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General information about Magna
About Magna
Magna is a group of housing and housingrelated companies. Its main activity is
the building and management of nonmarket housing and the provision of
related services in the counties of Dorset,
Somerset and Devon. Magna has just over
9,000 homes.
Magna Housing Group Limited
Magna is headed by the parent body,
Magna Housing Group Limited. It is a
registered social landlord and a charitable
and industrial and provident society,
more commonly known as a housing
association. It owns no assets, and has
no borrowings. It has three subsidiary
companies, Magna Housing Association
(MHA), Magna West Somerset Housing
Association (MWS) and Charter (SW)
Limited. It is MHA and MWS which own
homes and borrow capital. The group is
completed by Magna Careline Limited
(MCL), a subsidiary of MHA.
The group has a board, appropriate
committees and employed staff.

elderly people and people with support
needs. In addition, MHA has a small
number of shared ownership, leasehold
and market rented homes. MHA’s homes
are in Dorset, Devon and Somerset.
Magna West Somerset Housing
Association
MWS is a registered social landlord and a
charitable Industrial and Provident Society.
MWS has around 2,500 homes for rent.
These include homes for families, single
people, elderly people and people with
support needs. In addition, MWS has a
small number of shared ownership and
leasehold homes. MWS’s homes are in
Somerset and north & mid Devon. MWS
employs around 90 staff.
Charter (SW) Limited
Charter (SW) Limited was established in
the spring of 2006. It is a subsidiary of
Magna Housing Group Limited. Charter
acts as development agent for both
MHA and MWS. Charter employs no staff
directly; all the work it has done to date
has been via staff employed by MHGL.

Magna Housing Association
Magna Careline Limited
MHA is a registered social landlord and a
charitable Industrial and Provident Society.
MHA employs around 220 staff.
MHA owns and/or manages around
6,500 properties. These include affordable
rented homes for families, single people,
4

MCL is a 24 hour community alarm
service. MCL is an Industrial and Provident
Society, though not a housing association.

Our Purpose and Strategic Objectives
Our purpose at Magna is to help people meet their housing needs and aspirations.
Our strategic objectives are what we set out to do:

•

to have good leadership and governance

•

to develop, motivate and reward staff to achieve, innovate and take responsibility

•

to provide high quality services, which we continuously try to improve

•

to try continuously to achieve Value for Money (VfM) in the use of our resources

•

to achieve the best mix of risk, prudence, flexibility and cost-effectiveness in our
finances

•

to limit our impact on the environment.
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Section 1 - Your lease explained
A guide to your lease
This section explains in simple terms the
provisions of the lease. It is a guide only
and is not a legally binding document.
Your solicitor should have explained the
nature and content of your lease to you
before you bought your property.
If you require a full interpretation of
your lease you will need to consult
your own solicitor.
Most of our leases follow a basic format
approved by our regulator and are broadly
on the same terms. Some changes have
been necessary over the years to reflect
changes in legislation.
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Your lease states that, in return for paying
Magna a sum of money and agreeing to
pay rent, Magna grants you a lease of the
property for 99 or 125 years.
The lease is a form of agreement
between you as leaseholder and us
as landlord. The document sets out
obligations (these are called “covenants”
in the lease) on the leaseholder and
landlord together with rights granted to
the leaseholder and rights reserved to the
landlord. A covenant is a legally binding
agreement.
Here is a brief overview of the main
obligations contained within the lease.

You, the leaseholder, promise:

•

•

•

•
•

•

•

•
•

•
•

to pay the council tax or any other
taxes on the property and to share the
payments of any council tax or taxes for
any common parts of the building
to keep the interior of the premises
clean and repaired, maintained and
decorated
to pay the rent, building insurance and
service charge (if any) in the manner
detailed in the lease. Some shared
ownership properties are responsible for
their own insurance so please read your
lease.
to pay Magna’s expenses for any fees
or charges made in connection with the
property, e.g. surveyors, accounts for
management or maintenance or the
collection of the rent. These people
may be our own staff. This is included
in the service charge
not to alter the property without
Magna’s consent (this includes
changing front doors and adding loft
conversions or conservatories)
to allow us to inspect the property
inside and out following adequate
notice, stating this intention
to allow us entry to repair any adjoining
property or maintain any common
services, following receipt of adequate
notice of this intention
to repair any defects within one month
following receipt of a Notice from us
if repairs are not carried out, to allow
us to enter the property, carry out
those repairs and then charge you for
the work carried out. We will provide
estimates before carrying out such
works

•

only to use the property as a private
residence
not to cause a nuisance, annoyance or
disturbance to adjoining occupiers or
visitors or to use the property for illegal/
immoral purposes
not to do anything which would make
our insurers refuse to pay out on any
claim which we might wish to make,
if we are responsible for insuring the
property

We, the landlord, promise:
•

•

to allow you to live in the property, provided that the rent and other applicable
charges are paid and that you have kept
all your promises
to keep the structure of the property
insured (see below)

Note: In most cases, there is no need for
you to pay additional building insurance, for
instance, through your Building Society. However, personal effects are not covered by our
policy and it is important that you purchase
adequate contents insurance. Please see
page 20 for more information on insurance.

•

•

to repair, redecorate and renew the
main structure of the building and the
services which it uses, together with
the common parts
to enforce the obligations or covenants
against one occupier for the benefit
of the other occupiers, provided that
our costs are paid for by all the home
owners.
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Section 2 - Customer Care
2.1 Access and Customer Care
When you phone, we will:
•
•
•

•

Aim to answer your call in person as
quickly as possible
Greet you promptly and deal with you
politely at all times
Aim to resolve your enquiry
immediately or offer to ring you back
if the query is going to take a long
time to sort out
Let you know when the person you
want to speak to is available and ask
them to call you back at a time that is
convenient and reasonable

When you email or write, we will:
•
•
•
•

Aim to resolve and respond to your
letter or email within 5 working days
We will send you a holding reply
within 5 working days if a full
response will take longer
Use plain language and no jargon
Include full details of who has written
the letter or email, and who to contact

When you want to speak to someone in
person, we will:
•
•
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Aim to make an appointment for you
to see them, either at your home or
in a local office within 2 working days
Treat you politely, with courtesy and
respect

•
•

Be dressed professionally and carry
and display proof of identity at all
times
Arrange for a signer, a translator, or
interpreter if you need one

When you visit our offices, we will:
•
•
•

Provide welcoming and comfortable
reception areas
Aim for you to be seen by a member
of staff within 10 minutes
Provide a private interview facility to
discuss confidential matters

We will assess these standards by:
•
•

Carrying out regular satisfaction
surveys so that we can get your views
of the service you receive
Keeping a record of all telephone calls

•
•
•
•

and monitor our performance
Arranging for residents to carry out
monthly mystery shopping exercises
Monthly monitoring of formal
complaints received and learning from
your comments
Reporting our performance to resident
working groups quarterly
To help us maintain a consistently
high quality level of customer service,
calls to Magna may be recorded for
monitoring and training purposes.

