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How to contact us for information 3-4 This information is about how we manage homes that have
in other languages and formats been leased by Newcastle City Council. If you need this in a
different language phone 0191 278 8633. This information is
What is the leasehold service? 5 also available in large print, Braille and audio tape. We can also
Why have service standards? 5 arrange for you to see a British Sign Language interpreter.
What can | expect from the service? 6 Bengali
R O T (X eI e | aft e ff FefieR ovw Fehiem
Our service standards 7 TRETE] ARBEATR T FRGAIS | oI T oI SR AT TR S S 5 O
038 Qb LY FHIF (FIF FP9 |
Putting things right 7
Chinese Simplified
Contact details 8

o ILE B EINE A R R (Your Homes Newcastle) A, ZAFRLE
A-RW R E T UL o W3 A8 75 A R o SOl 8 R A s e i
SHA, 580 0191 278 8633 KX .

Chinese Traditional

o IEHARRNERAEFMRKZE (Your Homes Newcastle ) /2 H] » 5%/ BT
RENRYEEGBREE. WREEEILE AN ERGERARHEES
A E5EEE 0191 278 8633 KA.,

Farsi

40 Cosa ) exe 4l oled sla AlA bl Cud e (JulS 5
o3 0191 278 8633 o e 4 S ) L e ld gl 4 ciledal )
RPN




French

e Les informations suivantes concernent Your Homes Newcastle, chargé de
gérer les logements sociaux pour le Conseil municipal de Newcastle. Pour
obtenir la version <name of language> ou une autre langue, composez le
0191 278 8633.

Kurdish

0 53 AL ol gt 48 A (JulS s 058 HSATLG) (g0l iy Ll pti e

Aoy it gy AR (538 JulS g (s li o )l s 4) ) g jll 1S 5 sila

0191 278 5 4y odalad ¢y Sula) e b J)sw ga)8 Sl 4 4
.8633

Portuguese

e Estainformacao refere-se a Your Homes Newcastle, que é responsavel pela
gestao das habitagbes camararias do Conselho Municipal de Newcastle. Se
necessitar desta informagao em portugués ou noutra lingua, ligue para o 0191
278 8633.

Spanish

e Esta informacién trata acerca de la asociacién Your Homes Newcastle, cuya
responsabilidad es la de gestionar hogares municipales en nombre del
Newcastle City Council (Ayuntamiento de Newcastle). Si necesita esta
informacion en <name of language> o en un idioma diferente, llame al
teléfono 0191 278 8633.

Russian

e 3pecb cogepxutcs nHdopmaums o komnadmm Your Homes Newcastle,
KOTOpas ocyLlecTBMseT ynpaBneHne MyHMUUnanbHbIM XUMbeM OT UMEHU
MyHuuunaneHoro coseta ropoga Hetokacn. Ecnv Bam Heobxoaum nepeso
3TON UHOPMALIMKN Ha <PYCCKUIA> UIn Apyron A3bik, no3soHute 0191 278
8633.

What is the leasehold service?

* manage all issues relating to owning leasehold properties;

e issue service charge invoices each year and manage individual
accounts;

e consult customers on the work we plan to carry out;

e provide statistics and management information in line with
the law; and

e deal with issues and provide advice about the leasehold
management process.

Why have service standards?

We have produced these service standards so that every tenant
or possible service user is clear about the level of service they
can expect to receive from us. We will review all service
standards every two years and we will involve service users in
this process. We will monitor all service standards and report
the results to area boards every two months and in ‘Homes

+ People’, our newsletter for all tenants and service users.

We value our reputation as one of the best housing providers
in the North East. We aim to deliver the best possible service
as far as our resources allow us to. When we cannot meet your
needs ourselves, we try to refer you to other sources of help.

This means that the service you receive will be:

* polite;

* fair and unbiased,;

¢ confidential;

o efficient; and

e appropriate to any special need you may have.




When offering our services we will treat everyone equally no . dard

matter what their race, disability, sex, age, sexuality or religious Our service standards

beliefs.

* We will send you a welcome pack as soon as we are told that
What can | expect from the service? you have bought your home.

* We will send you a leasehold newsletter twice a year.

* We will keep the structure and outside of your building * We will invite you to a leaseholders’ forum once a year.
insured against fire, flood, lightning, explosion and any other
reasonable risks. You will continue to be responsible for
insuring your home contents.

*  We will consult you at least 30 days before we carry out any
major work to your home.

* We will continue to maintain the structure and outside : ) -
of your building. Putting things right

*  We will tell you about your responsibility to pay for all the

services we provide. We will always try to provide the best services that we can.

* We will give you an invoice for your service charges every If, however, you are not satisfied with our service, please let us
year. Your service charge invoice will explain the individual know and we will try to sort out your complaint immediately.
charges. If you are still not satisfied, please ask for our Compliments,

Complaints and Comments leaflet which gives you details

* We will consult you on any major repairs or improvements about how to complain. A senior manager will investigate your
we plan to carry out on your building. complaint and write to you within 10 working days.

*  We will consult you while we carry out any work on your
building.

* We will give you reasonable notice if we need to get into
your home to carry out any repairs. This will be seven
days’ notice unless we need to get into your home in an
emergency.

*  We will hold a leaseholders’ forum every year, and regular
meetings of a leaseholder steering group. The steering
group is made up of leaseholders and our officers, and meets
regularly to discuss issues that are important to leaseholders.




Contact details

Phone: 0191 278 7725
Freephone: =~ 0800 091 0082

Fax: 0191 278 8777
Minicom: 0191 278 7727

E-mail: leasehold@yhn.org.uk
Website: www.yhn.org.uk
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Your Homes Newcastle Limited. Registered in England and Wales. Registration number 5076256.
Registered office: Newcastle Civic Centre, Barras Bridge, Newcastle upon Tyne, NE1 8PR.
A company controlled by Newcastle City Council.
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