
Customer summary of a Genesis Housing 
Group policy 
The policy applies to leaseholders of Springboard and PCHA 
who are shared owners, leaseholders who have exercised 
their Right to Buy and Right to Acquire and those living in 
leasehold schemes purpose built for outright sale. It does 
not apply to leaseholders managed by Pathmeads on behalf 
of landlords.  

A full copy of the policy is available on request.

Introduction
This policy sets out the broad framework for an efficient, 
customer-focussed service to leaseholders which offer value 
for money. This policy is linked to our policies on service 
charge, complaints, compensation, anti-social behaviour 
and equalities and diversity.

Objectives
•	 �To comply at all times with legislation, regulatory 

guidance, codes of practice and good practice in leasehold 
management.

•	 �To ensure neither we nor our leaseholders act outside  
the terms of each party’s contractual agreement with  
one another.

•	 �To provide an excellent service to leaseholders within the 
terms of the relevant lease.

Service delivery and information to 
customers 
We will deliver services in line with our service standards and 
our policies and procedures.

We will provide all leaseholders with a handbook which  
will include:
•	 a summary of standard lease terms
•	 details of how service and any other charges are fixed
•	 details of insurance cover
•	 details of how to report complaints.

Leasehold 
management

Our staff will be able to respond to leaseholders in relation to 
the full range of leasehold matters, including service charges, 
service contracts, statutory consultation and other housing 
management matters. We will also report information on 
performance and other matters through publications such 
as newsletters.

Administration charges 
We will set administration charges at market rates and 
follow statutory and contractual requirements.

Management fees 
We charge a management fee for managing the provision 
of services. It is arranged in accordance with the lease or 
tenancy and our procedure for setting management fees.

Consultation 
In line with our legal obligations, we will consult 
leaseholders on:
•	 �proposed major repairs or improvements that they will  

be required to pay for
•	 �proposed changes to contracts for long term 

maintenance services.

We will also consult service charge payers on other matters 
in line with approved codes of practice. In addition, we will 
consult and work with our leaseholders to understand their 
needs and to provide services, where possible, that meet 
those needs.

Leaseholder involvement
We will provide leaseholders with the same opportunities 
for getting involved as those offered to other customers 
of Genesis Housing Group. We will encourage and support 
residents’ associations, regardless of tenure. 

Service charges and accounting  
Service charges will be charged in accordance with our 
service charge policy, the content of leases and current 
legislation and regulation. We will follow our leasehold 
arrears policy when dealing with service charge arrears.
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Leaseholder improvements
Any leaseholder wishing to carry out improvement works to 
their home must apply for our consent where this is required 
in their lease and provide details of the proposed works. We 
may give consent with conditions, such as getting planning 
permission where this is required.

Applications to alter or improve the premises will be 
approved if there is no detrimental effect on other premises 
and/or our interests. We will not withhold consent 
unreasonably. If we refuse permission, we will write to 
the leaseholder explaining the reason for the refusal. The 
leaseholder will be required to pay administrative charges, 
whether or not the matter proceeds and improvements 
take place.

Sub-letting 
Individual leases may contain clauses on sub-letting. These 
clauses may prohibit sub-letting, or they may permit  
sub-letting with or without the consent of the landlord.  
We will not unreasonably withhold consent if there is 
discretion under the terms of the lease.

We may, in special circumstances, consider permitting a 
leaseholder to sub-let, even where the lease prohibits  
sub-letting.

Maintenance responsibilities 
We will fulfil our maintenance, major repairs and 
improvement responsibilities effectively and in line with 
each lease. 

Charges for empty units
Properties may be empty: 
•	 before being let to a tenant or between tenancies
•	 before the initial sale of leasehold properties
•	 when social rented properties are identified for sale.

We will only charge the leaseholders who currently occupy 
the scheme their proportion of service charges and ground 
rent under their agreement. We will be responsible for 
paying service charges or ground rent on any unsold or 
empty properties.  

