Homeowners’
Handbook
A guide to your home and community
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Welcome to
your home
--

This handbook was designed with the help
of residents. It provides a short guide to the
services we provide and your responsibilities
as a homeowner, leaseholder or shared
owner.* The information is presented in
four sections:

1. Keeping you informed
How to access information and services, plus information on our
responsibilities as a landlord.
2. Your rights and responsibilities
Important information about your responsibilities and some
important rights you have.
3. Promoting equality and building communities
How we ensure all residents enjoy equal access to services and what
we do to improve local communities.
4. Tackling anti-social behaviour
What we do to combat anti-social behaviour and what
you should do if you experience it.

*Please note: this handbook does not apply to residents
of Southern Space Limited.

More information...
Further details on your responsibilities as a homeowner and the services we provide as your
landlord can be obtained from:

• The Customer Service Centre • Our website www.shgroup.org.uk
Team. See contact details on
the Homeowner Information Card

See our library of Quick Guides,
including ‘A Guide to your lease’

• Your lease, transfer
document or title
deeds, or contact
your solicitor
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Keeping you
informed
Information and services
We aim to deliver accessible and responsive services
and to keep all our residents well informed.
 The Customer Service Centre
Our Service Centre is run by trained advisors. They
will deal with your service charge, staircasing and
sales enquiries. For communal repairs, please call
the Service Centre to be put straight through to
the repair contractor for your area.
 Our website www.shgroup.org.uk
You can access services and ﬁnd all sorts of useful
information on our web pages. If you have an email
address you can log on to the Resident’s Self Service
Portal www.shgroup.org.uk/ResLogin/ where you
can view your account, or make a payment.

 Clear service standards
We set ourselves clear standards for delivering
services. Full details can be obtained from the
Customer Service Centre or online at
www.shgroup.org.uk
 Open Door
You will receive a regular copy of Open Door – your
residents’ newsletter. This contains useful information
on the law and changes to services. We very much
welcome contributions and suggestions from you.
Please send ideas to communications@shgroup.org.uk

 Neighbourhood teams
All the homes in your area are managed by a local
resident services team. You can arrange to speak to
or meet with them by calling the Service Centre.
The team includes anti-social behaviour caseworkers
and income recovery ofﬁcers. Our local contractors
will handle any repairs we are responsible for.

More information...
Further details on your responsibilities as a homeowner and the services we provide as your
landlord can be obtained from:

• The Customer Service Centre • Our website www.shgroup.org.uk
Team. See contact details on
the Homeowner Information Card
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See our library of Quick Guides,
including ‘A Guide to your lease’

• Your lease, transfer
document or title
deeds, or contact
your solicitor

Our responsibilities as your landlord
 Newly built homes – repairs during the first
12 months
If you have purchased a newly built or refurbished
home, the builder of your home will deal with any
defective workmanship during the ﬁrst 12 months.
Please report repairs to us in the ﬁrst instance. We
aim to carry out a ﬁnal inspection after 12 months.
 All homes – external and communal repairs
Southern Housing Group or a managing agent will
deal with these repairs, which you pay for through
your service charge. If you own a house, you are
responsible for maintaining the outside of your home.
 Long-term major works and improvements
We have a planned programme of works to keep
our properties in good condition. These works
include major items like roof repairs and improvements
such as installing double glazing.The cost of these
works is recovered through your service charge.
 Looking after your information
We will keep the information we hold about you
safe and secure. You can ask to see this information
if you wish.

 Involving you
We have developed a range of involvement
opportunities so that you can have a say in how we
develop services.
 Consulting you about qualifying repair works
and long term services contracts
If you are a leaseholder we will consult you before:
 carrying out repair works that may cost more
than £250 per resident in one ﬁnancial year.
 setting up any new contract for services where
the contract will last longer than one year and
may cost any single resident more than £100.
 Responding to your complaints
If you are dissatisﬁed with any of the services you
receive from us, please tell us and we will investigate
the matter promptly.
 Helping you move
If you want to increase the stake you own in your
home or sell up and move elsewhere, we will
provide you with guidance on how to do that.

