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Johnnie Johnson Housing Trust 

	LEASEHOLD SERVICE STANDARDS
JJHT Leasehold Service standards will: 
	performance monitoring

We will set measurable targets and monitor and report back to leaseholders on performance via the Leasehold Advisory Panel meetings, Leaseholder Bulletins and Scheme Consultations.


	
	Standard
	Target
	Performance Monitoring

	
	Be simple to understand 

Be reviewed bi-annually in consultation with leaseholders

Ensure that all leaseholders receive consistent high standards of customer service whenever they have contact with us.

Ensure that all our leaseholders are treated fairly and with respect

Ensure that all our leaseholders receive a friendly and polite service
	100%
	Leaseholders will be consulted on service standard reviews via the Leasehold Advisory Panel meetings

Analysis of leaseholder satisfaction surveys and customer feedback will be used to monitor the effectiveness of service standards   




	Customer Care
We aim to provide the highest standards of customer care in managing your home we will:  
	performance monitoring
We will set measurable targets and monitor and report back to leaseholders on performance via the Leasehold Advisory Panel meetings, Leaseholder Bulletins and Scheme Consultations.



	
	Standard
	Target
	Performance Monitoring

	
	Ensure a dedicated Leasehold Team is available to assist with queries and supported by JJHT Call Centre are available between 08:30 a.m. to 5:30 p.m. (Mon – Fri, excluding Bank Holidays), to deal with repair requests and other enquiries
	100%
	Analysis of telephony systems data 



	
	A survey of leaseholders will be undertaken at least every 4 years on the standards of service received 
	100%
	Monitor delivery and response of scheduled satisfaction surveys 



	
	Be polite and professional when dealing with your enquiry, treating you as an individual and with respect
	100%
	Leaseholder feedback via mystery shopping, satisfaction surveys, complaints & compliments

	
	Answer your telephone call within 20 seconds

	80% 
	Analysis of call handling statistics

	
	Reply to phone enquiries within 24 hours and where this is not achievable staff will update you with a clear timescale
	100%
	Analysis of IT CRM data 

	
	Acknowledge all correspondence within 3 working days and provide a full reply within 10 working days, with an update letter or telephone call if this is not achievable
	100%
	Analysis of letter logs

	
	Adjust our services where possible to meet your diverse needs and to provide you with as much choice as possible
	100%
	Leaseholder feedback via satisfaction surveys, complaints and compliments

	
	Respond positively to suggestions and complaints and in accordance with JJHT published Complaints Policy
	100%
	Analysis of complaints database


	LEASHOLDER CONSULTATION & INFORMATION
We aim to provide clear and effective information and to consult leaseholders in accordance with relevant legislation. We will:  
	performance monitoring

We will set measurable targets and monitor and report back to leaseholders on performance via the Leasehold Advisory Panel meetings, Leaseholder Bulletins and Scheme Consultations.


	
	Standard
	Target
	Performance Monitoring

	
	Consult leaseholders prior to implementing any major changes which may affect our delivery of services to you
	100%
	Via LAP meetings and scheme consultation meetings as appropriate

	
	Conduct scheme consultations prior to undertaking major work and annually as identified for annual service charge and accounts
	100%
	Monitoring of scheme consultation plans

	
	Ensure that we are able to communicate with all leaseholders  in their language of choice, providing a speedy, efficient and friendly service to meet the diverse needs of leaseholders 
	100%
	Monitoring requests for use of interpretation services

	
	Provide new and existing Leaseholders with a copy of the Leasehold Handbook (currently being developed)
	100%
	Customer feedback via post completion satisfaction surveys 

	
	Ensure a comprehensive selection of information and leaflets are available on lease and shared ownership matters on request
	100%
	Usefulness of information leaflets monitored via LAP and customer feedback surveys 

	
	Produce Leaseholder bulletin a minimum of twice per year 
	100%
	Leaseholder bulletin available for inspection

	
	Copies of all JJHT policies provided free of charge within 7 days of request 
	100%
	Requests recorded and monitored via IT CRM system

	
	Provide opportunities for Leaseholders to influence the development and delivery of the Leasehold service through a variety of means published in our Residents Participation Policy, e.g. Leaseholder Advisory Panel, focus groups, surveys etc. 
	
	Monitoring and reviewing attendance and format of LAP and feedback from surveys etc.



