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	EXECUTIVE SUMMARY:
	This report provides Board with an update of the progress made in the leasehold management service with a view to meeting the recommendations in the Improvement Plan.

A satisfaction survey was completed in December 2009.  The returns told us that 58% of our customers are satisfied with the overall service they receive.  This is an increase of 15% from the 2008 survey, but below the target set for this year of 60%.  The Improvement Plan now expects the levels of satisfaction to increase further during 2010.

A new suite of service standards have been agreed with customers, through the Leasehold Forum, and the Service Improvement Group.  The new standards will allow leaseholders to monitor the services we provide and question areas where performance may be failing. 

2010 are working closely with RMBC in the production of a lease variation.  The lease requires a large amount of work to enable us to meet new legislation likely to be introduced in October 2010.  We are involving members of the Leasehold Forum in this process.  Once the lease has been drafted, 2010 will have to consult with all customers, and other parties with an interest in the lease (such as mortgage providers), to attempt to secure agreement for introducing the new variation. This agreement would then need ratification by the Leasehold Valuation Tribunal.




	IMPLICATIONS:
	

	CONSULTATION:
	All customers will be consulted on the variation of the lease.  The most cost effective way of achieving the variation is to obtain agreement from at least 75% of leaseholders, an agreement which would subsequently be ratified by the Leasehold Valuation Tribunal.  Work is ongoing, in conjunction with the Leasehold Forum, to draft a lease agreeable to all parties.


	ENVIRONMENTAL:
	A more efficient service and an amended lease will allow RMBC to collect all the charges due to them, based upon the repair works undertaken on and around Leasehold properties, this will have a positive environmental and aesthetical impact upon our estates.


	EQUALITIES/DIVERSITY:
	All leaseholders would be charged an accurate fee based on their property type and services they receive. Any new lease should also contain covenants similar to clauses within the tenancy agreement to allow for fairness within communal blocks.



	FINANCE AND VFM:
	To amend the lease to an annual basis will require that an application is made to the Leasehold Valuation Tribunal.  There is a cost for this service of £350.00.  There will also be legal costs as RMBC may find it prudent to appoint a barrister to represent them at any hearing. Changing the lease to an annual basis will also be beneficial to the leaseholders as they will not be expected to pay 5 years in advance for repairs that may not happen and for their monies to be refunded to them devoid of interest they could be earning elsewhere. 


	HEALTH & SAFETY:
	There are no Health and Safety issues arising directly from this report.


	LEGAL:
	The new lease would allow 2010 Rotherham Ltd/RMBC to comply with legislation being introduced, most likely, in October 2010 which will demand annual service charge accounting.  This legislation is the final part of the Commonhold and Leasehold Reform Act, 2002.   Failure to amend the lease would lead to us being in breach of this legislation and vulnerable to customer challenges via the Leasehold Valuation Tribunal.



	PERSONNEL:
	In 2007, RMBC agreed a Business Case produced by 2010 Rotherham Ltd. to fund the position of Leasehold Manager. An objective of the business case was to ensure that through a review in Service Charges, these positions would become self financing. The processes mentioned within this report will assist in this objective being achieved. Failing to achieve this would result in a review of personnel involved in Leasehold Management and possibly the disestablishment of posts if alternative funding cannot be found.



	RISK:
	A failure to implement a system for allowance of collecting accurate service charges would lead to a continuation of the service being funded through the HRA.  The Audit Commission, through their KLOE requires a leasehold management service that is self financing and not subsidised by tenants.

Varying the lease would require ratification by the Leasehold Valuation Tribunal, whose decision would be based on the evidence presented to them.




	Key activity
Satisfaction Survey

In compiling the 2010 Rotherham Ltd Business Improvement Plan, 3 actions were identified specific to the leasehold service.  These were:
· Review and agree service standards with leaseholders.

· Undertake baseline satisfaction survey; followed up 12 months later, and,
· Work with RMBC to revise the lease agreements with all leaseholders.

A satisfaction survey was completed in December 2009.  A copy of the survey is attached at Appendix 1.  We are using the comments received in these surveys to help shape the service for the future.  The levels of satisfaction were measured at 58%.  Although low, this is a significant increase on the result from 2008, where satisfaction was measured at 43%.  We need to continue this improvement, not only to meet the target of the improvement plan, but to show that we are providing the service that leaseholders want from us.  We will carry out another survey in Autumn 2010 to obtain an updated assessment of performance.
Service Standards

We worked closely with the Leasehold Forum, and our Service Improvement Group to review our Leasehold Service Standards.  The Service Standards in existence, although useful to officers, didn’t address customer expectations and requirements from the service.  The issue was raised at Forum, where we provided members with standards currently being used by 3 star housing organisations.  We asked that customers think about the services they would like us to monitor, and to come back with ideas and suggestions for improvement.  In addition to this, the copies of standards were emailed to all members of the Service Improvement Group, and posted to all customers along with the copy of the Forum minutes.  This action enabled the team to gather responses and produce some draft proposals.  These proposals were discussed at Forum in January 2010, amended, and agreed.  The reviewed standards can be seen at Appendix 2.

New Lease

Work is ongoing, in conjunction with RMBC Legal Services, to agree a varied lease.  An initial draft has been produced, and the process of obtaining comments and reviewing is now being undertaken.  Again, the Leasehold Forum is our main point of contact for consultation on this matter, but all customers are being kept informed through the minutes of our meetings.  Once we have agreed a lease that the leaseholders and RMBC are happy with, major consultation will commence.  We will need to involve all parties involved in each lease (leaseholder, and mortgage provider).  Our aim is to achieve 75% agreement.  Should we manage to achieve this figure, it is likely that the decision to vary the lease will be ratified by Leasehold Valuation Tribunal, and imposed on all leases.   Should we not achieve 75% agreement, however, we will need to make argument to the Leasehold Valuation Tribunal that this decision should be imposed on all leases to allow the organisation to comply with Section 152 of the Commonhold & Leasehold Reform Act, 2002.  This legislation is likely to be introduced in October 2010, and demands that service charge accounting is carried out on an annual basis.  We cannot currently comply with this demand because of a 5 year maintenance charge period which is written into our lease.  Failure to comply with this piece of legislation would allow leaseholders to withhold their service charge payments.
Background Information

Cabinet Approval to vary the lease was obtained in February 2009, following agreement from this Board. 

The Proposal(s)

It is proposed to continue working with RMBC to produce a lease consistent with those organisations providing a first class leasehold management service, and one which suits the needs of all parties involved.  Individual consultation is planned with all of our customers to explain the effects a new lease would have on them, and the undoubted benefits achievable. 
Conclusion

In summary there is a lot of current activity all aimed at improving the service provided to leaseholders. This is being supported by regular meetings with leaseholders attended by staff, including the Director of Operations at which key issues are discussed. The most recent of these was on 22nd March 2010. 

Recommendations

That Board note the content of this report.
Appendices

Appendix 1 - 2009 Leasehold Survey
Appendix 2 - Leasehold Service Standards
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