When you contact us we would ask you
to:
•
•
•
•

Be polite to us
Be patient when we are dealing with
your enquiry
Let us know when we get it wrong or
when we could have done better
Let us know when we have got it
right so we can tell others

2.2 Our Service Standards to Homeowners
Both Magna Housing Association
and Magna West Somerset Housing
Association have specific service
standards for homeowners.
If you would like to see a copy of these,
please visit our website or call/email for
a printed copy:
MHA - www.magnaha.org.uk
01305 216060
homeownership@magna.org.uk
MWS - www.magnaws.org.uk
0800 138 6107
westsomerset@magna.org.uk
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What you can expect from our employees
Each of our employees is required
to behave within Magna’s Code of
Conduct.
• We will ensure that our employees
have the appropriate skills and
knowledge to carry out their jobs
effectively.
• Our employees will be dressed
appropriately.
• Our trades staff, community caretakers
and sheltered housing employees will
wear uniforms.
• Our employees will show proof of
identity at all times.
• Our contractors or others working on
Magna’s behalf
• Where relevant, all contractors and
others working on Magna’s behalf will
have appropriate Disclosure & Barring
Service clearance (DBS).
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We expect all contractors and others
working on Magna’s behalf to:
• respect our residents, their homes,
property and life choices.
• adhere to our customer service
standards and attend such relevant
training courses as we make available
to them.
• behave in accordance with the law
and our code of conduct, and equality
and diversity polices and procedures.
• be appropriately dressed.
• carry and display proof of identity at
all times.
• Where relevant, all contractors and
others working on Magna’s behalf will
have appropriate Disclosure & Barring
Service clearance (DBS).

2.3 Equality and Diversity
Magna’s equality and diversity policy
Magna Housing Group commits itself to
fairness and equality for all, operating
with professionalism, integrity and
openness. Throughout our policies,
procedures and practice, we aim to make
sure we do not knowingly create an
unfair disadvantage for anyone, directly or
indirectly.
The aim of the policy is to ensure
that no person or group of people
receiving services from or applying
for accommodation, employment or
contracts with Magna, will be treated
less favourably than any other person or
group of people because of their sex (and
including gender reassignment), sexual
orientation, marital or civil partnership
status, pregnancy and maternity, race,
colour, ethnic or national origin, religion
or belief, political beliefs, disability, age,
class, responsibility for dependents, part
time or shift work workers, unrelated
criminal offences or any other matter
which causes a person to be treated with
injustice.
Equality
Magna recognises that certain groups
and individuals are discriminated against
within society. It further recognises that
discrimination can be direct or indirect
and takes place at the personal as well
as the institutional level. Magna believes
that such discrimination is wrong and will
endeavour to ensure that its policies and
practices provide equal access to all in the
provision of housing, provision of services,

the employment of staff and contractors
and in the appointment of members to
boards, committees and tenants’ and
residents’ panels.
Diversity
Magna believes that diversity adds value
to our organisation. We believe that
taking account of visible and non-visible
differences of people and valuing and
using those differences and talents, will
help us to create a productive workforce
and improve our services.
Everyone is responsible
Everyone at Magna Housing Group has a
responsibility to ensure that the equality
and diversity policy is put into practice.
We expect a commitment from everyone
to ensure that their action does not lead
to unlawful discrimination.
The group’s board is responsible for
ensuring that the equality and diversity
policy is present throughout the
associations’ work. The group chief
executive has overall responsibility for
the implementation of the policy and the
directors and managers are responsible
for the day to day operation of the policy
in their specific area of work.
We recognise our duty to ensure that all
residents are able to enjoy the peace and
comfort of their homes free from any kind
of harassment. You should let us know
if you feel you are suffering any form of
anti-social behaviour, racial harassment
or any other form of harassment.
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Services for people with disabilities

We introduced our first disability equality
scheme 2007-10, which has been put
together with the consultation and help of
disabled residents and staff. It describes
how Magna will be proactive in working
to achieve equality for people with a
disability across all our service areas.

We are committed to achieving disability
equality by eliminating unlawful
discrimination on the grounds of disability
and by addressing the disadvantages
experienced by people with a disability,
wherever reasonably possible.
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We seek to ensure that our offices and
meetings are accessible to people with
disabilities. We carry our alterations/
adaptations to our properties wherever
possible and feasible or will consider the
allocation of alternative accommodation
to ensure that tenants and applicants with
disabilities can benefit from our services.

hidden disabi
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ntent of this
booklet.

Resident participation and
organisations
We actively support resident participation
in our affairs and decision making
process. We have a number of tenant/
resident panels across the organisation.
We require residents’ organisations to
adopt our equality and diversity policy
and demonstrate that their membership is
open to all in the area they serve.
Board membership
In the operation of our board, we will be
mindful of our commitment to equality
and diversity and aim to ensure that its
composition reflects the local population
and communities they serve.
Employment
We are committed to ensuring equality of
opportunity in recruitment and selection.
The selection, appointment and promotion
of employees will be based on their
ability to do the work and in accordance
with our recruitment and selection policy
and procedure. We will monitor new
appointments and promotions to ensure
that all levels of our workforce reflect the
local populations and communities we
serve. We will encourage applications
from groups identified as being under
represented amongst our employees.
Contractors, consultants and suppliers
We will ensure that our contractors,
consultants and suppliers are aware of our
equality and diversity policy and that they
demonstrate a commitment to equality
and diversity.

