchurch, Cubitt
Town and Westferry Estates and will be the landlord of the tenants and leaseholders.

EastendHomes is a not-for-profit organisation, which means that all of its income would be
spent on the housing and community services, providing new homes, and repaying loans.
There would be no question of any "profits" being shared out between members of
EastendHomes.  Every penny would have to be properly accounted for.

Very strict rules apply to registered social landlords: for example EastendHomes:

•

can only do certain things, as set out in its rules, such as provide quality homes
at affordable rents;

•

must comply with the Housing Corporation's Regulatory Code and Guidance
which sets out the expectations of Registered Social Landlords.  These
expectations are designed to make sure that the RSL is viable, properly
managed and properly governed.  The Housing Corporation assesses
compliance with the Regulatory Code and Guidance and if compliance is not
achieved it has very wide powers to intervene;

•

has a constitution which prohibits payment of anything other than out-of-pocket
expenses to board members and any change would require the Housing
Corporation's consent.

As a registered charity  EastendHomes will also need to comply with the rules and
regulations set down by the Charity Commissioners, make itself available for inspection and
submit all appropriate reports to ensure ongoing charitable status

3.2

Who Manages EastendHomes?

EastendHomes is governed by a Board of Management.  The duties of the Board are to
ensure that the organisation remains viable and well run.  It oversees and guides the work of
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[bookmark: 20]the staff teams and meets regularly with staff to receive and comment on reports and to
agree future developments and strategy.

The EastendHomes governing board consists of 8 residents, 7 independent Community
Board members (including the Board Chair) and 4 Councillors nominated by Tower Hamlets
Council. The resident representatives consist of the Chairs of each Estate Steering Group
who have chosen to work with EastendHomes. Board members are selected on the basis of
their expertise, experience and suitability to do the job.  The Board members are not paid,
but are reimbursed for the expenses of attending meetings, for example travelling or child-
minding costs.

EastendHomes will be an “umbrella” organisation with constituent local community housing
organisations.  Residents will have a major part to play in helping to set up and run these
local organisations.  The residents of the Estate(s) will elect the boards of these local
organisations.

Main Board
The board of EastendHomes has very significant resident representation.

The board has places for:

•  8 Resident Members

•  7 Independent Members

•  4 LBTH Councillor Members

The Independent Members of the board consist of suitability qualified and experienced
volunteers.  The Independent Members have a range of skills and experience that contribute
to the governance of the organisation which complement the other Board Members.

The shape and direction of the new organisation will be formed through its close involvement
with the local community.

Eight resident board members will come from the constituent local housing organisations
within EastendHomes, including the Island Gardens Neighbourhood.

Residents will be involved both as full EastendHomes board members and through
involvement in the local estate community housing organisations.  EastendHomes sees
resident involvement as fundamental to providing quality services to local people that meet
their needs and aspirations.

Currently the resident members of the main board of EastendHomes are the chairs of the
individual local Steering Groups, Estate Management Boards or Community Housing Trusts.
Provision also exists in the legal constitution of EastendHomes, for direct elections to the
board from amongst the overall resident membership from all Estates owned and managed
by EastendHomes.

The 4 councillor members of the board are nominated by Tower Hamlets Council.

At present EastendHomes is still in its formative stages and as a result has not filled all its
places on the Board.   
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Island Gardens Neighbourhood

Local decision making, accountability and local delivery of services is at the heart of the
EastendHomes approach.

In the Island Gardens area EastendHomes proposes setting up an Estates Board in
partnership with the local residents organisation within EastendHomes. The Estates Board
will have representation on the main board of EastendHomes.

In summary, the Island Gardens Neighbourhood:

•  Will have responsibility for the day-to-day management of its Estates
•  Will have its own staff to run the service
•  Will have its own local office
•  Will be able to decide on the type of service it wants to provide on its Estates
•  Will have responsibility for managing its own budgets
•  Will be accountable for the quality and efficiency of the service that is provided locally

A shadow board for Island Gardens Neighbourhood area, made up of local residents, has
been meeting regularly since January 2004.  The Shadow Board has overseen all the
consultation work and the development of the estate improvement options over the past 15
months.  Formal elections would be held for the Island Gardens Neighbourhood Board if
transfer goes ahead.

In short, the Trust will be a new, independent local housing organisation developed in
partnership with and for the residents of the Estates in the Island Gardens Estates Area.

3.4

Who Regulates Eastendhomes?

