LEASEHOLD SERVICE STANDARDS



SERVICE STANDARDS

The Brunswick Regeneration PFl is a combination of government funding, private investment and expertise that
will revitalise Brunswick. To secure the funding needed, Manchester City Council has created a successful
partnership with experts in development, housing and finance, blending private investment with not-for-profit
values and successfully creating S4B.

These service standards outline the level of service you can expect from S4B. We are committed to ensuring
that you receive a high-quality, professional service and will measure ourselves against these standards,

regularly exploring opportunities to improve.

The S4B Partnership is made up of

A global investment company providing private finance to help
Equitix fund the work that will revitalise Brunswick and managing the
S4B Consortium.

The Freeholders of the properties in Brunswick who monitor

Manchester City Council (MCC) .
performance against the contract

The providers of housing maintenance services and the team
Mears Group delivering the day to day and planned works programme to
residents of Brunswick

A Registered Provider (RP) of Social Housing. Responsible for

Onward Homes . . .
managing the estate services for tenants and residents

Vistry Partnerships (formerly Galliford Construction specialists building new roads, landscaping and
Try) facilities and new homes for sale and rent.

At S4B, we aim to always provide an Excellent leasehold service. This means that:

¢ Ourservices are accessible and clear

*  We manage finances effectively

¢ We use feedback and complaints as lessons learned

¢  Wedeliveronourpromises

¢ We positively engage with leaseholders and freeholders

We offer a range of ways for you to access our services and get in touch with us:

Telephone: 0300 555 0128
Email: info@s4bmanchester.co.uk
%5 Website s4bmanchester.co.uk

Our Customer Service Team are available between 9am — 5pm Monday to Friday. You can drop in to meet your
Home Ownership Specialist on Tuesdays between 9:30am and 4:00pm or make an appointment to meet with
them on a Friday.

Ifyou need to report an emergency repair, please call us as soon asyou can on 0300 555 0128. You can do this
24 hours a day, 7 days aweek, we recognise that Brunswick is a diverse area and the use of language line is
also available if needed.



WHATYOU CAN EXPECT FROM US

Contacting us
Every Contact Matters

We will record all interactions and ensure that we keep you updated on the progress of your enquiry until
the matteris resolved. We will reduce the need for you to call us repeatedly by being proactive.

If you contact us by telephone, we aim to:

° answeryour call within 20 seconds and tellyou our name.
o resolve your enquiry first time and when we cannot do that, be clear about when you will get a
response.

If you contact us in writing*:

o we will aim to reply in full within 48 hours.

U where we can’t reply infullwithin 48 hours, we will acknowledge your contact and be clear about when
you will get a full response. This will usually be within 10 working days.

*Ifyou need to report an emergency, this must be done by telephone on 0300 555 0128.

Complaints and feedback
Getting things right, first time

When you make a complaint, we will:

o Record all complaints and compliments

o Treat all complaints as opportunities

o Learn from our mistakes and put things right where we need to

° Monitor complaints & report on how often we meet the required timescales
° Identify any lessons learned through leaseholder and freeholder feedback.

When we respond to your complaint, we will:

o Be clear and consistent in our responses

o Avoid using jargon and acronyms

o Answer all the questionsyou have asked

o Contactyou by phone ifwe need clarity or further information
o Respond within our published complaints response times

o Tell you about anything we can’t do and why

° Tellyou howyou can escalate your complaint

For more information on how we manage complaints please visit
https://s4dbmanchester.co.uk/about-us/comments-and-compliments/

Managing your Property and Neighbourhood
Keeping you safe and well

We will:

o Ensure our environmental services team are visible on the estate

o Carry out thorough scheme inspections monthly and record the results

o Carryout repairs we are responsible forwithin the agreed timescales

. Work with contractors and colleagues to deliver excellent services

o Ensure we meet our Health & Safety and compliance responsibilities

o Keep noticeboards up to date with relevant information including specifications for communal services
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Managing your accounts
Robust and clear management processes

We will ensure effective budget and account management through:

o Having a clear service charge management procedure

° Working collaboratively with colleagues across the business to set budgets

o Engaging with leaseholders at key points of the process

o Attending meetings with leaseholders as needed to discuss budgets or accounts

o Responding to enquiries within 10 working days, using clear and consistent language

. Reviewing and scrutinizing accounts during monthly meetings with our Finance colleagues.
o Issuing budgets, accounts and quarterly statements on time and accurately

Engagement

Listening and improving

We will:

U Keep you updated via regular e-bulletins

o Support the leaseholder forum and participate proactively

o Use plain language in our written communication and/or communicate with you in a language of
your choosing

o Give you the opportunity to contribute to the continuous improvement of the service

° Consultwith you whereverwe are legally obliged to do so.

o Make it easy for you to join us on scheme inspections or to feedback any concerns you may have

Performance Management
Be high performing.

o Wewill have a clearly defined set of Key Performance Indicators that demonstrate our commitment to
delivering excellent services.
e Wewill employ well-trained and experienced employees.

WHATYOU CAN DO

So that we can ensure we deliver an excellent service, we would ask that our leaseholders:

o Respect our employees and contractors

U Report any repairs and maintenance matters promptly. Ifyou need to report an emergency,
this must be done by telephone on 0300 555 0600

o Give us feedback on the services we offer

o Addressyouremails to a named personwhere possible

o Include your address and the subject in the subject line whenyou email us

° Allow 10 workingdays before sending a follow up email

° Send allenquiries to us atinfo@s4bmanchester.co.uk. Your email will be picked up and assigned to the
correct person.

o Keep your contact details updated https://s4dbmanchester.co.uk/update-contact-details/