Monitoring and evaluation
We regularly monitor the effectiveness
of our equality and diversity policy
by gathering information from staff,
residents and applicants for housing
and employment and by assessing our
key policies and procedures against the
requirements of the law and statutory
codes of practice.
This includes asking you for information
regarding your ethnicity, gender, age,
any disability you may have, sexual
orientation and faith. Information collected
is assessed to identify changes required in
our practice. Be assured the information
you provide is completely confidential and
stored, securely, in our customer database.
The board will formally review our record
in equality at least once a year.
Breach of policy
We will deal very seriously with anyone
who deliberately discriminates against
you, either directly or indirectly. This
includes disciplinary action against
employees and possible termination
of contracts with associates and other
contractors.
You should let us know if you feel
you have been treated unfairly or
discriminated against in any way. You
should also let us know if you think you
have been treated unfairly.
For more information on how we deal
with racist or other harassment please
see the section on “Neighbour nuisance,
harassment, domestic violence and antisocial behaviour” or contact our
offices.
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2.4 Resident Involvement
We are committed to resident, service
user and staff involvement. This is carried
out in a variety of ways, including:

•

Resident/tenant panels: Resident/
tenant representatives serve on
our panels, which are open to
all residents/tenants to attend.
Residents can place items for
discussion on the agenda of these
meetings and receive help from staff
in presenting them.

•

Focus groups: Focus groups are called
to discuss particular issues or subjects
and consist of up to 15 residents and
a facilitator. They will either cover
issues not covered in the working
groups or will be called with the aim
of getting more in depth information
and understanding about a subject.

•

Shareholding and board
membership: Shareholding and
board membership are a good way
for residents with the right skills,
abilities and commitment to get
involved in the business of running
Magna at a very high, strategic level.
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•

Tenants’ Associations: We
recognise that residents’ and tenants’
associations are an important way
of involving and consulting with
customers in the management of
their homes and services. We will
provide support to assist residents
to promote, set up and run such
associations.

•

Training: We offer a wide range
of training opportunities to staff,
residents and board members.

•

Working and project groups:
Working groups are smaller groups
of up to 10 residents within each
department, who work with staff
to improve services to all residents,
encourage innovation and clear
communication. Working group
members have a role in scrutinising
the services covered out by the WG;
members act as a critical friend
and are expected to challenge and
promote the work they do.

•

Reading group: This group reads
documents and leaflets to ensure
they are clear and concise. They are
encouraged to give feedback about
the article they have been asked to
comment on.

•

Mystery shoppers: Mystery shoppers
are carefully selected and trained
residents who quality check systems,
services and procedures. Mystery
shoppers also carry out tenant
inspections of, for instance, empty
properties.

•

Walkabouts / neighbourhood
inspections: Walkabouts/
neighbourhood inspections are an
opportunity for staff and residents to
get together and discuss estates/areas
and receive feedback about what has
happened or will happen. Walkabouts/
neighbourhood inspections are carried
out by housing officers and it is part of
the community representative’s role to
attend. Any resident can attend, which
Magna encourages.

•

Surveys: Responses to surveys tell us
how well we are doing, if we need to
focus on something specific and will
sometimes result in focus groups being
set up.

•

Expenses: For residents involved in any
of the above, we cover all reasonable
expenses as set out in our resident
involvement procedure.

Consultation
We consult with customers about new
policies and changes to existing policies
which have a direct impact on them. How
we consult will depend on the number
of customers affected and the needs of
the individual. We assess the results of
consultation, review the effectiveness of
the methods used and feed back the results
to customers in an appropriate way.
Consultation methods include:
• resident/tenant panels
• meetings
• home visits
• resident satisfaction surveys
• other surveys, eg sample telephone
survey on satisfaction with repairs
• questionnaires
• focus groups
• conferences
• Opendoor magazine and other written
material.
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2.5 Customer feedback
Sometimes we make mistakes and this
section tells you what to do when you
are unhappy with something we have, or
have not, done.
We want to hear from you if…

•
•
•
•

we have done something well or
done something wrong
we have not done something we
should have done
we have not treated you in a
professional or civil manner
we have not achieved our standard
for a particular service

Who can complain?
Anyone who receives a service from
Magna, or anyone affected by our
services. This includes:
• tenants and homeowners
• contractors
• consultants
• job applicants
We take all complaints seriously,
investigate complaints thoroughly and
will let you know the outcome of the
investigation.

Step 1 - How to start
putting things right
If you are not satisfied with one of our
services, you should contact the section
concerned. All of our staff are trained to
help you sort out your problems.
Remember to take a note of the name of
the person you speak to. If you are still
unhappy with our service, then please
make a formal complaint.

Step 2 - How to make a
formal complaint
You can make a formal complaint, in
person, by telephone, by letter, by email,
through our web site or by requesting a
Formal Complaints Form.
For MHA please contact:
Complaints Officer
Magna Housing Association Limited
Hollands House
Poundbury Road
Dorchester
Dorset DT1 1SW
Direct Line: 01305 214071
e: janet.walker@magna.org.uk
website: www.magnaha.org.uk
(complaints form)
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For MWS please contact:
Personal Secretary to the MWS Director
Magna West Somerset Housing Association
Limited
St Peter’s House
Williton, Taunton
Somerset TA4 4NR
Direct Line: 01984 635131
e: amanda.taylor@magna.org.uk
website: www.magnaws.org.uk
(complaints form)

Formal Complaints Form
Please post this form to the person indicated, or if you prefer, send the information requested by email to
hollands@magna.org.uk.
For Magna Housing Association (MHA) please send this form to:
Formal Complaints Officer, Magna Housing Association Limited, Hollands House, Poundbury Road,
Dorchester, Dorset, DT1 1SW
For Magna West Somerset (MWS) please send this form to:
Personal Secretary to the MWS Director, Magna West Somerset Housing Association Limited, St Peter’s
House, Williton, Taunton, Somerset, TA4 4NR
For Magna Housing Group Limited (MHGL) please send this form to:
The Personal Assistant to the Group Chief Executive, Magna Housing Group Limited, Hollands House,
Poundbury Road, Dorchester, Dorset, DT1 1SW
For Magna Careline (MCL) please send this form to:
Personal Secretary to the General Manager, Magna Careline, Unit 4 Poundbury Business Centre, Poundbury,
Dorchester, Dorset, DT1 3WA
Please give as much information as you can.
Your name:
Address:

Telephone (Home):

(Work):

(Mobile):

Email:

Have you previously made a formal complaint regarding this issue?

Yes

No

When did you first complain to Magna about this problem?

Please give the name(s) of the member(s) of staff you have contacted or who may know about the
problem:

formal complaints form Nov 13.indd 1

06/12/2013 09:39

When making a formal complaint, please
keep the complaint to the point. If you
need help to complete your form, please
contact the appropriate association, who
will be happy to help.

Do you think
we have let y
ou
down?

