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We hope you will be very happy here. 

This handbook is intended to provide information and guidance on the 
services that Stonewater will be providing on behalf of Legal & General 
Affordable Homes.

This is not a legal document and should be read in conjunction with 
your lease.

If you have any questions that are not answered in this handbook, you 
should speak to your solicitor or contact Stonewater through the form 
our website: LGAH.stonewater.org/contact-us 

Welcome to  
your new home!
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Our
vision
For everyone to have the opportunity to 
have a place that they can call home.

Our
mission
To offer quality homes and services for people 
whose needs are not met by the open market.

Our
values
We believe that in order to be successful, we 
have to build our foundations on strong values:

Ambitious, Passionate,  Agile, Commercial, Ethical

Stonewater has been appointed by Legal & General Affordable Homes to provide a full housing 
management service and we have a dedicated team looking after leasehold properties, including 
shared ownership. 

Schemes are regularly inspected by our staff (in conjunction with any third party management 
company where applicable) to monitor the general appearance of communal areas, to ensure the 
standards of service delivery are being maintained at acceptable levels, and to deal with any day-
to-day management matters as they arise.

About Stonewater
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Repairs and maintenance  
in your home

As a home owner, you are responsible for repairs and maintenance  
in your home. There are different types of leases, so please check  
your lease agreement for specific details. 

If you live in a house, you are responsible for all repairs and maintenance to the 
structure as well as the inside and outside of your home. If you live in a flat, you  
are likely to be responsible for the following types of repair and maintenance inside 
your home:

>  Front door and internal doors including fastenings

>  Glass in windows, window sills and fastenings

>  Heating system including gas servicing and safety checks

>  Internal plumbing (burst pipe, taps etc), gas and electricity

>  Floors and skirting boards

>  Plaster and other surfaces on floors, walls and ceilings

>  Internal decoration

As a rule Stonewater, as managing agent, is responsible for repairs and maintenance 
to the shared communal areas of your block and estate. Under the terms of your 
lease, Stonewater is responsible for carrying out structural repairs and maintenance, 
and you pay for these via your service charge.

Defects Liability Period
Newly built homes may have teething problems and we will do whatever we can to 
resolve any issues.

During the first 12 months following the build of your property, any defects that 
occur as a result of the construction will be remedied by the developer rather than 
Stonewater. During this time you should still report any defects to us via our website 
and we will then pass these onto the developer who will liaise with you about visiting 
the property and fixing the issue.

Please note that no alteration or decoration should be carried out to your home 
during the defects liability period, as this will affect the defects warranty on your 
home and increase the risk of settlement cracks. The defects liability period is for 
the 12 months from the date the property was completed and not from the date you 
moved in.
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Preventing burst pipes
In periods of very cold weather, there are 
certain precautions you can take to avoid 
your pipes freezing. You should:

>  Make sure taps are turned off properly at night

>  Repair any dripping taps or running 
overflows straightaway

>  Keep your home warm

>  Make sure you know where the stopcock is for 
turning off the main water supply in an emergency

>  Leave your central heating on very low, even when 
you are out or away on holiday in the winter

>  Turn off the main water supply and hot water and 
leave taps open if you go away in the winter

If one of your pipes does burst, you should:
>  Turn off the water at the main stopcock

>  Turn off the immersion heater and the central heating

>  Drain off as much water as possible 
by turning on all the taps

>  Try to find out where the water is coming 
from and make temporary repairs

>  If the water is near any electric switch or 
socket, do not use the socket or switch

Please remember that you are responsible for 
ensuring your home is protected and failure to carry 
out any precautions as described above might affect 
any insurance claims you may need to make.

Preventing heating/hot water  
system breakdown 
Annual servicing of hot water and heating systems 
is essential in the prevention of breakdowns. If 
you have a gas boiler, you are responsible for any 
repairs and for ensuring that it is serviced on an 
annual basis. If you have an unvented hot water 
cylinder, this should also be serviced each year.

You should ensure that any contractors carrying our work 
for you are suitably qualified (e.g. Gas Safe registered) 
and have appropriate insurance to cover breakdown of 
essential household equipment and accidental damage.

Improving or adapting your home
You are responsible for the internal decoration of your 
home and do not need our permission to decorate or 
carry out other minor improvements to your home 
after the defects liability period has ended. 

However, if you wish to make major improvements, such 
as adding a conservatory or replacing the windows, you 
should request permission in writing. This will never be 
unreasonably withheld. Please be aware that there is 
an administration fee payable for each consent and the 
cost of this depends on the complexity of the request. 
Please visit LGAH.stonewater.org for more details.

Your lease stipulates that you may also need to obtain 
planning permission or building regulation approvals 
for certain types of alterations or improvements. We 
will need to see copies of these letters before we are 
able to give permission for you to carry out any works.

