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Right to buy service standards

This information is about the rights tenants have to buy their 
council homes.  If you need this information in another language, 
please phone 0191 278 8633. This information is also available in 
large print, Braille and on audio tape. We can also arrange for you 
to see a British Sign Language interpreter.

Bengali

Chinese Simplified

Chinese Traditional

Farsi



Kurdish

Portuguese

Russian

Spanish

French
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What is the Right to Buy service?

The Right to Buy team helps tenants who want to buy their council 
home. 

We receive and assess applications from secure tenants who are 
interested in buying their home. The law sets out the actions and 
timescales our customers are entitled to. 

We assess whether you are entitled to buy your home and whether 
the property is eligible to be sold under the Right to Buy scheme. 

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;
•	 efficient; and
•	 appropriate to any special need you may have.

When offering our services we will treat everyone equally no matter 
what their race, disability, sex, age, sexuality or religious beliefs.
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What can I expect from the service?

•	 We will give you an information pack that explains the Right to 
Buy process. Your pack will include your application form RTB1, 
and we will give you advice about how to fill it in.

•	 Within four weeks of receiving your application form RTB1, we 
will send you a notice, RTB2. This will tell you if you do or do not 
have the right to buy.

•	 If you do not have the right to buy your home, we will tell you 
why we have turned down your application. If the property is set 
aside for elderly or disabled people, you have the right to appeal 
against this decision to the Residential Property Tribunal Service.  
Details about how you can appeal are on the back of the RTB2.

•	 If you do have the right to buy, we will arrange a free valuation 
survey to work out the value of your property. If you miss two 
appointments, we will withdraw your application. 

•	 We will send you an offer notice, called a section 125 notice. The 
offer notice will tell you the price you will have to pay and the 
conditions of the sale. We will send you this:

		  •	 within eight weeks from the date of the RTB2 if you are  
		  buying a freehold property (normally a house); or 

		  •	 within 12 weeks from the date of the RTB2 if you are buying  
		  a leasehold property (normally a flat or maisonette).

•	 You must tell us if you want to go ahead and buy your home. 
If we do not hear from you within 12 weeks from the date of 
the offer notice, we will send you a reminder. You will then have 
another 28 days to contact us. If you do not contact us or return 
your acceptance, we will withdraw your application.



7

•	 If you are not happy with the price you have to pay for the 
property, you can appeal to the district valuer. We will arrange 
this for you. To make an appeal, you must write to us within three 
months of receiving the offer notice. The price the district valuer 
puts on the property will be the final price.

•	 Once you tell us that you want to buy your home, you must return 
your acceptance form. This must include the name and address 
of your solicitor. Our legal services department will draw up the 
legal document and send it to your solicitor. If you do not tell 
us your solicitor’s name and address, we will send you the legal 
documents. 

•	 We will then send you a warning notice 12 weeks after we have 
sent you your offer notice. This will ask you to complete your 
purchase within 56 days. If you do not complete your purchase, 
we will send you a second 56-day notice. At the end of this 
period, if you have not bought your home, we will withdraw your 
application.

•	 You may decide you no longer want to buy your home. You 
have the right to withdraw at any point, up to the sale being 
completed. You must do this in writing.

•	 If we do not meet the timescales, you should ask us for the form 
RTB6. This is an ‘initial notice of delay’ form.

•	 We will respond within one calendar month after we receive your 
initial notice of delay form.

•	 If you have sent us the form RTB6 at the wrong time and we are 
not holding up the sale, we will send you form RTB7. This is a 
notice which explains why the RTB6 does not apply.

•	 If we do not reply to you within one calendar month you should 
ask us for the form RTB8. This is an ‘operative notice of delay’ 
form. You can use this if we have failed to meet the timescales.
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•	 If we have caused a delay, we will give you back any rent you paid 
during the delay.  We will take the amount off the price of your 
home.
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What is the charge for the service?

Our Right to Buy service is free to eligible tenants who want to buy 
their home.

The Council will value your home and this will be free of charge.  
The council’s property services department will carry out the 
valuation and their valuers carry personal identification with them. 
You should always ask to see identification before allowing anyone 
into your home.

A lot of tenants have been contacted by companies offering to help 
them buy their council homes. They may offer a mortgage, legal 
services or an ‘all-in’ package that may include improvements to 
your home after you buy.

Other companies do not represent the council or us.  If a person or 
company offers to help you buy your home, ask for identification, 
check out what’s in it for them and talk to us before signing up to 
any deal. You could be signing for services that you can get for free 
from us.
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Our service standards

•	 Where all information is available, we will send RTB2 notices to 
90% of customers within four weeks.

•	 Following an RTB2 notice, we will send offer notices to 90%  
of customers:

		  •	 within eight weeks from the date of the RTB2 if you are  
		  buying a freehold property (normally a house); or 

		  •	 within twelve weeks from the date of the RTB2 if you are  
		  buying a leasehold property (normally a flat or maisonette). 

•	 We will respond to 95% of customers who have sent us an initial 
notice of delay form within one calendar month.

What do I have to do?

You can ask for an information pack from the Right to Buy team 
by phone or e-mail. You can also collect your pack from one of our 
Customer Service Centres.

You will need to fill in an RTB1 form to find out the valuation and 
price of your home, and to get the process started.
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Putting things right

We will always try to provide the best services that we can. 
If, however, you are not satisfied with our service, please let us know 
and we will try to sort out your complaint immediately. If you are 
still not satisfied, please ask for our Compliments, Complaints and 
Comments leaflet which gives you details about how to complain. 
A senior manager will investigate your complaint and write to you 
within 10 working days.

Contact details

Right to Buy Team
YHN House
Your Homes Newcastle
Benton Park Road
Newcastle upon Tyne
NE7 7LX

Freephone:	 0800 091 1310
Fax:		  0191 278 8603	
Minicom:	 0191 278 7727	
E-mail:	 rtb@yhn.org.uk
Website:	 www.yhn.org.uk



Your Homes Newcastle Limited is registered in England and Wales, registration number 
5076256.  
Registered Office: Newcastle Civic Centre, Barras Bridge, Newcastle upon Tyne. NE1 8PR. 
Your Homes Newcastle is controlled by Newcastle City Council.
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