If so, let us kno
w!

Our formal comp

laints process and

Complaints will not be accepted under
this policy if…
Formal Compla

ints Nov 13.indd

•
•
•

It is a year or more since you became
aware of the problem.
A previous, similar complaint made by
yourself has already been considered.
It is a persistent or vexatious complaint
with no grounds or is being made to
cause disruption and annoyance.

service standards.

1
06/12/2013

09:34

17

Section 3 - Maintenance and repairs
3.1 Reporting repairs and defects
This section provides general guidance
on responsibilities for maintenance and
repairs. Your lease will tell you what part
Magna will play in the maintenance of
your property.
Generally, if you live in a house, you are
responsible for all repairs and decoration
both internally and externally to your
home. We are responsible for any
common parts or communal areas you
may share with other properties.
If you need a full interpretation of the
lease, you should consult your own
solicitor.
Your responsibilities
The table on page 21 shows the general
position in relation to the responsibilities
for various types of repair. Your lease will
show the exact position.
Please note that where repairs are shown
as being our responsibility, we will charge
a share of the cost of these repairs to
each homeowner.
Generally, if you live in a flat, you are
responsible for all maintenance and
repairs inside your home, including
repairs to the glass in windows and
doors, the internal decoration of your
flat and services to your flat only. We are
generally responsible for maintaining the
main structure and the common parts.
18

The main structure includes the roof,
outside walls, outside doors, window sills
and frames, drains, gutters and outside
pipes and communal pathways steps or
other access routes. The exact details of
our responsibilities will be shown in your
lease.
* Please note that leases will vary and
what is written above is to be used as
a guide only. Some homeowners are
responsible for the window frames, doors
leading into communal areas etc. Always
read your lease.
Insurance
For the majority of our properties, we are
responsible for insuring the structure of
your home against major risks such as
fire, flood, subsidence and storm damage.
A copy of the insurance policy is available
on our website or can be sent to you
on request. If you are unsure whether
or not you are responsible for your own
insurance you should consult your lease.
You are strongly advised to insure your
personal and household contents such as
furniture, carpets, clothing etc: yourself.
You are also responsible for making good
any damage caused to your neighbours
effects or decorations. For example, if
your washing machine leaks into the flat
below or your bath overflows, you will be
responsible for this and you are therefore
advised to ensure this is covered by your

household contents insurance.
Our contractors will have insurance
cover against accidental damage to your
possessions. Please contact us if you have
any problems.
Repairs in newly-built properties
Some repairs fall within a “defects liability
period”. The defects liability period begins
upon practical completion and typically
lasts six to twelve months.
Any defects that arise during this period
should be reported to our freephone
repairs line. Upon receipt of the
information a decision will be taken
whether the repair is a defect of the

works (ie works that are not in accordance
with the contract), or a maintenance
issue, that you, the leaseholder, would
be responsible for. If it is a defect,
instructions will be passed to the
contractor to make good the defects
within a reasonable time.
At the end of the defects liability period,
we will prepare a schedule of defects,
listing those defects that have not yet
been rectified, and agree with the builder
the date by which they will be put right.
The builder must rectify defects within a
reasonable time.

Type of repair
decorating the inside of your home
decorating any shared parts
decorating the outside
doors - internal
door - external
gutters
pipes - inside
pipes - outside
fuses, lights & other electrical fittings - inside
fuses, lights & other electrical fittings - outside
floor coverings - inside
roofs
kitchen and bathroom fittings
central heating systems - inside your home

Our
responsibility



Your
responsibility
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When to report a repair that is our
responsibility

•

Please let us know immediately if you
need to report an emergency repair which
is our responsibility. The numbers shown
below under ‘How to report a repair’ are
available 24 hours a day, every day of the
year, for reporting emergencies. Further
guidance on emergency repairs is given
below.

Urgent repairs – within 5 working days.
These are repairs that don’t threaten
your health or home but which are a
serious inconvenience for example:
• minor communal roof leaks
• heating repairs (except replacement
systems)
• defective gutters / rainwater pipes at
blocks of flats

If the repair is our responsibility but is
not an emergency, you can contact us at
any time during normal working hours.
You can find details of our opening hours
in the ‘Who to contact’ section of this
handbook.
Response times for repairs that are our
responsibility
All repairs are classed as being
Emergency, Urgent or Routine and have
different target times. These depend upon
our surveyors, contractors and trade staff
being able to gain access to undertake the
work. Response times are measured from
when a repair is reported.
Emergency repairs- within a 24 hour
period. For example:
• storm, accident or flood damage to
communal areas
• gas leaks in communal areas
• dangerous electrics or loss of power
supply in communal areas
• blocked or leaking foul drain at blocks
of flats
• major water bursts in communal areas
• major communal roof leaks
20

major communal window / door
security

Routine repairs – within 20 working
days. These are repairs that are
needed to put something right that
isn’t causing serious inconvenience for
example:
• re-pointing brickwork at blocks of flats
• repairs to communal paths
• internal plaster repairs in communal
areas
• communal fencing
• minor plumbing leaks
When you report a repair that is our
responsibility, we have to decide
whether it is an emergency, urgent or
routine repair.
As this may sometimes depend upon
the special needs or circumstances
of you or your family, it is essential
that you give as much information as
possible when reporting a repair.

Emergencies
MHA:
MWS:

0800 358 6025
0800 731 9293

‘Emergency Repairs’ which occur outside
normal office hours, at weekends, or
during public holidays, should be reported
by telephoning the emergency repairs
call-out service on the number shown
above.
We operate an emergency repair service
outside our normal working hours, for
repairs that are genuine emergencies
only.
Where there is a hazardous situation our
aim is to carry out a temporary repair
to ensure your safety, followed by a full
repair during normal working hours.
We reserve the right to charge you the
cost of a ‘call-out’ when the repair work
is found not to be a ‘genuine emergency’,
or trades staff or contractors have no
access to your home. In addition, if
our employees or contractors call at
your home and you are not there, your
emergency repair order will be cancelled.

Information we need when you report
a repair
Whenever you report a repair, or ask
someone else to report it on your behalf,
please give the following information:
• your name
• your address
• a telephone number where you may
be contacted during the daytime
• as much detailed information about
the repair as possible.
Repairs for elderly, disabled and
vulnerable people
When reporting a repair, please let us
know if you or someone living with you
has any special needs, as this could affect
how quickly we will carry out the work.
People with special needs may include
those who are disabled, very elderly,
suffering from severe illness, or with a
very young baby.
Whether we decide to carry out the work
more quickly will depend on the nature of
the special need and the type of repair.