EastendHomes is a not-for-profit Company Limited by Guarantee that will be registered with
the Housing Corporation.  This is the government body responsible for supervising and
regulating Registered Social Landlords.  These include regulations relating to:

•  provision of information, consultation, participation, and confidentiality of information,

complaints and compensation; service charges and standards of services;

•  leasehold and general housing management policies;

•  financial management; and

•  the way in which the organisation operates in terms of competence, independence,

openness and equal opportunities.
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[bookmark: 22]EastendHomes will produce annual reports for tenants and leaseholders, which will include
details of their annual accounts and performance.

In addition, EastendHomes, just like the Council, is subject to regular inspection by the
Housing Inspectorate, an arm of the Audit Commission, to assess, amongst other things, the
quality and the cost effectiveness of the services provided.
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HOW YOUR HOMES WOULD BE MANAGED

WHAT IS IN THIS SECTION OF THE DOCUMENT?

Commitment to leaseholders

Service Charges

Leaseholder Involvement In the future

Local Estate Office And Staff Structure

Estate Wardens

Local Management of the Estates

Repairs Service

Caretaking and Cleaning

Anti-Social Behaviour and Harassment

Complaints Policy

Residents' Involvement

The Role of the Council After Transfer

How the council would manage your home if transfer doesn’t proceed
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Commitment to Leaseholders

EastendHomes is committed to providing a good housing management and maintenance
service to all leaseholders.  This would include:

•  acting at all times as a reasonable and responsible landlord (freeholder)  and in

particular meeting its obligations as freeholder without being reminded or being the
subject of legal action;

•  providing an accountable cost-effective service for leaseholders;
•  respecting and protecting the rights of leaseholders;
•  maintaining buildings in a good condition;
•  discouraging neighbours from causing a nuisance;
•  providing accurate clear and timely information about the services provided to

leaseholders;

•  providing clear accurate easy to understand information about service charges;
•  continuing to provide a dedicated team of staff responsible for leasehold services;
•  maintaining specific leaseholder groups to sustain local accountability.

4.2

Service Charges

EastendHomes will comply with the terms of the leases in collecting service charges for
services provided to leaseholders and in respect of the cost of works undertaken to the
premises.

Services charges will be set to reflect actual costs for each block as far as possible. Where
there has been a surplus of service charges paid over the actual costs of those services it
will carry the surplus forward to the following year’s account and will be able to charge less
in that year.  Where there is a deficit, EastendHomes will add it to the following year’s
service charge.

Leaseholders will be offered a variety of payment mechanisms for the repayment of their
service charges. These will include: -

• Standing 

orders

•  Cash payments at local post offices
•  Payment by cheque to EastendHomes offices
•  Direct deductions from salary for leaseholders who are employees of EastendHomes.

4.3

Leaseholder involvement in the future

EastendHomes is committed to full consultation with all residents, including leaseholders,
about proposed changes to policies or practices which may affect services.  This is
particularly relevant where such services are partly paid for by leaseholders.
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which may affect the management of their homes.

Leaseholders will also be represented on the Management Board which will oversee the
management of the estate.

Trained housing staff will manage the Estate from an Estate office. However, EastendHomes
believes that local residents should be fully involved in making decisions which affect the
Estate's redevelopment and improvement programme and the management, maintenance
and improvement of their homes.

4.4

Local Estate Office and Staff Structure

A local Estate Office will be based within the Island Gardens estates area and have the
following staff:

• Housing 

Manager

• Estate 

Officers

•  Assistant Estate Officers
• Repairs 

Officer

• Handypersons
• Caretakers/Cleaners

4.5

Estate Wardens

In addition to the above, EastendHomes proposes to introduce a new Estate Warden
Service subject to further resident consultation.  The Estate Warden Service will involve
regular Estate patrols by uniformed officers.  This should improve security and reduce anti-
social behaviour on the Estates for all tenants and leaseholders.  Like other services, such
as cleaning and concierge, leaseholders will be required to make a reasonable contribution
to the costs of the Estate Warden Service through a Service Charge.

4.6

Local Management of the Estates

The Island Gardens Neighbourhood will provide the following services from a  local housing
office at Galleon House, 137 Manchester Road E14 3DN.  The main functions of the local
housing management services will be:

•

day-to-day repairs and maintenance

•

estate cleaning and caretaking

•

tenancy management

•

leasehold management

•

tackling anti-social behaviour and harassment

•

void (empty) property management

•

accompanied viewings for new tenants
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lettings and transfer requests

The Island Gardens Neighbourhood will:

•

work closely with residents to develop and improve the delivery of day-to-day housing
services

•

involve you in decisions about the improvement programmes for the Estates

•

provide effective customer care training and standards for all staff

•

have named officers responsible for service delivery in the Island Gardens
Neighbourhood area

•

have a policy of openness and accountability to residents

•

ensure that services are sensitive to the needs of all sections of the community

•

provide residents with information about the local housing service on a regular basis,
including feedback from residents and satisfaction surveys

EastendHomes will:  Provide a full range of financial and corporate services to support the
local housing management organisations, including the rent accounting and service charge
systems.