In all circumstances, if you are unsure of what to do, please 
contact us using the enquiry form at LGAH.stonewater.
org/contact-us and we will be able to help and advise you.
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Rent and service charge
Your rent and service charge is due on the first day of each 
month, in advance, by Direct Debit.

Your rent increases annually in accordance with the 
provisions of your lease, which normally provides for inflation 
linked to the Retail Price Index or Average Index of Earnings. 
We will let you know how much your rent will be increasing 
by, one month before the due date.

Your service charge covers the cost of providing services and 
repairs to communal areas and facilities. The total amount 
spent on services and repairs for all properties is charged in 
accordance with the terms of your lease. 

These services and repairs may include:

>  Cleaning communal areas

>  Grounds maintenance

>  Maintenance contracts for door entry systems

>  Lighting of communal areas

>  Buildings insurance

>  Major improvements or repair works such as roof 
replacement (in some cases this can be collected by  
a reserve fund)

Your service charge is usually estimated based on the 
average cost of each element. Any over or under-spends  
are then adjusted accordingly in the following financial year. 
We will notify you of your estimated monthly service charge 
no later than one month prior to any change. In the event  
of any over or under-recovery of expenditure, we will adjust 
the following year’s estimate to recover/reimburse charges 
as appropriate.

Legislation states that we have to consult you regarding 
‘qualifying long term agreements’ and ‘qualifying works’.  
A qualifying long-term agreement is a contract for more  
than twelve months, such as cleaning communal areas.  
We will consult you if we have to request more than £100  
in one financial year or the contract will last for more than  
12 months. 

Qualifying works means repair, maintenance, cyclical 
decoration or improvement works on a building or any other 
premises. We will consult you if your contribution is £250 or 
more. If you live in a flat and the work affects more than one 
individual leaseholder, we will also consult the Resident’s 
Association if one exists.

You can seek advice regarding service charges from  
your solicitor or LEASE, the Leasehold Advisory Service  
www.lease-advice.org.

Buildings insurance and home  
contents insurance
Buildings insurance on a leasehold property is arranged 
by your landlord, Legal & General Affordable Homes. You 
will pay for this as part of your monthly service charge in 
accordance with the provision in your lease.

Buildings insurance covers major claims such as damage 
to the building caused by fire, flood, storm, wind, vandalism 
or any structural failure. It does not cover damage to 
walls or fences or the contents of your home. If you wish 
to make a claim under the buildings insurance, please 
contact us using the enquiry form at LGAH.stonewater.
org/contact-us promptly for advice. You will have to pay 
the appropriate excess on any claim.

You are responsible for insuring the contents of your 
home against fire, flood, storm, theft and accidental 
damage. This should be arranged as soon as you move 
into your new home. Ensuring that you have appropriate 
smoke alarms and suitable locks may not only keep you 
and your property safe but may also help reduce the 
premium on your home contents insurance.

Anti-social behaviour
Anti-social behaviour means different things to 
different people. Everyone has the right to live quietly 
and peacefully in their home and, as a general rule, 
any behaviour that prevents this may be considered 
anti-social. 

Our ethos when it comes to dealing with anti-social 
behaviour is that we are reasonable in our approach 
and balanced in our actions.

Prevention and early intervention are at the heart 
of our approach to dealing with any anti-social 
behaviour and where possible, in most cases we 
will aim to stop the anti-social behaviour at an early 
stage to prevent the problem escalating.

This can be achieved if all parties involved work 
together. We work with a number of partner 
agencies, including the police, health services, 
local authority anti-social and environmental 
health teams, and family intervention teams to 
help our customers.

You will find more useful information on our 
website LGAH.stonewater.org/supporting-
you/anti-social-behaviour-ASB 
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If Stonewater on behalf of Legal & General 
Affordable Homes takes legal action on 
behalf of a leaseholder, then the leaseholder 
may be responsible for paying the legal costs. 
This is dependent on the terms of your lease.

We will always support anyone affected by 
anti-social behaviour, although we do reserve 
the right to withdraw our involvement if it is 
considered inappropriate after investigation.

Please note
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What shared ownership means for you
You will have been provided with information about 
shared ownership when you first considered it as an 
option. This section summarises the main steps you 
may wish to take now that you are a shared owner.

Buying more of your home
You can usually buy more shares in your home 
until you reach full ownership. This process 
is known as ‘staircasing’ and allows you buy 
additional shares as stipulated in your lease.

If you buy more shares in your home this reduces 
your rent, as you only pay rent on the part of the 
property you do not own. Depending on your lease, 
you may still be liable for payment of service 
charges, even after you have staircased to 100%.