How to report a repair that is our
responsibility
MHA: 0800 358 6025.
MWS: 0800 731 9293
Please address all letters to:
Magna Housing Group Ltd,
Hollands House, Poundbury Road,
Dorchester, DT1 1SW
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3.2 Gas servicing and fire safety
Gas Servicing

Fire safety

Magna strongly recommend that you
have your boiler and other gas appliances
serviced once a year. It could reduce the cost
of repairs as well as ensure that your home
appliances are safe for you to use.

Specific advice for properties

Gas escapes

Oxygen

Gas escapes are serious and you need to act
immediately. If you smell gas, follow these
simple steps:
• turn off the gas supply, the main gas
on/off lever can be found next to your
gas meter.
• open windows and doors
• this will allow any gas which has built
up to disperse.
• do not turn on or off any light/sockets
or strike any matches
• when light switches etc are used, this
can often generate sparks which could
be enough to ignite any escaped gas in
the air.
• Call the number below immediately

Do you have medical oxygen in your
home? Please inform the fire service.

0800 111 999

22

If your fire alarm / smoke detectors
sound, get everyone out of the property. Close doors, and call the Fire Service.

Free Fire Safety Advice
The fire service offers free home fire
safety visits – if you would like them to
visit your home, contact either:
Dorset Fire and Rescue Service on
01305 259660 or Devon and Somerset Fire & Rescue Service on 0800 731
1822.

3.3 Cavity wall and loft insulation
If you live in a flat, the roof space and
cavity of the building belong to Magna
and permission for you to install cavity
wall and loft insulation is not permitted. If
appropriate, Magna will arrange insulation
works to blocks. We will inform you when
this is planned.
Not all properties are suitable for cavity
wall insulation. If your home is in a highly
exposed area that is subject to harsh
weather conditions, has a cavity of less
than 50mm or the structure would require
expensive remedial works in order to
install the insulation, it may be that your
home would not benefit from these works

3.4 Mould
Mould will occur in damp conditions.
Mould is usually a result of condensation.
If you treat mould in your home and
deal with the cause of the problem,
the condensation and mould should not
reappear.
You can reduce condensation by:
• covering pots and pans whilst cooking
and not leaving the kettle on a
continuous boil
• avoid using paraffin and portable
heaters. These emit a gallon of water
into the air every time a gallon of
paraffin or gas is burnt.
• dry washing outdoors as often as
possible. Tumble dryers must be
condensing or ventilated outside your
home. Leave a window open if drying
clothes on an airer.

and could prove to be detrimental to the
property.
If you require more information on this,
you can contact us on MHA 01305 214058
or MWS 0800 731 9293.
Loft Spaces are not designed for storage
purposes. Any articles you store in a loft
area are at your own risk. If we need to
get access to a loft for maintenance work
you may be asked to remove any items
you have stored there.

•

ventilate your home. It is important to
keep a small window or vent open.
If you have one, use an extractor fan
when you are cooking, showering,
bathing or drying clothes.

To kill and remove mould, wipe down
walls and window frames with diluted
bleach or a fungicidal wash and dry the
surface afterwards.
Dry-clean mildewed clothes and shampoo
carpets. Do not brush mould away.
If you need to redecorate, use a good
quality fungicidal paint to help prevent
mould recurring. The effectiveness of
fungicidal paints is destroyed if they are
covered with ordinary paint or wallpaper.
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3.5 Alterations
Alterations in your home
Your lease will say what alterations you
can make. Any structural alterations may
also need planning permission or building
regulation approval (or both).
Please note there may be a charge
for your landlord to grant consent for
alterations.
We can only withhold permission if we
have good reason. For example, if the
alteration will:
• make your home less safe
• increase our maintenance costs
• break building or planning regulations
or
• break the conditions of the lease.
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For structural alterations, we may get the
advice of a surveyor before we approve
your alteration. We may also ask the
surveyor to check that the completed
work is done to a good standard. We
will charge you the cost of the surveyor.
We will tell you beforehand how much
the surveyor will charge and get your
approval before we ask the surveyor to
start work.
We will ask you to return your home to
its original state if you make an alteration
without our approval.

Section 4 - Your home
4.1 In and around your home
Rubbish
It is your responsibility to dispose of your
household rubbish properly. You must
either use the communal bin provided
or put your rubbish out on the day of
collection. Please do not allow rubbish
to become scattered around in any
communal areas or become a nuisance in
anyway.
It is your responsibility to dispose of large,
bulky items. The cost to remove any large
items of rubbish from common areas will
be recharged to those who live there.
If you would like to know about recycling
arrangements in your area, please contact
your local council.
Pets in flats
Although a pet can be a great comfort, it
can also be a nuisance to neighbours.
If you want to keep a pet, you need
to request our permission. We will not
unreasonably withhold our permission. It
is important to check the terms of your
lease as some leases prevent home
owners from keeping pets.
In all cases, it is your responsibility to
keep your pet under control. If it causes
a nuisance we will ask you to stop the
problem. If you do not stop the problem,
we will ask you to rehome your pet.
No animal may be kept on any shared
area or communal grounds.

Every dog must be micro-chipped before
permission will be granted. We will not
allow any dangerous or illegal dogs to be
kept as prohibited by the DDA 1991.
Pest and vermin
It is your responsibility to deal with
pests such as ants, fleas and woodlice.
You should contact your local council’s
environmental health department for
advice if you have any problems with
pests or vermin, such as mice, rats and
wasp nests. Many councils will treat rats
free of charge but may make a charge for
other problems.
Satellite dishes and television aerials
Most blocks of flats have a communal
television aerial, for which we are
responsible. We will only allow one
satellite dish per block of flats. Permission
must be given by us before any aerials or
satellite dishes are erected on a property.
In some areas, you may also need
planning permission to erect an aerial or
satellite dish. Please note there may be a
charge for this consent.
Estate management
The quality of the area where you live is
just as important as the home you live in.
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We want estates to be in a good condition
and places where people want to live
and visit. Estate management involves
anything that affects the condition of the
estate. If we hold estate walkabouts
where you live, you will be invited to take
part.
Running a business
Your lease states that you may not use
your home for any trade, profession or
occupation. However, some forms of
work, such as childminding or typing,
may be acceptable. If you wish to run
a business from your home, you must
obtain our written permission and check
the conditions of your lease. For further
information please contact us.