4.7

Repairs Service

Island Gardens Neighbourhood will have responsibility for the repairs and maintenance
service provided to the Christchurch, Cubitt Town and Westferry Estates.

Local handypersons will be employed to carry out routine day-to-day repairs.  They will be
locally based and known to local residents and knowledgeable of the repairing needs of the
Estates.  Larger or more specialist repairs will be carried out by contractors who will be
selected by the residents assisted by technical staff from Island Gardens Neighbourhood
and EastendHomes.

EastendHomes will have a planned maintenance programme that will ensure the property is
kept in good repair on a cyclical basis.

Island Gardens Neighbourhood may offer a service to leaseholders to carry out repairs at
cost including administration.

4.8

Caretaking and Cleaning

EastendHomes recognises that the care and maintenance of an estate by a local caretaker
can make a dramatic difference to its appearance.  The caretaking staff will be fully
supported through the use of proper cleaning equipment and training. Staff will also benefit
from the introduction of local, ‘on the spot’ management.

The Island Gardens Neighbourhood will have responsibility for the caretaking and cleaning
service provided to the Christchurch, Cubitt Town and Westferry Estates.

A new caretaking and cleaning service will include the following:
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Residents will be involved in monitoring the service via joint inspections with the managers
of the service. The findings of the residents will be reported to the Island Gardens
Neighbourhood on a regular basis.

Cleaning Backlog
At the start of the new service the communal areas will benefit from an intensive cleaning
programme. This cleaning ‘blitz’ will bring all areas up to an acceptable cleaning standard
which the estate caretakers will then maintain.

Locally Managed Service
The Local Neighbourhood Housing Office will manage the service and be responsible for
resolving any problems. Residents will therefore be able to find out more about the service
and, where necessary, make a complaint at a locally based office.

Weekend Service
It is recognised that many residents are keen to have a good cleaning service over the
weekend period and the new cleaning programme will allow for the introduction of an
improved weekend service.

4.9

Anti-Social Behaviour and Harassment

EastendHomes is committed to ensuring that all tenants and leaseholders enjoy their right to
peace, quiet and security in their homes.  EastendHomes will take firm and prompt action in
dealing with disruptive tenants and any other persons causing a nuisance or harassment on
Estates or in individual dwellings.  EastendHomes recognises that anti-social behaviour has
a negative impact on people and neighbourhoods.

Appropriate Action
EastendHomes will take whatever action is available to it in tackling anti-social behaviour.
This includes arbitration and mediation, the use of injunctions and the use of EastendHomes'
powers under the Housing Act 1996 and anti-social behaviour legislation.

Inter-Agency Approach
EastendHomes will work with local statutory and voluntary agencies, including the police,
probation service, health authority, environmental health and social services to develop a co-
ordinated approach to problems of neighbour nuisance on its Estates.

Leaseholders and Sub-Tenants
Where a lessee or sub-tenant of the leaseholder perpetrates nuisance, EastendHomes will
use its powers under the lease to take action against the lessee or sub-tenant.  This includes
the use of injunctions and action for forfeiture.

4.10

Complaints Policy

EastendHomes is committed to providing a high quality efficient and effective service to all
its residents and applicants for housing but recognises that sometimes people may be
dissatisfied with its services or mistakes might be made in service delivery.

EastendHomes is keen to obtain feedback from service users to inform reviews of the
services it provides and the way in which it provides them.

It will also operate clear and well-publicised procedures for receiving and dealing with
complaints which will be dealt with within stated timescales.
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relevant training and are familiar with the complaints procedure to ensure that all complaints
are dealt with promptly, courteously, consistently and fairly with due regard to confidentiality.

4.11

Residents’ Involvement

As a resident-led organisation EastendHomes is committed to local decision making, control
and service delivery.

EastendHomes believes residents should be empowered to have a full say in how their
homes and communities are managed and communities supported.  Effective participation
provides residents with an opportunity to voice their concerns and express their views in
order to positively shape the organisation’s vision and services.

Island Gardens Neighbourhood and EastendHomes will facilitate and enable residents to
express their concerns and aspirations individually and collectively.