Shared ownership 
information

However, some properties are ‘capped’ and do not 
allow 100% ownership - this can be a stipulation laid 
down by the planning authorities. The cost of a share 
depends on the value of your home at the time you buy 
the share. Your lease agreement provides additional 
information on purchasing more of your home.

What is an 80% capping of a lease?
When a property is advertised as having an 80% cap, 
this means that you are able to purchase further 
shares but only up to a maximum ownership of 
80%. Please be mindful that this means you will 
not be able to staircase to 100% full ownership. 
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How to staircase
>  In the first instance, please contact us to let us know 

you would like to staircase. We will then explain 
the complete process and advise you of the costs. 
You will need to arrange your own valuation

>  A valuation does not take into account any 
improvements you have carried out to your home at 
your own expense. The exceptions to this would be 
major improvements, for example a new kitchen

>  Once we receive a copy of the valuation report, we 
will contact you with details about the next stage

>  Whether you decide to proceed or not, you should write 
to us as soon as possible to let us know as the purchase 
additional shares in your home needs to be completed 
within three months of the date of the valuation report

>  You are responsible for all legal costs associated 
with the purchase of further shares

Important points to consider when  
buying more of your home
As you think about buying more shares in your home, 
you should consider the following important points:

>  If you are able to staircase to 100% ownership 
of your house, you will be responsible for 
arranging your own buildings insurance

>  Before contacting us to start the staircasing process, 
you should speak to your mortgage lender to find 
out if you are able to borrow as much as you need

>  Obtain a quote for any legal fees you incur to make sure you 
are able to pay without causing yourself financial hardship

>  Buying additional shares in your home means that you 
need to consider additional mortgage protection to cover 
your mortgage if you are unable to work. This ‘hidden’ 
cost should be considered at the start of the process

Can I re-mortgage my home?
If you want to change your mortgage, you must request our 
permission. The amount of your mortgage cannot be more than 
the value of your share and the terms will need to be the same.

You cannot take out a loan using your home as security while 
you remain a shared owner, unless you have staircased to 
100% ownership.
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Selling your share in your home
You can sell your part of the property but with some leases we have to ask the Local Authority to choose  
a buyer from their affordable home ownership waiting list. 

Your property will be valued in the same way as if you were buying more of your home and the amount 
you get for your home will depend on the value of the property. 

Example:

You bought 40% of your home costing £64,000 in a property valued at £160,000. 

The property is now worth £180,000 so your 40% share is now worth £72,000. 

However, the value of your home may also decrease and it is therefore important to consult your 
mortgage lender if this is the case. You may not be permitted to sell your share if you are unable 
to pay off your mortgage or if you have rent arrears unless, an arrangement is made to clear the 
arrears from the sales proceeds via your solicitor.

Helping you through your sale
A brief step-by-step guide to selling your home: 

>  If you decide to go ahead you must write to Stonewater to confirm that you wish to sell 
your home

>  We will advise you regarding the terms of your lease agreement. It may be necessary to 
arrange a valuation by a RICS qualified, independent valuer

>  If your lease allows you to staircase to 100% then we will give you the option of either 
selling at 100% or selling your specific share. If you sell at 100% then you can advertise 
directly with an estate agent and any applicant would not have to be assessed

>  If you choose or are only able to sell your share, we will advertise the property for you. 
We will write to the Help to Buy Agents register and if applicable, advertise on the help 
to buy website. Your contact details will be provided for viewing arrangements

>  The prospective buyer will have to complete an application form in order for us to 
complete a full financial assessment on them

>  The legal process involved in the sale usually takes around three months and 
includes the buyer applying for a mortgage

>  The solicitors acting for the parties will discuss dates for exchange of contracts and 
a completion date. Exchanging contracts is legally binding and the completion date 
is usually finalised at this time

>  The prospective buyer’s solicitor will have to prepare a licence to transfer your 
share. There is an administrative charge for this work

>  Your solicitor will receive a statement from us which details all rent, service 
charges and insurance if applicable to be paid before the completion date

>  Arrangements for the buyer to collect the keys once the sale has been finalised 
are normally made via the respective solicitors
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What is a lease?
Your lease is a legal document and means that you do not own the land on which your home is built.

Legal & General Affordable Homes is your landlord and grants your lease. The lease will run for a number 
of years (usually 99 or 125 years) and will contain legally binding responsibilities and obligations for both you 
and your landlord. 

Your responsibilities include:

>  Paying your rent and service charges as set out in your lease

>  Paying Council Tax and utility bills as you would if you were the freehold owner

>  Keeping your home in good repair, inside and out if you have a house or  
inside if you have a flat (more details on this are provided under ‘repairs and 
maintenance in your home’)

>  Obtaining permission from us to carry out major alterations to your 
home and obtaining any building regulation approvals and planning 
permission if applicable

>  Not causing a nuisance or annoying your neighbours

>  Obtain permission from us to keep a pet or to fit a satellite dish if you 
live in a house

>  Not to sublet the property in any circumstances although you may  
be able to have a lodger live with you, subject to the provisions in  
your lease

>  Keeping your home adequately insured with regards to  
contents insurance

>  Keeping all conditions of the lease such as permissions regarding car 
parking, the keeping of pets, allowing access, the laying of appropriate 
floor coverings and so on (individual leases may vary).