	Leasehold & shared ownership Property sales

We aim to provide an efficient sales service to leaseholders who wish to sell their homes and to provide a high quality sales service to prospective leaseholders. We will:

	performance monitoring

We will set measurable targets and monitor and report back to leaseholders on performance via the Leasehold Advisory Panel meetings, Leaseholder Bulletins and Scheme Consultations.


	
	Standard
	Target
	Performance Monitoring

	
	Provide appropriate information and advice for existing and prospective leaseholders on procedures and lease requirements for staircasing, buying & selling leasehold and shared ownership properties 

	100%
	Analysis of customer feedback via post completion survey

	
	Negotiate and provide information and advice as required to solicitors, surveyors and estate agents in order to expedite the sales and completion process in line with new and re-sale procedures

	100%
	New sales and re-sales performance data 

	
	Provide effective marketing of new and re-sale properties as appropriate promoting properties to meet diverse needs
	100%
	New sales and re-sales performance data 

Analysis of ethnicity and diversity data 

	
	Approval of purchasers, in accordance with lease requirements and in line with relevant policies and agreements including Section 106 Agreements, sales & allocation procedure etc. 

	100%
	CORE reporting feedback
Analysis of ethnicity and diversity data
Monitoring of allocations against criteria detailed in relevant  Section 106 Agreements


	repairs & maintenance
We aim to provide an effective and value for money repairs service which is responsive to your needs where this is applicable to your scheme as per the repair responsibilities detailed in your lease. We will subject to the terms of your lease:
	performance monitoring

We will set measurable targets and monitor and report back to leaseholders on performance via the Leasehold Advisory Panel meetings, Leaseholder Bulletins and Scheme Consultations.


	
	Standard
	Target
	Performance Monitoring

	
	Regularly monitor leaseholder satisfaction regarding repair works
	100%
	Analysis of repairs satisfaction survey data

	
	Respond and make safe your emergency repair within 24 hours
	100%
	Analysis of repairs monitoring data

	
	Respond to urgent repairs within 3 working days
	100%
	Analysis of repairs monitoring data

	
	Respond to non-urgent repairs within 1 month
	100%
	Analysis of repairs monitoring data

	
	Monitor and report to leaseholders on contractor performance at least annually 
	100%
	Contractor performance data monitored Via LAP meetings and scheme consultations

	
	Consult leaseholders on major works and the development of specifications for maintenance contracts, tendering services as agreed with Leaseholders to meet statutory obligations
	100%
	Monitoring of scheme consultations

	
	Monitor contractor response times following requests for quotes for major repairs and renewals aiming for receipt of quote within 1 month of request
	100%
	Contractor performance data analysis 

	
	Ensure any communal electrical equipment, boilers, fire detection equipment, lifts, warden call and door entry systems are serviced in accordance with servicing specifications and to meet relevant legislative requirements
	100%
	Analysis of service contract performance data

	
	Provide opportunity for leaseholders to gain value for money savings by linking to JJHT servicing contracts by request
	100%
	Monitoring requests by Leaseholders to use JJHT contractors for gas servicing etc. 


	RENTS AND SERVICE CHARGES
We aim to provide quality housing with affordable service charges and rents (for shared owners). We aim to achieve  
	performance monitoring

We will set measurable targets and monitor and report back to leaseholders on performance via the Leasehold Advisory Panel meetings, Leaseholder Bulletins and Scheme Consultations.


	
	Standard
	Target
	Performance Monitoring

	
	Service charges which represent value for money and reflect the actual cost of services provided, including administration
	100%
	Monitoring and analysis of customer feedback via complaints and consultations

	
	Provision of a copy of the current service charge schedule for all new leaseholders
	100%
	Post completion survey

	
	At least one month’s notice of changes to rent and service charges
	100%
	Maintain and monitor records of notification of service charge increases

	
	Annual consultation at all applicable schemes to discuss service levels and charges
	100%
	Monitor delivery programme for annual scheme service charge consultations

	
	Directing leaseholders to appropriate agencies for provision of specialist financial advice and assistance e.g. welfare benefits agencies in line with JJHT Financial Inclusion Strategy
	
	

	
	Annual statements of service charge and rent accounts issued to leaseholders in March

 
	100%
	Annual monitoring of service charge process

	
	In line with S22 of the Landlord and Tenant Act 1985, within six months of receiving the summary of relevant costs, a leaseholder or secretary of a recognised residents association can ask to be given reasonable facilities to inspect or make copes of all the accounts, receipts and other documentation that support the summary. On receipt of a written request to view supporting documentation JJHT will make facilities available within 21 days. 
	100%
	Monitor performance for each request received