Variation of the lease
We manage leasehold properties occupied under a variety of 
different leases. On occasions we may wish to amend leases. 
We will only vary the terms of leases following consultation 
and with agreement of the leaseholders involved. Where 
appropriate, we will also consult with mortgagees. In such 
cases, the lease may be varied using one of the following 
methods:
•	 a deed of variation
•	 �an application to the Leasehold Valuation Tribunal (LVT) 

to vary the lease

•	 �an application to the LVT to vary the lease for a group  
of flats. 

More detail on these methods can be found in the full policy.

Breaches of the lease
If a leaseholder breaches their lease, we will take appropriate 
action. Breaches may include:
•	 non payment of rent, ground rent or service charges
•	 carrying out unapproved works
•	 failure to maintain, or damage to, premises
•	 harassment or anti-social behaviour.

Initially, we will serve a notice on the leaseholder telling 
them to remedy the breach. If the breach continues, we will 
take further action which may include seeking an injunction 
or, as a last resort, applying for the forfeiture of their lease.

Ground rent
Some leaseholders are required to pay ground rent to 
the freeholder. We will not charge ground rent if it is not 
specified in a lease. The amount of ground rent payable, the 
date(s) it is due, and any provisions to review the amount 
will be set out in the lease. In some leases the amount of 
ground rent is specified as ‘a peppercorn’ which is a legal 
expression that means ‘nil’.

We will send ground rent demands in advance of the due 
date. The due date(s) for ground rent may differ from those 
for service charges. When we set ground rent in new leases, 
they will generally be set at the current market rate for the 
type and size of the property in the area. 

Lease extensions
Leaseholders are entitled by law to buy a lease extension of 
90 years, with the ground rent reduced to nil for the whole 
unexpired term. They also have to meet the landlord’s 
reasonable costs (valuation and legal fees), as well as their 
own legal costs. 

We will grant lease extensions voluntarily, on the same 
terms as those set out in the statutory procedure, in return 
for a charge. The charge will be higher than that achieved 
under the statutory process, but will be based on a RICS 
valuers report. If a leaseholder cannot afford the charge for 
an extension, they will be offered an extension on differing 
terms with a charge based on the valuation.
 
Remortgaging
Any shared owner wishing to remortgage their home must 
ask for our approval first. We may refuse an application 
if the proposed lender is not recognised as an approved 
lender or if there are restrictions on the scheme, or if the 
owner doesn’t have enough equity to secure the proposed 
loan. We will consider each case before approving a request. 



Where the leaseholder owns 100% of their property we will 
not be involved in the remortgaging transaction.

Deed of postponement
If a property has been sold at a discount we will grant a Deed 
of Postponement if the owner’s equity exceeds the amount 
of the proposed mortgage. The calculation will be based on 
an up to date valuers report and will take into account any 
deductions due for the repayment of discount. The owner 
will have to pay for the valuers report unless the terms of 
sale prevent us from recovering that cost.

Managing agents
In cases where we pay service charges to a superior landlord 
we will calculate the service charges to our leaseholders and 
tenants from these bills. Where we are the superior landlord 
we will charge for our services in accordance with the lease.

Complaints and dispute resolution
We try to resolve dispute informally where this is possible. 
Complaints regarding leasehold management will be dealt 
with using the Group complaints policy and appropriate 
subsidiary procedures. 
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French

Arabic

Bengali

If you need any part of this 
information in large print, Braille, 
on audio tape or explained in your 
own language please contact us  
on the number below.

Telephone 020 7563 0037 
or email info@ghg.org.uk

Somali

Spanish

Portugese

Gujarati

Company number 3802456. Housing Corporation Number L4286. Registered Office: Capital House, 25 Chapel Street, London NW1 5DT

Contact us

If you would like a copy of the full policy please contact the 
Policy Team on 020 8150 4112 or email info@ghg.org.uk

	� If you are a PCHA customer phone 
us on 020 8451 8000

	� or email info@pcha.org.uk
	 www.pcha.org.uk

	� If you are a Springboard Housing 
Association customer phone us  
on 020 8475 0033

	� or email info@springboardha.org.uk
	 www.springboardha.org.uk