Grounds maintenance
If your home has shared areas of land
with landscaping, grassed areas, flower
beds, hedges etc, they will need to be
looked after regularly. This work is called
grounds maintenance. We are responsible
for making sure this work is carried
out to set standards. The cost of this is
included in your service charge. We will
NOT normally give permission for you to
take on a shared area as your own, make
any changes or put up any buildings (for
example, sheds).
Private Gardens
If your lease includes a private garden,
you are responsible for keeping it neat
and tidy, including any hedges. You should
not allow rubbish to build up as it may
cause a hazard.

4.2 Neighbour nuisance, harassment, domestic
violence and anti- social behaviour
Magna is committed to tackling anti-social
behaviour and harassment experienced
by, or perpetrated by, our residents.

•
•
•

Your lease contains a general covenant
that you agree not to do, or allow
anything to be done to annoy or create a
nuisance to other residents or neighbours.
There are many things which can be
classed as a nuisance, harassment or as
anti-social behaviour. These include (but
are not limited to):
• racist, sexist, or homophobic
behaviour or language
• actual or threatened violence

•
•
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•
•
•
•
•

domestic violence
sexual abuse
using abusive threatening or insulting
words or behaviour
foul language
damaging or threatening to damage
another person’s home or possessions
writing threatening, abusive or
insulting graffiti
loud music
arguing and door-slamming
dog barking and fouling
operating noisy machinery or any
other noisy activity for an excessive

•
•
•
•
•

•
•

amount of time or at unreasonable
hours
offensive drunkenness
rubbish dumping
drinking alcohol in shared areas
obstruction of communal areas
skateboarding or playing ball games
where this is likely to cause nuisance
or annoyance to nearby residents or
where such activities are not permitted
breaching local byelaws
doing anything else that interferes with
the peace, comfort or convenience of
other people

What you should do if you are suffering
from neighbour nuisance, harassment
or anti-social behaviour
Remember people react differently to
nuisance. Behaviour that causes extreme
annoyance or distress to one person may
hardly be noticed by another. You may
also find that behaviour that you feel is
disturbing may not be a nuisance in the
legal sense.
In the first instance, the best course of
action is to talk to the person responsible
for the nuisance. If this is not possible or
if it does not work, it is important that you
keep a written record of the dates, times
and duration of the nuisance.
Also make a note of what is disturbing you
and what action you took yourself to get
the nuisance stopped.
If the problem continues, you should
contact us and provide us with all the
necessary information. You will need to
tell us your name, address and details

of the nuisance. We can deal with
anonymous complaints, although the
actions we can take are more limited.
If you feel you are being threatened or you
are in danger, or the behaviour involves
criminal activity, it is very important that
you report any incidents to the police.
What we can do to tackle neighbour
nuisance, harassment and anti-social
behaviour
If you report nuisance, harassment,
domestic violence or other anti-social
behaviour, we will take all the details from
you and investigate the problem.
This may involve visiting you and other
neighbours to gather more details; taking
photographs; talking to the police or other
agencies; and supplying you and other
neighbours with log sheets. Log sheets
are for you to use to keep a record of the
incidents that disturb you. We may ask
to see any supporting evidence such as
photographs, video footage, doctors’ letters
etc.
If the person causing the nuisance is
one of our tenants, shared owners,
leaseholders or licensees and there is
a breach of their tenancy agreement or
lease, we will usually visit your neighbour
to discuss the problem. We may also write
to the neighbour asking them to stop the
nuisance.
If the person causing the nuisance is
not one of our tenants, shared owners,
leaseholders or licensees, there may be
less we can do. However, we will offer you
advice on action you can take and support
you.
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Noise nuisance
If the nuisance is a persistent noise
problem, we can refer the matter to
your local council’s environmental health
department. They can take action for
statutory nuisance.

Magistrates’ courts can also decide that a
noise nuisance is a statutory nuisance and
should be stopped. For more information
on this, contact us, your local council’s
environmental health department,
your local Citizens Advice Bureau or the
Magistrates Court.

To report:
MHA

MWS

t: 01305 216090 or outside of office hours
0800 358 6025

t: 0800 138 6107

Write to the ASB team at Hollands House,
Poundbury Rd, Dorchester, Dorset, DT1
1SW.

write to us at St Peter’s House,
Bridge Street, Williton, Somerset, TA4 4NR

e: asbteam@magna.org.uk or
tenancymanagement@magna.org.uk

e: nuisance@magna.org.uk

Completing a copy of the Incident Diary.
You can find this on our website at

Completing a copy of the Incident Diary.
You can find this on our website at

www.magnaha.org.uk

www.magnaws.org.uk

Other useful contact details

National Domestic Violence Helpline

Crime stoppers 0800 555111.

24 hour free phone service 0808 2000 247.
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4.3 Parking, garages, abandoned vehicles and
vehicle repairs
Where should I park?
Most homes have parking available,
whether it is on a drive, communal areas,
designated spaces, or on the highway.
Parking can cause problems between
neighbours, so please park considerately
and remember the following:
please do not park in a position which
might obstruct emergency service
vehicles or vehicles belonging to your
neighbours.
you may not park commercial vehicles,
caravans, boats, trailers or similar vehicles
on our land without our permission
you must not park untaxed or
unroadworthy vehicles on our property.
Abandoned vehicles
Abandoned vehicles are an eyesore and
can be a danger, particularly to children.
They also become a focal point for
vandalism and other anti social behaviour.
We are committed to working with the
Police and local councils to address the
problem of abandoned vehicles.

•

in an accident, then it is best to
telephone the police.
any other vehicles on open land or
roads should be referred to your
local council’s environmental health
department.

Whoever you contact, try and give
full details of the vehicle. This should
include: make, colour, location, condition,
registration number and whether or not
there is a valid tax disk.
Cars must not be left abandoned on our
property. If they are, we shall arrange for
them to be towed away and disposed of.
Vehicle repairs
Minor repairs to your own vehicle are
allowed at your home or on the adjacent
highway, but commercial repairs are not.
Major repairs are not allowed at your
home or on the roads nearby.
Problems with repairs to vehicles carried
out on the highway are dealt with by your
local council’s highways department and
the police.