EastendHomes and Island Gardens Neighbourhood  will ensure that all residents have the
opportunity to participate in the decision making process, at all levels, within the
organisation.  EastendHomes will endeavour to encourage residents to participate.
EastendHomes will proactively seek to maximise representation and involvement from the
widest cross-section of residents.  However, EastendHomes recognises that not all residents
will want a high level of involvement.

Island Gardens Neighbourhood  and EastendHomes will fully consult with all residents on
matters of interest or concern to them including planned maintenance and major works,
proposed changes in housing management and service delivery.

4.12

Consultation

Island Gardens Neighbourhood and EastendHomes will consult residents widely, on a
variety of issues, including proposed changes in policy and practice, service delivery
performance, housing management and major works.  Consultation will be carried out
through both recognised residents’ groups including TRAs, and with individual residents as
appropriate.

EastendHomes will monitor the results of consultation methods to ensure that views from all
sections of the community are considered when making changes and improvements.

EastendHomes will give individual residents a range of different media to register their views
and influence policy.  This will enable continuous review and improvement of service
delivery.  These methods include:

•  Comprehensive residents’ satisfaction surveys to be carried out on an ongoing basis.

From these EastendHomes will produce and publicise an Action Plan of improvements
to residents

• Monitoring of residents’ satisfaction with our maintenance contractors and

handypersons.

•  Regular newsletters to be used as a medium for encouraging feedback.
•  Ad hoc telephone and postal surveys or consultation will be carried out on a regular

basis.  These will be in the appropriate community languages.
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improvements in service delivery made.

The findings of all consultation exercises will be analysed and reported back to inform the
decision making process.

4.13

What would be the role of the Council following transfer?

Following transfer the Council would continue to work in partnership with EastendHomes.
The Council would continue to have a strategic housing role even if the Estates did transfer
to EastendHomes, which would include, for example, maintaining its duties to the homeless
under the homelessness legislation and maintaining the Common Housing Register.

The Council would continue to be responsible for non-housing services for Christchurch,
Cubitt Town and Westferry Estates such as Highways, Leisure, Refuse Collection and
Planning.  The residents of Island Gardens Estates would still be able to contact them in the
usual way.  Residents would still be required to pay their Council Tax in the same way as
they do now. (The Council would also be responsible for administering Housing Benefit).

4.14

How the Council would manage your home if transfer doesn't proceed

Investment
The Council cannot generate all of the investment needed in all of its homes in the
foreseeable future. The Council has no major repair schemes in its current investment
programme for the Island Gardens Estates.

Day-to-Day Management
The Council will in future provide Estate Management Services from larger centres which will
also provide a wide range of other Council services.  Estate management services will
include tenancy management, rents, leaseholder services and technical services.  The
current provision of local housing offices will change as a result of this move which is
intended to result in more efficient and effective services.  The Council will provide tenancy
services from a reduced number of locations in future.  These larger centres will have a
dedicated reception service that will be able to deal with most of your queries.  Where
specialist services and advice are needed, the reception service will pass  your query onto
the specialist team to address.  You will also in future be able to contact a customer contact
centre which will be able to deal with a wide range of housing enquiries including repairs.
There will continue to be a local caretaking presence and the proposed arrangements are
intended to enable estate staff to spend more time on estates, carrying out estate
inspections and home visits.

The Council will continue to provide the current range of services subject to any changes
requested by residents e.g. concierge services, however, the location and ways of
contacting the Council to receive these services will change.  The current Millwall Housing
Office may cease to be the Housing Office for the Island Gardens area and Housing services
may be provided from elsewhere in the borough if the transfer does not take place.
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GLOSSARY OF TERMS

A guide to some of the terms used in the offer document that maybe unfamiliar to you

Term

Explanation

Chicksand, Cubitt Town and Westferry Estates collectively referred to

The Estates

as the Island Gardens Neighbourhood area or the Estates.

The amount of money you would get as compensation for having to

Home Loss Payment

move permanently out of your home.

The Government appointed body responsible for funding and

Housing Corporation

regulating registered social landlords.

The range of services from your landlord including things such as

Housing management

grounds maintenance, repairs, dealing with anti-social behaviour and

services

rent collecting.

EastendHomes the proposed new landlord for the Estates and the

EastendHomes

name of the housing organisation that Island Gardens Neighbourhood
is a part of.

Registered Social

Not-for-profit organisation, such as a housing association, offering

Landlord

homes at affordable rents to people with housing need.

The Government Minister required to give his consent to the proposed

Secretary of State

transfer of the Estates to EastendHomes.

The name given to the stamp of approval that is given by the police to

Secure by design

estates designed in a way that makes them safer and more secure.
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