 Keeping you informed and consulting you
You have the right to be consulted if we plan to
make major changes that might affect you. When
consulting residents, we always try hard to get the
views of all the communities we serve.
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Your rights and
responsibilities
Important responsibilities
 Paying your service charge
One of your main responsibilities is to pay your
service charge in full and on time. These charges are
due either weekly or monthly in advance. If you want
to know your balance or experience problems with
your payments, please contact us immediately so
that we can advise and assist you.
 Paying rent
Some homeowners also pay an amount each year
called ‘ground rent’, which is usually due on 1 April.
If you are a shared owner, you will pay rent on a
portion of your property that you do not own –
called the ‘speciﬁed rent’. Please ensure any rent
payments are made in advance.
 Internal repairs and gas safety
Each homeowner is responsible for carrying out
repairs to the inside of their home. This includes
ensuring any gas appliances are serviced annually by
an appropriately qualiﬁed engineer on the Gas
Safety Register.
 External repairs
Owners of ﬂats and maisonettes share responsibility
for external repairs like roofs, windows and gutters.
Southern Housing Group or a managing agent will
deal with these repairs, which are paid for through
your service charge. If you own a house, you are
responsible for maintaining the outside of your home.

 Communal repairs
These are dealt with in the same way as external
repairs. If you spot a communal repair please report
it to the Service Centre or your managing agent if
you have one. If you are the owner of a DIYSO ﬂat,
you should check which communal areas are
maintained by the freeholder and the arrangements
they have for regular redecoration.
 Communal areas
Please keep the areas you share with your neighbours
clean and tidy. Please keep communal hallways clear
of belongings in case of emergencies. This includes
bikes, prams and pushchairs.
 Insurance
We strongly recommend that you protect your
possessions against damage by taking out contents
insurance. If you own a house, you may also need to
arrange buildings insurance for your home.
 Satellite dishes
If you live in a house you will probably be allowed
to erect a satellite dish or external aerial but please
contact us ﬁrst. All decisions are subject to local
planning restrictions in your area. Residents who
live in ﬂats may not be permitted to put up
satellite dishes.
 Cable TV
You can usually install cable television in both ﬂats
and houses, but please always contact us ﬁrst for
permission. You must also check if you need approval
from any other party such as a managing agent.

More information...
Further details on your responsibilities as a homeowner and the services we provide as your
landlord can be obtained from:

• The Customer Service Centre • Our website www.shgroup.org.uk
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Team. See contact details on
the Homeowner Information Card

See our library of Quick Guides,
including ‘A Guide to your lease’

• Your lease, transfer
document or title
deeds, or contact
your solicitor

Your rights
 Being a responsible neighbour
You are responsible for the behaviour of members
of your household and any visitors to your home.
We will take swift action against any resident who
harasses, attacks or abuses other residents or staff,
or who allows any member of their household or
visitor to do so.
 Car parking
Please observe any parking rules where you live. You
must not park commercial vehicles or caravans in
spaces provided by Southern Housing Group, unless
you have our written permission. On some schemes
we may use external contractors to manage parking
areas.
 Gardens
If you have a garden, please keep it tidy and free of
rubbish.
 Pets
Before you keep any pet you must ﬁrst obtain our
written permission. We will only consider requests
to keep a dog or a cat if you have a garden. Please
note, many leases do not allow pets. House owners
do not need our permission to keep a pet, but we
ask that dog owners ensure their dog is not allowed
to cause a nuisance.

All the conditions of occupancy are fully explained in your
lease, deed or transfer document. This section summarises
some important rights you have.
 Taking in a lodger or a sub tenant
If you are a shared owner, sub-letting is usually
forbidden under the lease. Other leaseholders and
homeowners can take in a lodger or may be able to
sub-let their homes in certain circumstances, but
please check if our permission is required. You may
also need to notify your mortgage lender if you are
planning to sub-let your home. You are responsible
for ensuring that your tenant is aware of your
obligations under the lease. Failure to manage their
tenancy properly could lead to forfeiture of the lease.
 Making improvements to your home
If you are a ﬂat owner, leaseholder or shared owner
and you wish to carry out any improvements to your
home, please let us know and ﬁrst get our written
consent. Please note that structural alterations are not
allowed. House owners do not normally need our
permission.
 Selling your home
You may sell your home at any time, but there are
different rules for homeowners, leaseholders and
shared owners, so please
contact us ﬁrst.
 Extending your lease
As your lease term reduces,
you may ﬁnd it difﬁcult to sell
or remortgage. We offer to
extend leases for a fee, for a
further 90 years, on either a
voluntary or statutory basis.
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Promoting equality and
building communities
Promoting equality
We work hard to deliver services that meet the needs
of all our residents regardless of their age, gender,
gender orientation, ethnicity, race, religion, sexuality,
disability or marital status.

