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This document sets out our offer to all of our customers 
of Kennaway Estate following our consultation with the 
community. The document details our commitments to 
you, your housing options, and details of the compensation 
and support you’ll receive if redevelopment of Taverner 
House is approved. 

We’ve divided this document to give details of the offers 
that apply to different customers depending on your 
relationship with us. We want to be as open, fair and 
transparent as possible. There is bespoke information 
for assured and fixed term tenants, and resident and 
non-resident leaseholders. 

As well as creating new homes, we want to make a 
difference to the whole estate by making sure that 
everyone benefits from our scheme, so we’ve included 
the improvement commitments we made during the 
consultation.  

We will continually engage and involve Kennaway residents 
and the wider community in all decisions that will affect 
the area, and we’ll only make changes to this document 
following consultation with you.
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As a charitable business, we’re proud of our social purpose to build more genuinely 
affordable homes and enable more people to take their first steps to buy their own 
homes through shared ownership schemes. We want to create diverse, multi-tenure 
communities where everyone has a high quality home regardless of the rent they pay.

Building private and market rent homes is not the core of our social purpose, but we 
need to build these to fund and maximise genuinely affordable housing. All profit we 
make is reinvested to provide more affordable housing and improve our estates. 

We want to invest in and improve the Kennaway Estate, and create new high quality 
homes for everyone. We will provide homes for social rent, London affordable rent, 
Hackney living rent, shared ownership, and outright sale to create a balanced, 
integrated community. 

Alan Townshend
Chief Executive Officer
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Key commitments
We will:

• Give residents advice on their housing options and 
choice of locations

• Ensure there is a range of new, accessible homes of 
different sizes to meet the needs of the existing Taverner 
House residents

• Recognise and prioritise the housing needs of vulnerable 
and disabled people, and overcrowded households 
through a Local Lettings Plan

• Build all homes to Lifetime Home Standards, which 
means that they can be adapted to meet your changing 
needs

• Support aspiration and social mobility. 

• Deliver more homes of all types and tenures that meet 
the current and future housing needs of the community

• Work with you, being as flexible as possible and taking 
account of individual circumstances

• Offer support around finances, including financial skills, 
help with budgeting and planning and support to find 
new work opportunities.

• We’ll pay for the entire lift replacement programme for 
both Garland House and Millington House if we secure 
planning approval 
  

For Taverner House customers:

• Offer the right to return to Kennaway Estate

• Offer the same tenancy type, terms and rent structure

• Offer leaseholders a new home on Kennaway Estate

• Offer leaseholders a free and independent valuation of 
your home

• Offer open market value for your home

• Provide suitable temporary homes that meet your 
housing needs if you wish to return

• Continue to repair homes, deliver our environmental 
services, and manage any anti-social behaviour or other 
tenancy conditions

• Provide statutory home loss and disturbance payments 
and any other necessary compensation 

Resident consultation
Since early summer 2018 we’ve been consulting with you 
and the wider community through workshops, resident 
walks, meetings and development visits to fully understand 
your thoughts, opinions and aspirations for Kennaway. 

Visit our Kennaway Estate website at www.shgroup.org.
uk/kennaway for more information and download the 
latest FAQs and exhibition boards, or provide feedback via 
our online form.  

We want everyone involved to play an important part in 
developing a scheme that meets the needs and aspirations 
of the community. We will continue to consult and engage 
with you and the wider community throughout our scheme 
development and after your new homes have been built. 



6
Southern Housing Group Customer Charter

Community 
We’re a not for profit organisation with social values at 
our heart, so we care about investing in the community 
and ensuring our services are valuable to everyone. 
Our Community Investment Team offer help with :

• Volunteering and community opportunities 

• Employment skills

• Financial skills support 

• Learning opportunites 

• Access to information technology and the internet

What we will do: 

Community relations
Our aim is to ensure that new residents respect, enhance 
and integrate with the existing community, and that 
there is community cohesion throughout the estate. 
We will develop better community facilities and enhance 
the landscape to ensure that there are multifunctional 
spaces, play areas and routes connecting the whole estate. 

Community investment
Our Community Investment Team supports customers 
to overcome challenges and create a positive future for 
themselves, their families and their communities. 
They work with our customers to ensure they are living 
in happy and healthy communities where people can 
thrive and fulfil their potential.  

Financial inclusion
Our Financial Skills Team will support you sensitively and 
confidentially and help you manage your money more 
effectively and apply for any benefits you may be entitled 
to. Our Financial Skills Officers will help you by offering 
advice about changes to government policies that may 
affect you through to offering advice about benefits that 
you may be entitled to and support you with applying for 
these. 

