RENT AND SERVICE CHARGES
FOR HOME OWNERS

THAMES VALLEY HOUSING



Rent and service charges

This leaflet gives you information about:

Ways to pay your rent and service charge

What your rent and service charge pays for,
including:

- The sinking fund
- The management fee
How the services charge is calculated

What to do if you experience financial
difficulties

What will happen if you do not pay your rent
and service charge

Ways to pay your rent and
service charges

There are several different ways to pay:

Direct Debit

Contact the Customer Service Centre on
0800 358 7767 (option 3) to arrange to pay by
direct debit.

Online

You can pay your rent and service charge online
af www.tvha.co.uk. If you haven't registered to
use this section of the website you will need to
register. Once you have registered you can
make payments immediately.

How to register

Go to ‘My TVH' which is at the top right-hand
corner of Home Page. To do this, you will need:

* Your Tenant Reference number
e Your postcode
* Your email address

* A memorable password



You will need your TVH payment card and your
credit or debit card.

Telephone

You can make a secure, automated telephone
payment 24 hours a day, 7 days a week, by
calling the Customer Service Centre on 0800 358
7767 and choosing option 2, or by contacting
Allpay direct on 0844 557 8321.

Cash
You can make cash payments by coming to our
offices in Twickenham.

The address is:

Thames Valley Housing Association,
Premier House, 52 London Road,
Twickenham, TW1 3RP.

Please come to reception on the third floor.
Please do not send cash in the post.

Cheque

Make your cheque payable to Thames Valley
Housing Association. Please put your name,
address and your reference number on the back
of the cheque.

TVH payment card

You will receive this in the post once you are
resident in your home. This can be used to pay your
rent and service charge at the Post Office and
other outlets displaying the Paypoint sign. If you
have mislaid your card, we can arrange for a
replacement. There may be a charge for doing this.

Standing Order
Contact our Customer Service Centre on 0800

358 7767 (option 3), for details of how to set up a
standing order.




What your rent and service
charge pay for?

Rent

We use your rent to pay some of the interest on the
loans taken out to allow us to build your home.

Service charge
If you pay a service charge to TVH, it is made up
of some or all of the following:

Buildings insurance

This relates to your buildings insurance cover. |t
does not cover home contents insurance. The
amount is calculated by obtaining on independent
valuation know as the re-build value and an
assessment by an insurance broker who negotiates
the best possible insurance rate for our total
property portfolio. Our insurance costs are
affected by standard insurance factors
incorporating global events, increasing re-build
values, level of claims, and the current status of the
market.

Internal cleaning

If you received a communal cleaning service,
this cost is based upon the service provided. It

may include such things as sweeping or
hoovering internal floors, dusting window sills and
removal of cob webs. It will also include
cleaning of the communal windows (but not
resident owned windows).

Grounds maintenance

If you receive a communal gardening service this
cost is based upon the service provided. It usually
covers grass cutting, pruning, weed confrol, leaf
clearance, litter picking and sweeping of paths
and car parks.




Lighting
This cost relates to any communal lighting you
have in or around your block/estate.

Day to day repairs
This cost relates to all day to day repairs to
communal parts of your building or estate.

Fire equipment maintenance
This cost relates to the provision of this service to
your block/estate.

Lift insurance or lift maintenance

These costs are to pay for the lift insurance policy
held for your block or the day to day repairs
carried out.

Water charges

This cost relates to water charges attributed to
your block/estate. These charges may be for a
communal water bill or for individual water bills,
depending on the location of the water meter(s)
in your block.

Rubbish removal

This is any costs that we have incurred to remove
large items of rubbish. These costs can be
avoided if resident arrange for the removal of
their large rubbish items.

Ground rent

This is a charge paid by the leaseholder to the
freeholder (which may be Thames Valley Housing,
a Management Company or someone else) as a
condifion of the lease. Many leases don’t specify
an amount, or may not contain this clause.