What we do to ensure fair treatment for all

 We have a diverse workforce and train our staff to
recognise and deal with the barriers and problems
that different groups of people might face.

 Making information and services accessible
We can provide information in different languages
and alternative formats such as audio presentations
and Braille. If you have mobility problems we will
ensure our ofﬁces are accessible, or we will visit you
at home if that is what you prefer.

 We understand and comply with equality law and
will take action to eliminate any discrimination that
we come across.

 Providing accessible homes
We will build homes to meet the current and future
needs of our residents.

 By collecting information about our residents, we
are developing services that take into account the
differences between people and that better meet
your needs.

More information...
Further details on your responsibilities as a homeowner and the services we provide as your
landlord can be obtained from:

• The Customer Service Centre • Our website www.shgroup.org.uk
Team. See contact details on
the Homeowner Information Card
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See our library of Quick Guides,
including ‘A Guide to your lease’

• Your lease, transfer
document or title
deeds, or contact
your solicitor

Building communities
We want our homes and neighbourhoods to be the
sorts of places where people really want to live. We
work in a range of ways to support and develop
vibrant local communities.
 Supporting resident associations and
community groups
We work together with residents in many
neighbourhoods to run community projects. We
promote and support resident-led activities, so long
as everybody from the community is genuinely
welcome to take part.

 Improving your quality of life
We are dedicated to working with communities and
improving local life. We promote a wide range of
community regeneration activities:
 Activities for young people
 Education, training, job advice and debt
counselling
 Improving the local environment.

 Improving estate standards
We will involve you in our work locally by inviting
you to join estate inspections. We may also hold
local meetings or focus groups to ﬁnd out about life
in your neighbourhood and discuss plans to improve
things like estate standards.
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Tackling anti-social
behaviour
We aim to help people and communities
deal with anti-social behaviour.
Preventing anti-social behaviour
 We will work with residents and communities to
tackle the underlying causes of anti-social behaviour
and neighbour nuisance.

Dealing with serious anti-social behaviour
When you report anti-social behaviour to us we will:

Reporting anti-social behaviour
 To report anti-social behaviour to us, you should
contact our Customer Service Centre, giving as much
detail as you can. For low-level anti-social behaviour,
we will support you to resolve the problem for
yourself or offer to help with mediation.

 work with key partners, such as local authorities
and the police

 take all reports seriously

 offer to agree and write down what we will do
 keep you properly informed about what we are
doing to deal with the matter.

More information...
Further details on your responsibilities as a homeowner and the services we provide as your
landlord can be obtained from:

• The Customer Service Centre • Our website www.shgroup.org.uk
Team. See contact details on
the Homeowner Information Card
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See our library of Quick Guides,
including ‘A Guide to your lease’

• Your lease, transfer
document or title
deeds, or contact
your solicitor

Getting tough with people who behave in an
anti-social way
In serious cases of anti-social behaviour there are a
range of tools available to us to deal with the problem:

Domestic violence
If you are affected by domestic violence, please contact
us. We can direct you towards sources of support and
assistance.

 Get other agencies involved such as the police and
support agencies.
 Take legal action to stop the behaviour, or recover the
property of a person guilty of anti-social behaviour.
 Publicise to the community the action we take
against people who have caused serious problems.
Tackling harassment and hate crime
We will not tolerate those who harass, attack, or abuse
any of our residents or staff because of age, disability,
gender or gender identity, race or ethnicity, religion or
sexual orientation. Harassment of any sort is a serious
breach of the lease terms and may result in lease
forfeiture or court action.
If you are a victim of harassment or hate crime please
contact the Customer Service Centre. We will take
prompt action and put you in touch with other
agencies that may be able to provide support and
advice.
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Getting information in other languages and formats
For help with translations, or if a large type, Braille or taped summary would be useful, contact the Service Centre.

About this handbook
We do our best to ensure the information in this handbook is accurate at
the time it is published. We recognise that things change over time and will
check this publication every three years to make sure it stays up to date.
May 2012

How do you rate the handbook?
We would like to know what you think of the handbook. Is it too long,
too short or just right? Did you like the design that residents chose?
Please let us know and we will use your comments and ideas to improve
the handbook and other resident information. Please email us with your
views at: service.centre@shgroup.org.uk with the word ‘Handbook’ in the
subject line
Many thanks!

Southern Housing Group is a charitable housing association. Industrial & Provident Societies no: 31055R.