Employment and training
Our Employment and Training Team work with you to 
get you back into employment, or if you’re currently in 
work but wish to increase your hours or change career to 
improve your financial situation. Our Employment Skills 
Officers will support you to improve your employability 
skills, offer learning opportunities and work placements or 
offer financial support with some of the costs associated 
with returning to work. 
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Kennaway Estate improvements 
and landscaping

We want to ensure that everyone benefits from our 
scheme. As a charitable business we invest in improving our 
services and estates and we want to enhance areas of your 
estate that are valuable to you. 

We will consult with you to understand which areas of 
your block you want us to invest in and improve. As part of 
our aim for the scheme we’re committed to improving the 
wider estate. 

Landscaping and amenities 

We want to make use of the all green and open spaces, 
protect where possible the existing trees and improve the 
landscaping and pathways to create safe and accessible 
social spaces that are enjoyed by the whole community. 

We want to enhance the estate and provide amenties that 
support the community and bring residents together. We 
recognise and appreciate that you have a resident group, 
Kennaway Residents Association and we want to provide 
you with a community centre as part of our scheme.

Lift programme 

During our consultation meetings and events with 
residents, and more general feedback we’ve been asked to 
consider subsidising the passenger lift programme.

We want to improve and contribute to areas of the estate 
that matter to you, so if the scheme is granted planning 
permission we’ll fund the full passenger lift replacement 
programme for both Garland House and Millington House 
as part of our improvement commitments to the estate. 
This means that Garland House and Millington House 
leaseholders won’t be charged for these works. The 
passenger lifts will be replaced in mid-2019 as planned. 
   

Local Letting Plan 
We believe that Kennaway residents should be the first 
to feel the benefits of our proposals. We want to create a 
local lettings plan for our new social affordable homes so 
existing households in Garland House and Millington house 
benefit.This means that if you’re a social tenant and your 
household is considered overcrowded, under occupied or 
have care and support needs and you want to move to a 
new home that better meets your housing needs, we may 
be able to offer you a new home as part of our proposals.  
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Taverner House tenants

Right to return

All existing tenants will have a guaranteed right to return 
to a new home on Kennaway Estate.

We recognise and appreciate that there is a neighbourly 
community at Taverner House and if you wish to return, 
we will aim to keep neighbours together as far as possible.      

Tenancy

Your tenancy will not change, we will give you the same 
tenancy type, terms and rent structure. 

If you have a fixed term social rent tenancy we will give 
you a new full length five year tenancy for your new home. 
This means that if you have two years remaining on your 
current tenancy it will be replaced with a five year fixed 
term tenancy.

Temporary move

We will need to demolish Taverner House before we 
can build your new home. If you wish to return to a new 
home on Kennaway Estate we will have to temporarily 
move you to another home before your new home is built.

If you wish to return, we’ll provide you with a temporary 
home that meets your housing needs. We’ll assess your 
housing needs before you move and offer you a home 
based on your need with the appropriate number of 
bedrooms for your household size. This means if you are 
under occupying you may be offered a temporary home 
that meets your household size and not the size of home 
you currently have. 

If you need any adaptations to your temporay home due to 
your care and support needs, or those of a family member, 
we’ll carry these out before you move into your temporary 
home. We’ll consult with independent care and support 
services to ensure that any adapations meets your needs. 

Your temporary home will include carpets and any other 
necessary fittings. 

Right to Buy

If you were living in your home as a secure Hackney  
Council tenant before the stock transfer in 2010 you will 
have the Preserved Right to Buy. This means you can buy 
your home under the scheme in the same way as if you 
were still a council tenant. We will give you the same 
Preserved Right to Buy in your new tenancy for your new 
home on Kennaway Estate. 

Your new home 

If you choose to return to a new home on Kennaway we’ll 
assess what you need before you return, to make sure we 
offer you a suitable home of the right size and type and 
that meets any changing needs. 

If you’re under-occupying you’ll be offered a new home 
that meets your housing need plus one additional bedroom 
(for example, if you’re a single occupant of a four bedroom 
home you will be offered a two bedroom home; one 
bedroom to meet your need, plus one additional bedroom).

As with your temporary home, if you need any adaptations 
due to your care and support needs, or those of a family 
member, we’ll carry these out before you move into your 
temporary home. We’ll consult with independent care and 
support services to make sure any adapations meets your 
needs.

Residents’ choice
We will offer you a choice of a new home on 
Kennaway that meets your housing needs and 
preferences. We appreciate that people have  
different preferences for the layouts of their home  
and we’ll look to offer a choice of different layouts.