The sinking fund

You may pay a ‘sinking fund’ as part of your
service charge. This is collected as part of your
monthly service charge and is used to pay towards
the cost of redecorating communal areas, if you
live in a block of flats. You only pay for your block
and/or estate. We will consult with residents about
the works and advise of the cost in advance. If the
cost of the work required is greater than that paid
for, you may receive a bill from us.

For more information on cyclical redecorations,
go to www.tvha.co.uk/resident-services
/homeowners and download the leaflet ‘Guide
to communal redecorations’ on the page entitled
‘Repairs and Maintenance’.

Unprogrammed communal repairs are carried
out through the day-to-day repairs service.
Details of the cyclical maintenance programme
are available from the Customer Service Centre
on 0800 358 7767 (option 1).

You can also find out more about cyclical
maintenance by reading the leaflet in your
Welcome pack ‘Repairs, defects and
maintenance’.

Management agent fee

If a managing agent delivers some or all of your
services, this cost relates to the bill we pay on your
behalf. We are able to recover this under the terms
of your lease.

Management fee

The Management Fee is your apportioned cost
for the management of your home together with
the overall running and administration of your
service charge account. The ability for TVH to
recover this charge is set out in your lease.

The fee helps to cover the cost of the following:

* Providing communal repairs and responding fo
your enquiries

* Receiving and allocating your payments

e Calculating your service charge and issuing
the annual service charge account

* Enforcing lease conditions and collecting
charges and arrears

* Carrying out site visits and monitoring
confractors and services



* Appropriate overheads relating to the salaries
and employment of staff involved in the
management of the service.

Audit fee
This covers the cost of appointing auditors to
provide your audited service charge account.

Calculating service charges
(This may not apply to all homeowners)

Service charges are estimated and sent to

you every February for the forthcoming financial
year starting in April. When calculating the
estimated charges, we look at previous patterns
of spending and also consider costs which we
know will be due in the forthcoming year.

At the end of the financial year, we check
what we estimated against what we spent to
deliver services, and the accounts are audited.
We send you details of the actual costs and a
copy of the audited accounts in September
each year.

The difference between the estimated and
actual charges is called the balancing charge.
This charge can be a credit or deficit and the
adjustment is added fto your account in
September/October.



Financial difficulties and

help available

Getting behind with payments

If you are having financial difficulties let us know
immediately. Rent and service charges are like
mortgages: you could risk losing your home if you
do not pay.

Organisations like the Citizens Advice Bureau
(CAB) can provide advice and support. We have
a number of agreements with different CAB

offices and can ensure that you are seen quickly.

Please get in touch if you would like to find out
whether this could help you.

We can also help you by arranging for a
member of staff to visit you in your home to
discuss your circumstances.

Benefits

If you lose your income through unemployment
or sickness you may be entitled to benefits to
help pay for your mortgage, your rent or your
service charge. Please contact the Benefits
Agency for more information.

Housing Benefit

If you lose your income you may be enftitled to
Housing Benefit to assist the with the rent
proportion of your payment to TVH. Please
contact your local authority for more information.

Mortgage protection

This is insurance that will pay your monthly
mortgage payment if you are sick or unemployed.
You need to check with your mortgage lender
whether or not you have this protection.

Insuring against loss of earnings

You can also take out a policy for permanent
health insurance for loss of earnings through
sickness and injury. If you are thinking about this,
you need to speak to your mortgage company
or a financial advisor.



What will happen if we do
not receive your rent and
service charge payment

We will write to you when one month’s rent or
service charges are unpaid. If you do not confact
us we will write again and we may send a copy
of the letter to your mortgage lender.

If we write o your mortgage company, it is fo invite
them to pay arrears on your account. They will
normally contact you directly before making a
payment. We will only do this if you don't getin
fouch with us or we are unable to come fo an
agreement with you regarding repayment of
arrears.

We may recover arrears through court

proceedings. In these circumstances you will
have to pay the costs of doing this. This is
normally a last resort, and we would always
recommend that you tell us if you are
experiencing difficulties.

Whilst we are unable to delete the debt, it may
be possible to come to an agreement about
how it gets repaid.
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