If you think a vehicle has been
abandoned, please take the following
action:
• if the vehicle is on land belonging to
Magna, contact your local office
• if the vehicle is on a road and is
causing an obstruction, is dangerous
or appears as if it has been involved
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Section 5 - Paying for your home
5.1 Rent, service charges and sinking funds
As a shared owner, you will pay a ground
rent and a specified rent. If we provide
you with services that you share with
more than one property, a service charge
will also apply. The payment of rent and
any service charges is covered in your
lease.
You may also contribute towards a sinking
fund if any common parts will require
replacement over time.
Your rent
Your rent (this is not to be confused
with ground rent paid by leaseholders)
is calculated as a proportion of the total
rent for the property, based on the
proportion of the share you do not own.
For example, if you own a 50% share, you
pay 50% of the total rent.
Rents are reviewed each April for most
schemes. Please refer to your individual
lease for specific details on rent increases.
We will send you at least one rent
account statement each year. If you would
like a statement at any other time, please
contact us.
Your service charges (if any)
Our financial year starts on 1 April and
ends on 31 March the following year. Each
financial year you will receive a service
30

charge statement detailing the services
provided (if any) and a breakdown of the
amount payable per month.
This statement is our estimate of what we
expect to spend on the various services.
Examples of items classed as services
include the following:
• cleaning and servicing of communal
areas
• refuse services
• lighting of communal areas
• caretaking services
• grounds maintenance
• maintaining communal equipment.
This list is not exhaustive.
The estimated service charge will vary
from year to year depending on the
circumstances, for example, if there are
new contractors or new services. The
starting point for our estimate is what we
have actually spent in recent years and
what we know the cost of the services
will be for the year ahead. We start
the budget process in October and will
tell you about changes to your service
charge in February before the start of the
financial year.
The service charge you pay depends on
the calculated service charge estimate.
Most costs are shared equally. Service
charge costs can depend on the size of
your property and also on the conditions
set out in your lease.

At the end of the financial year we
prepare an account that shows our
actual spending. Our service charge team
produce the accounts, which are checked
and internally audited. We will send you a
copy of the accounts within six months of
the financial year-end.
We will make any adjustment for any
underpayments or overpayments you
have made in the following year’s service
charge statement.
If you have any queries regarding service
charges, contact the home ownership
officer. Please see contact details in the
‘Who to contact’ section.
If you would like to see proof of the
actual service charge, you are welcome
to inspect all the invoices and supporting
documents. If you wish, we can make
copies of these documents. We will
charge you for photocopying. If you
would like to inspect the invoices, please
contact our service charge team to make
arrangements.
Sinking Funds
A sinking fund is money that has been
charged over a period of time to pay for
future works and repairs to communal
areas. Details of what your sinking fund
covers should have been provided to you
on purchase of your home and every time
the contributions are revised.
Typical items where sinking funds are
maintained include communal TV aerials,

car parks, boundary fences, street lighting
etc.
We work out how much the sinking fund
should hold by estimating how much
certain items would cost to replace at the
end of their ‘life’. This is the basis for our
collection each year, so we should have
enough to cover all the costs in the future.
We regularly review the sinking fund to
make sure there is enough to cover the
cost of the works. There may be times
when we get our estimates wrong and
there is not enough money in the fund
to pay for work that is needed. If this
happens we will consult you, but you
will be charged the shortfall when the
relevant works are completed.
We collect sinking fund contributions
through the service charge, and hold it in
a trust account that makes interest. The
interest is added to the fund each year.
You will receive an annual statement at
the end of July that gives details of the
balance of the fund, how much interest
has been earned after tax and money
paid in and out.
When you sell your property your buyer’s
solicitor will generally ask if there is a
sinking fund to cover the cost of major
one-off works. This could make your
home more attractive to buyers. All
contributions you make to the fund will
still remain in the sinking fund attached to
your property if you decide to sell. We will
not make any refunds.
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Disagreements about service charges
Tell us if you are not happy about the
amount we have asked you to pay as a
service charge. We will investigate your
concerns. We will give a full response.
If we agree with you, we will tell you
what we are going to do to put things
right.
If we cannot agree a way to sort out
the disagreement, either you or we
can apply to the Residential Property
Tribunal Service (also known as the First
Tier Tribunal or FTT), who are made
up of experts such as solicitors and
surveyors who have the power to settle
disagreements about services and service
charges.
How much is an application to the FTT?
The application fee is payable by the
applicant and depends on the sort of
application being made. For applications
relating to the challenge of costs, the fee
is based on the amount in dispute and
for other applications it is based on the
number of flats to which the application
relates. Where a matter proceeds to
hearing, there is an additional £150
hearing fee payable. At the moment, the
maximum fee payable is £500.
There are currently no fees payable
where the application relates to the
enfranchisement of houses or flats and
lease extensions.
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Fees can also be waived or reduced
where the applicant is in receipt of certain
benefits.
Important rights for those who pay
service charges
If you pay a service charge you have a
number of important rights, including to:
• be told beforehand about any
changes to your monthly service
charge payment
• see a summary of the service charge
costs for the previous year, and to
inspect the accounts and invoices on
which the summary is based
• receive a summary of the building
insurance policy for your building
• be consulted about work if the cost
to shared owners is more than the
amounts set by legislation
• be told about service charge costs to
be charged at a later date, within 18
months of the cost being spent
• challenge your service charge at a
residential property tribunal service.

5.2 Ways to pay
There are a number of ways that you can
pay your rent, service charges and any
sinking fund contributions:
By cheque:
Please make all cheques payable to
Magna Housing Association or Magna
West Somerset Housing Association and
write your name, first line of your address
and your tenancy reference number on
the back of the cheque. You can post this
(see below) or drop it in at any of our
offices. For our office details and opening
hours, see the “Who to contact” section of
this handbook.
By post:
Send a cheque payable to Magna Housing
Association, or Magna West Somerset
Housing Association, with your name, first
line of your address and your tenancy
reference number on the back of the
cheque. For MHA, post this to Hollands
House, Poundbury Road, Dorchester DT1
1SW. For MWS, post this to St. Peters
House, Bridge Street, Williton, Taunton,
TA4 4NR.
Direct Debit:
If you wish to pay by direct debit please
contact us on 01305 216067 for MHA,
or 0800 138 6107 for MWS and ask for a
form.
Internet:
You will need to register on our websites
(www.magnaha.org.uk for MHA and
www.magnaws.org.uk for MWS) as a user.
You will need your tenancy reference
number.