We recognise that you may have made alterations 
and improvements to your home and that your home 
has become part of your life. We will offer you a 
choice of internal finishes and fixtures and fittings, 
such as kitchens, bathrooms and flooring.   

Rent
Your rent structure will stay the same. This means 
that if you pay assured rent you will continue to 
pay assured rent in your new home. There is a formula 
set by the government to dictate social rents. 
The rent is calculated based on the value of the 
property, local income levels, and the size of the 
property. This approach is to ensure that similar 
rents are paid for similar social rent homes. 
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Accessibility 

All our new homes will be accessible to the widest possible 
range of customers at all stages of life, including people 
who are disabled or elderly. A number of our new homes 
designed for wheelchair users, and the communal and 
open spaces will be accessible to wheelchair users and 
other disabled people. The new blocks on Stoke Newington 
Church Street and Carysfort Road will have wheelchair 
accessible passenger lifts and the new terraced homes on 
Carysfort Road will be designed to accommodate a stair lift. 

We will provide accessible car parking spaces for wheelchair 
users and other disabled people in the new development.

Home loss and disturbance compensation  

We will offer the statutory home loss payment of £6,300 
per tenancy to all social tenants who are either temporarily 
or permanently transferred to another home because of 
redevelopment. 

Any debt, such as rent or service charge arrears or housing 
benefit overpayments will be offset against your home loss 
payment. 

The disturbance compensation covers all reasonable 
financial costs associated with moving to your new or 
temporary home. If you decide to exercise your right to 
return we will pay any reasonable, associated costs to 
move from your temporary home to your new home on 
Kennaway. 

The disturbance payment covers all reasonable, associated 
moving costs including, but not limited to:

• Removal and storage expenses

• Disconnection and reconnection of domestic appliances, 
telephone, internet and satellite

• Redirection of mail

Ten
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Taverner House resident 
leaseholders

We want to offer you a fair financial deal. We’re commited 
to giving you a fair market price, which means that you will 
receive full market value or a transfer equivalent into a new 
home. We’re certain that our value of your home will be 
the market value, but we’re happy to pay for you to have 
an independent valuation of your home. 

We don’t want you to have to move out of the area or be 
left in financial difficulty. We want to protect your equity 
and offer you a new home where you don’t have to take 
out an extra mortgage or loan, or put in extra funds.

Your options

You will have a choice of one of the following options:

• Sale or purchase at market value                                   
We will purchase your home at full market value. We will 
pay for you to have an independent valuation of your 
home and reimburse any associated legal fees. 

• A new home in exchange                                            
We will offer you a new home in exchange and you will 
fully own your new home. The full market value of your 
new home will be higher than your current home and 
you’ll have to pay or take out a mortgage to cover any 
difference in values. 

• Shared equity on a new home                                     
If you prefer, you can buy a new home on a shared 
equity basis with us. You can use the full market value  
of your home to buy a share in a new home and we  
will own the remaining share. You won’t have to pay  
any additional rent or interest on the share that you 
don’t own. You don’t have to buy any more equity in 
your home, but you have the option to buy more  
equity over time. 

• Shared ownership                                                           
If you would like a larger home you may be able to 
choose a shared ownership option, which means that 
you own a share of your home and pay rent on the 
remaining share. You can buy a minimum share of 
25% and up to 75% of your home. To be eligible for 
shared ownership you must not be able to afford to 
fully buy your own home. If you have equity in or fully 
own another home you won’t be eligible for shared 
ownership.  
 
You can buy more shares in your home until you fully 
own your home, this is known as staircasing. 

Valuation

We’ll pay for you to have an independent valuation of your 
home by an accredited, chartered surveyor.

If you choose to to exchange your home for a new home 
through any of our exchange, shared equity or shared 
ownership options we will value your new home at the 
same time we value your existing home. 

If you choose the shared equity option, one condition is 
that you’ll have to use the full market value of your home 
plus the 10% statutory home loss payment to buy a share 
in a new home. 
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Returning to Kennaway    

We don’t want you to have to move out of the area and 
we’ll support you to return to the Kennaway Estate. If you 
decide to exchange your home for a new home through 
any of our exchange, shared equity or possible shared 
ownership options we will offer you one of our homes rent 
free until your new home has been built. 

As we’ll need to demolish Taverner House before we can 
build your new home, we’ll give you an agreement for you 
to live in a temporary home until your new home is built.