Legal & General Affordable Homes’ responsibilities include:

>  Keeping your home adequately insured with regards to the buildings 
insurance (leaseholders). Please note that claims will not be upheld if 
the damage is deemed to be as a result of your negligence

Lease agreement 
information
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Stonewater’s responsibilities include:

>  Keeping the outside of apartment blocks in good repair

>  Providing service charge accounts where we provide services

>  Granting permission for acceptable and agreed alterations 
you may wish to make to your home

>  General estate management

Your lease agreement explains:

>  When and by how much your rent will go up each year

>  How you can buy more shares in your home (if applicable). You 
will sign a memorandum which will be added to the lease and 
will record the additional shares you have purchased

>  How you can sell your home

>  That it is important for you to keep to the conditions in your lease. If you break 
any of the conditions, we may take you to court. If the court considers the breach 
to be serious, you could lose your home and have to pay our court costs

The above is only a brief summary of your lease and should be treated as a guide only.  
If you want further information you should refer to your lease, a copy of which should have 
been provided to you by the solicitor who acted for you when you bought your home.

If you do not have a copy of your lease, we can (for an administration fee) provide you  
with a copy. Please see the schedule of charges on LGAH.stonewater.org/your-home/ 
i-own-my-home/fees for further information. You may also be able to obtain a copy from 
the Land Registry or you may want to speak to the solicitor who dealt with your purchase.
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Can I sub-let my home or have a lodger?
Your lease will state that you cannot sub-let your home. In doing so, you are breaching your 
lease and as such can be taken to court, which could result in you losing your home.

If you are permitted by the conditions of your lease to have a lodger, you must 
ensure that your lodger is aware of the conditions contained within your lease. 
You should also advise your local tax office that you have a lodger.

Can I add a name to my lease?
If you want to add a name to your lease, you will need to contact your solicitor and also advise 
us. We will require a Notice of Assignment and a Deed of Covenant signed by the new person, 
and there are fees payable for these. There is also an administration charge for us to action 
this. You should check the fees your solicitor will charge for this work before commencing.

You may also remove a name from a lease but both parties will need to confirm permission 
to us in writing for this to be done. When we have received permission, your solicitor 
will then need to amend the lease and issue us with a Notice of Assignment.

There is a small administrative charge for us to action this. If you are not up-to-date with 
your rent payments, we may ask you to make a legal arrangement to clear these.

What is a Mortgagee Protection Clause?
A Mortgagee Protection Clause is a clause within most shared ownership leases, which allows 
a mortgagee (mortgage lender) to exercise their right to acquire the freehold or claim money 
from Legal & General Affordable Homes in the event of your property being repossessed. 

It allows the mortgagee to acquire the freehold of the property including Legal & General 
Affordable Homes’ share and/or offset costs onto Legal & General Affordable Homes 
if the sale price after repossession is not sufficient to recover the following costs:

>  The whole of the original advance made to the leaseholder and some further advances

>  Up to 12 months unpaid interest

>  Payment of rent made by the mortgagee on the leaseholder’s 
behalf where there has been non-payment

>  The legal costs involved in recovering the property and subsequently selling 
it (including solicitor’s fees, cleaning costs, estate agent’s fees etc.)

>  Any other costs incurred by the lender such as securing the property

The benefits of this clause can only be claimed by the lender if Legal & General 
Affordable Homes (or Stonewater for future re-sales) approved the initial mortgage 
and/or consented to any further advances being secured against the property.

What can I do if I cannot pay my mortgage or rent?
You have agreed to pay your mortgage lender each month, usually by Direct Debit.

This agreement is between you and your mortgage lender but as Legal & General Affordable 
Homes own part of your home, they have to ensure that their investment is protected.

You have made an agreement with us to pay your rent and service charge 
every month. If you do not pay your mortgage, then your home can be 
repossessed. If you fail to pay your rent and fall into arrears, then we may 
take legal action that could result in eviction from your home.

You should speak to both your mortgage lender and us as soon as you know you 
are experiencing financial difficulties. We will do everything we can to assist 
you and to make sure you receive the right financial advice. Please contact 
us at the earliest opportunity at LGAH.stonewater.org/contact-us 
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Find us at LGAH.stonewater.org

Join our virtual community at:  
thehubb.stonewater.org

Stonewater 
PO Box 10771 
Leicester 
LE3 4GY

in partnership with


