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1. Tenant Scrutiny Panel Members 

The following TOWER members who undertook this scrutiny were;  

  David Shakespeare, Barry Wright, Alun Jones. 

2. Introduction to Leaseholder Scrutiny  

Following an evaluation of BCH complaints database it was seen that a number of complaints 

relating to the Leaseholder service had been dealt with.  TOWER made the decision to 

undertake our next service review focusing on this service. Members focused in particular on 

the customer journey, examining the information available to customers who wished to buy 

their flat and the support and service given to them once they have become a leaseholder.   

BCH Leaseholder service comprises of 2 members of staff who manage the right to buy (pre-

leaseholder purchase section) and leaseholder section (post purchase). They also work in 

partnership with BCH Asset Management Team who maintain the fabric of the properties and 

also the Involvement and Communications Team who provide a dedicated Leaseholder 

involvement mechanism.        

 

3. TOWER’s Scrutiny included: 

In order to help the scrutiny team complete this review of the Leaseholders service the 

following was undertaken: 

 Held one to one sessions at local community centres. 

 Sent out a Leaseholders Survey to all Leaseholders  

 Advertised the same survey on line via BCH Facebook, Twitter and TOWER’s Facebook 

and Twitter accounts.   

     

Scrutiny interviewed the following members of BCH staff and took accompanying 

notes: 

Director of Resources 

Programme Asset Manager 

Accounts Officer (Leasehold Management) 

Business Support Manager 

Project Manager (Asset Management) 

We also interviewed a long standing Leaseholder. 

We held two focus groups we invited 400 Leaseholders. Along with the focus group 

we sent out 400 surveys letters which included the option of using a pre-paid 

envelope, responding via the internet/email or through Survey Monkey. 

 



 Used customer journey mapping to identify how the Leaseholder’s service supports 

customer throughout their leasehold experience and takes into account levels of customer 

satisfaction. 

 

Scrutiny reviewed a range of service related documents: 

The following documents were reviewed and please note that some these were found to be 

under review by the service.    

 Section 20. Consultation for Councils and other public sector Landlords. 

 Leaseholder Engagement Guide. 

 Guide to Leasehold. 

 Leasehold management review Homes for Haringey December 2015. 

 Business Support Team Home Ownership (Right to Buy & Leasehold Administration ) 

 Copy of Leasehold Service Charges Bill letter. 

 Copy Outstanding Service charges letter 

 Copy Service Charges Arrears Letters. 

 Leaseholder Matters Magazine. 

 Common hold and Leasehold Reform Act 2002 Section 166 Form. 

 Copy Leasehold Property Enquiries Form. 

 Leaseholders Information Pack. 

 Document Checklist – RB04 leasehold Administration Form. 

 Gas Safety Care & Maintenance Leasehold Information Pack. 

 Information for New Tenants and Leaseholders (IRS ) Receiving a T.V Signal Pack. 

 Essential Property Owners Key Facts Pack. 

 Schedule of Leasehold Service Charges Letter. 

 How to pay Letter. 

 Blank copy of a Lease 2016. 

 Copy Leaseholders Star Survey 2016. 

 Copy of Notice claiming the Right to Buy (RTB1 Form ). 

 Copy Leaseholders Property Enquiries pack. 

 

4. Key Observations 

In evaluating the information, scrutiny members wish to note the following observations: 

 The majority of former BCH tenants who purchased their leaseholds were very clear on 

what they were buying and commented they were kept well informed of the process by BCH 

staff. 

 Leaseholders who purchased a lease from an existing leaseholder were unaware about 

how BCH would support them as a prospective leaseholder. Some noted that they were not 

informed of all the regulations that are attached to being a leaseholder. Some felt they were 

just ‘abandoned’ in this process. 

 A majority of leaseholders knew who to contact within BCH if they had any service queries. 

 The majority of tenants we surveyed were unclear how to challenge a Section 20 and how 

the work is costed out. 46% had never been served with a Section 20 notice. 



 The survey highlighted that the majority of leaseholders were not aware of what a lease 

extension was and how they could access this and how it could affect the future sale of their 

lease.  

 The majority of surveyed Leaseholders were aware of the different methods available to 

them to support them to pay service charges. 

 42.86% of surveyed leaseholders were unclear how to make a service complaint to BCH. 

 There was some lack of clarity regarding which BCH section carried out certain 

maintenance jobs. As a result leaseholders felt frustrated by this lack of knowledge.  

 The majority of surveyed leaseholders thanked the Business Support team for their support 

and assistance. 

 Scrutiny were pleased to note that the majority of surveyed leaseholders reported that they 

had received same day contact from BCH leaseholder staff when they telephoned the team.    

 25% of leaseholders surveyed would like more information on how to get involved. 

 

5. Recommendations 

In supporting continuous improvement of the service, our results show a need to explore further 

and scope out approaches to target the following recommendations: 

 On serving a Section 20, a ‘traffic-light system’ could be introduced to improve the delivery 

of the process and aid communication between departments and ultimately with customers. 

Asset Management to do whatever needed until they are satisfied all procedure are in order 

before passing on to Amber. Amber. Leaseholder Services Team to check all paper work is 

in order and satisfactory before passing on to Green. Green is for contractor and Asset 

Management for work to begin as paperwork is all correct. No work to be carried out until 

the Green Paper is issued and all leaseholders are informed from Red to Green. 

 Look into putting in leaseholder newsletter etc. a section on how to make a complaint and 

information about section 20 and lease extensions.  

 Can we ensure leaseholders information pack and any other involvement literature is made 

available to the new Leaseholders when purchased through an estate agent? 

 Where practicable can leaseholders who bought their lease through an estate agent be 

invited to speak with the Leaseholders team to discuss service charges and other costs 

associated with the lease. 

• Can BCH consider offering all leaseholders a workshop on the section 20 process and 

lease extensions?  

• Can payment methods be included on all invoices that are sent out to leaseholders? Also 

can they be shown on the BCH website?   

• Can the Involvement and Communications team try to look into getting leaseholders to join 

the various BCH forums/community activities as per observations? 

 Is it possible to let all leaseholders know the new complaints procedure and who to contact? 

 Is there a long term plan for the future of the leasehold service should any of the current 

staff leave/retire?   

    

 

 

 

 



 

6. Conclusions 

 

TOWER SCRUTINY would like to comment that the Leaseholders team are a credit to 

BCH. They are daily in the front line to deal with any leaseholders problems, and as per 

survey a lot of praise was given to the team. 

 

TOWER would ask the Senior Management Team and Board to consider the 

Recommendations in this report and feedback by end of March 2019. Should any other 

information be required please contact TOWER. 

 
Appendix  

1. TOWER Scrutiny Leaseholder Survey (2nd October 2018). See attached doc. 

 