We’ll deposit the funds from the sale of your home into 
an escrow account. Escrow accounts are where funds are 
held by a third party on behalf of both of us, they don’t pay  
any interest. If you choose not to purchase your new home 
on Kennaway after living in your temporary home, we will 
deduct the cost of rent from your escrow account. 

Your new home 

We will offer you a choice of a new home on Kennaway 
Estate that meets your housing needs and preferences.  
We appreciate that people have different preferences for 
the layouts of their home and we will look to offer a choice 
of different layouts.

We recognise that you may have made alterations and 
improvements to your home and that your home has 
become part of your life. We will offer you a choice of 
internal finishes and fixtures and fittings, such as kitchens, 
bathrooms and flooring.   

Home loss and disturbance compensation  

We will offer the statutory home loss payment to all 
leaseholders, this is 10% of the value of your home up to 
£63,000. 

If you choose the shared equity option you will have 
to use the full market value of your home plus the 
10% statutory home loss payment to buy a share in 
a new home. 

If you choose to return to Kennaway we will pay any 
reasonable, associated disturbance costs. 

The disturbance compensation covers all reasonable 
financial costs associated with moving to your new or 
temporary home. If you decide to exercise your right to 
return we will pay any reasonable, associated costs to 
move from your temporary home to your new home on 
Kennaway. 

The disturbance payment covers all reasonable, associated 
moving costs including, but not limited to:

• Removal and storage expenses

• Disconnection and reconnection of domestic appliances, 
telephone, internet and satellite

• Redirection of mail
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Taverner House non-resident 
leaseholders

If you don’t live in your home as your principal home we 
will purchase your home at full market value plus a 7.5% 
additional payment (up to £63,000). We will pay for you 
to have an independent valuation of your home and 
reimburse any associated legal fees. 

Valuation

We will pay for you to have an independent valuation of 
your home by an accredited, chartered company.

You should get independent advice about any possible 
tax implications and the options that are open to you. 

Home loss and disturbance compensation  

We will offer the statutory home loss payment to all 
non-resident leaseholders. This is 7.5% of the value of 
your home up to £63,000. 
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Summary
Thanks to everyone who participated in our consultation so 
far, we want to ensure that the whole community benefits 
from the development. We believe our offer to you is fair 
and will enhance the community. 

If we secure planning permission for our proposed 
development, we will make the following offers: 

Kennaway Estate

• We will provide a new community centre to support and 
enhance the community and bring residents together.

• We’ll improve the landscaping and pathways to create 
safe and accessible social spaces that can be enjoyed by 
the whole community.

• We will pay for the entire lift replacement programme 
for both Garland House and Millington, there will be no 
capital works charges for the work. 

• We’ll create a local letting plan for our new social 
affordable homes so existing social tenants in Garland 
House and Millington House will have priority for new 
homes on the estate if they meet the lettings criteria. 

Taverner House tenants

• All existing tenants will have a guaranteed right to return 
to a new home on Kennaway Estate.

• Your tenancy will not change; we will give you the same 
tenancy type, terms and rent structure.

• We’ll provide you with a temporary home that meets 
your housing needs while your new home is built. 

• If you have a Preserved Right to Buy, you’ll keep it in 
your new tenancy for your new home on the Kennaway 
Estate. 

• We’ll offer you a suitable home of the right size and type 
and that meets any changing needs.

• We’ll carry out any aids and adaptions to your temporary 
or new home before you move.

• We’ll give you the statutory home loss payment, 
which is currently £6,300. We’ll also pay disturbance 
compensation, which covers all reasonable financial costs 
associated with moving to your new or temporary home. 

Taverner House resident leaseholders

• You can either sell your home at full market value, 
exchange your home for a new home, or buy a new 
home on a shared equity basis. 

• We’ll pay for you to have an independent valuation of 
your home by an accredited, chartered surveyor.

• We’ll give you the statutory home loss payment; this is 
currently 10% of the value of your home up to £63,000.

• If you choose to buy a new home on Kennaway Estate, 
we’ll offer you a temporary home rent free until your 
new home is built. 

Taverner House non-resident leaseholders

• We’ll purchase your home at full market value give you 
the statutory home loss payment of 7.5% of the value of 
your home, currently up to £63,000.

• We’ll pay for you to have an independent valuation of 
your home by an accredited, chartered company.
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Contact us

Feel free to contact us on 0300 303 1063 or 
kennawayconsultation@shgroup.org.uk

For the latest news about our proposal visit 
www.shgroup.org.uk/kennaway 

Alternatively, contact Source Partnership, our 
community engagement consultant on 0800 
616 328 or rob@sourcepartnership.com 


