
Looking 
after your
neighbourhood
This booklet is about the services we provide when

looking after your neighbourhood. It also includes

information about parking, graffiti, pets, play areas,

TV aerials and satellite dishes, and getting rid of 

bulky items.
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Cleaning and gardening
We will provide specialist contractors to clean and maintain the shared

areas in and around the building where you live. Not all properties will

have cleaners and gardeners so, where this is the case, we expect residents

to co-operate in cleaning the shared areas regularly. We ask all residents to

keep shared areas clean and tidy. We also ask that you do not store items

in the shared areas, such as bikes or prams. This is because it is important

that these areas are kept clear because they may be used as an escape

route in case of a fire, and if you leave items in these areas they could help

a fire to spread and block the exits.

If you have your own garden, it is important that you keep it tidy and

under control.

You pay for the cost of the cleaning and gardening services through your

service charges. Your housing services officer will inspect the area regularly

to make sure that the cleaning and gardening is up to standard. They will

monitor the contractor's performance by filling in an inspection sheet. If

you have any complaints about the performance of the contractors, please

contact your housing services officer. If you or we think that we should

change the contractor due to their poor performance, we will take the

necessary steps to get the opinions of all residents before we make any

change. (We will meet our legal responsibility to consult leaseholders if

it’s necessary. For more details about how and when we carry out

consultation, please go to section 8 ‘Get involved’).

We have a set of standards that we expect our contractors to meet and we

review these standards every three years.

If you would like to get involved in monitoring our contractors, please contact

our contracts and compliance manager or your housing services officer.
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Parking control
We have a parking control policy to manage the clamping contractors who

work on some of our schemes. We will introduce parking control, after

discussions with residents, where we believe it is needed. The method of

parking control will vary between schemes, for example the hours of

parking control may vary on different days. Your housing services officer

will issue parking permits each year. We will ask to see your car registration

details and MOT certificate to confirm that you are the registered keeper of

the vehicle and that it is in a roadworthy condition. We may charge you an

administrative fee to issue the permit. Please contact your housing services

officer for details of the charges. We also issue visitors' permits, if the

scheme has enough parking spaces, although these permits usually last for

up to a week at a time.

As soon as we are told about any abandoned vehicles on our schemes or

estates, we will contact the DVLA to confirm who the registered keeper is.

We will then write to the owner and put a notice on the vehicle before

removing it if necessary.

Graffiti

Graffiti is a costly and unsightly form of anti-social behaviour and we take it

very seriously.

If you see any graffiti on or near your home, you should call our contact centre

on 020 8451 8000 to report it. We will ask you for the following details.

Where the graffiti is.

The size of the area affected and the type of surface it's on (for example,

brick or wood).

A description of the graffiti, including the colours used.

If you know who is causing the graffiti, you should tell your housing

services officer using the contact details in the front of this handbook so

that they can investigate it further. You should also contact the police as

graffiti is classified as criminal damage.
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We will remove racist, homophobic, sexist or any other offensive graffiti

within 24 hours. Our target for removing non-offensive graffiti is within

14 days.

Getting rid of large or bulky items

Occasionally, you may have large or bulky items that the binmen will not

take away. You should contact your local authority’s environment

department to arrange a special collection – some local authorities will do

this for free. You should not leave bulky items on the estate as we will

have to arrange collection for them and pass on the cost to you through

your service charge.

Pest control
We will treat outbreaks of pests such as mice or rats in shared areas. We

will pass on the cost of any treatment to you through your service charge.

If you have pests in your home, you should contact your local authority’s

environment department as they will be able to give you advice about

how to deal with the problem. We will not provide any treatment within

your home.

Keeping a pet 
Your lease may allow you to keep a pet. You must ask us for our

permission in writing if you want to keep any pets. We will normally only

give you permission if you have access to a private garden.

It is your responsibility to make sure that you care for your pets and keep

them under proper control. If your pet constantly causes a nuisance, we

will withdraw our permission and ask you to find another home for it.

Not all of our properties are suitable for cats and dogs. Your lease may say

that you cannot keep any pets.
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TV aerials and satellite dishes
We provide a shared TV aerial on most blocks. We will maintain this aerial

and include any costs in your service charges. If you want to fit your own

aerial, you must get our permission first.

You are not allowed to fix a satellite dish to the outside of your home

unless you have permission from our surveyor and the local authority’s

planning department. Please contact us to arrange an appointment with a

surveyor. We will charge you for the surveyor's fee. You can call the

maintenance contact centre on 020 8451 8000 to check what the fees

are.

Play areas
We maintain play areas and include any costs in your service charges.

If you live on an estate that has a play area, you will have to pay your share

of the charges whether you use the play area or not. We will keep the play

areas as safe as possible through regular checks and inspections, but you

are responsible for your children’s behaviour and their safety while they

are using the play areas.
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Translations

Telephone: 020 8451 8000

November 2008

17380

Building futures

This document gives information about
estate services. 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.

English

Portuguese

Bengali French

Arabic

Spanish

Somali

Gujarati