At the Post Office:
By cheque - (made payable to Post Office
Ltd), or cash or debit/credit card and
using your rent card or Giro payment slips
- please ensure your tenancy reference
and first line of your address are included
on the giro slips.
Standing order:
Please contact us for a form or ask your
Bank/Building Society to set up a standing
order to:
For MWS: Magna West Somerset Housing
Association Ltd, Account 00327255: Sort
code: 20-26-62: quote your personal
reference (P4... etc).
For MHA: Magna Housing Association Ltd,
account 30940879, sort code 20-26-62.
Tell them your tenancy reference number
to make sure the payments reach your
account. You will need to change
payment amounts when charges change.
Employees:
If you are a Magna employee, your
charges can be deducted from your salary.
Please do not send cash or put cash
through our letterboxes.
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5.3 Rent and service charge arrears
Your lease states that all payments,
whether for service charges or rent, must
be paid monthly in advance.

•
•

You will be in arrears if you have not paid
the amount due within the date specified.
If you have any problems paying your rent
and any service charge you should speak
to us at the earliest opportunity. We may
be able to accept late payments and we
can usually give you help and advice.
If you need any help, for example, if you
do not find it easy to read or write letters,
please let us know.
If you would rather discuss your service
charge and rent arrears with somebody
else, you can get advice from your local
Citizens Advice Bureau or other advice
agencies.
If we do not hear from you and you do
not pay the outstanding charges, we
will write to you again. We will explain
what action we will take if you fail to
pay your outstanding rent and service
charges. Action we may take includes the
following:
• contacting your mortgage lender
before taking legal action that may
result in you losing your lease. Your
mortgage lender may choose to pay
the amount you owe to prevent you
losing your lease and to protect the
security of their mortgage. If your
mortgage lender pays us, they will
add an amount to your mortgage
loan.
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•

taking small claims action in the
county court.
asking the county court to end your
lease and evict you from your home.
We would only ask this as a last
resort and to clear your debt from the
proceeds of the sale of your home. If
we take legal action, we will always
ask the courts to add our legal costs to
your outstanding balance.
Please do not ignore our letters. We
will give you as much help as possible
to help you clear your arrears, but if
you do not contact us we will take
further action.

Mortgage arrears
The mortgage contract is between you
and your bank or building society. If you
have financial problems which may mean
you cannot pay your mortgage, you
should let them know as soon as possible.
If you do fall behind on your payments
and cannot agree on a solution with your
bank or building society, there is a risk
they will take possession of your home
and sell it. You would be entitled to your
share of the money received, after all
your debts have been paid.
Housing Benefit and other benefits
If you are not working, or are on a low
income, even temporarily, Housing Benefit
can be paid on shared ownership rent and
eligible service charges. Housing Benefit
is relatively simple to claim and is paid by
your local council. You can find details of
your local council in the “Who to contact”
section of this handbook.

Rent and service charges through a typical year
Month

Rent and any service charge (including sinking fund)

April

You will pay a new rent and service charge from 1 April
May – October We will prepare actual service charge spending
against the estimated charge already paid for the year ending 31
March

September

You will receive a summary of the actual service charge spending
against the estimated charge already paid for the year ending 31
March.

November

We will start preparing the estimated service charge for the
following year. This will include a review of the previous year’s
expenditure together with any planned maintenance and major
work. We may invite you to a meeting or provide additional
information if there is a major increase in the service charge.

December January

We will finalise the service charge statements for the year to begin
on 1 April and send them to you as soon as possible.

February –
March

You will receive notice of the new monthly charge due to begin on
1 April. If you pay by direct debit, we will change the amount to be
collected from 1 April. If you pay by standing order, you will need
to make arrangements with your bank to change the payment
amount.

The table above gives an example of a typical year, assuming a new rent
and service charge as at 1 April each year. Your service charge may alter at a
different time of the year.

35

Section 6 - Moving home and staircasing
6.1 Staircasing, subletting and moving home
Staircasing
Most shared ownership leases allow
the right to acquire further shares in the
property by a process commonly known
as “staircasing”. Most leases provide for
staircasing of a minimum of 10% and in
multiples of 5%, but you must check your
individual lease.
In the first instance, please write to us.
We will get your home valued and let
you know the cost of the further share.
You will have to pay the valuer’s fee plus
any legal fees with your own solicitor. You
will normally have 3 months to arrange a
mortgage and complete the purchase of
the further share.
Subletting
Depending on your lease, subletting of
the whole or part of your property may
not be permitted. However, we may
consider granting permission for this in
exceptional circumstances. Please contact
us for further information on this. There
may be a charge for this service.
Extending your lease
A ‘lease’ is a right to use a property for
a period of time. As a lease gets shorter
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the value of the lease decreases and it
becomes more expensive to extend the
lease. Initially, your home would have
been granted with either a 99 or 125 year
lease. This is why it is often a good idea
to increase the term of a lease before it
falls below 80 years.
Sometimes it is difficult to sell a property
with a short lease because mortgage
lenders may be reluctant to lend money
on some properties with short leases. This
would only be an issue if a property is
being resold.
You will be responsible for the
freeholder’s “reasonable costs”. This is
limited, to the professional fees such as
legal and surveyors costs, e.g. you would
have to pay for the freeholder’s valuation,
if required, and the legal costs of drawing
up a new lease as well as the cost of his
solicitor checking your right to make the
claim for a lease extension. You would
need to have been the owner of the lease
for at least 2 years in order to qualify for a
lease extension. You will need to contact
your solicitor for more information on
lease extensions.

6.2 Selling your home
Assigning/ selling your home

Breaches of your lease

If you wish to assign your interest in
your home, you should notify us. We will
usually have a period of 8 weeks in which
to find a suitable nominee. The nominee
will have 12 weeks in which to enter
into a binding contract to purchase your
home, from the time of receipt of a draft
contract. You will need to obtain your own
property valuation from a chartered valuer
and arrange for an energy performance
certificate (EPC) to be carried out. If we
are unable to sell your property, you are
free to advertise on the open market.

Each lease contains a provision that allows
us to end your lease if you break some of
the conditions, for example, if you do not
pay the service charge or rent. See page
36 of the handbook for more information
about arrears.

In order to sell your home, we shall
need confirmation that an EPC has been
completed and we shall need your
permission to advertise your contact
details in order for the potential buyer to
arrange viewings with you.
Once you have purchased the full share
of your home, you are free to sell on the
open market, although you should take
advice from your solicitor to see if there
are planning restrictions affecting this.

If we consider you have broken the
conditions of your lease we will write
to you to explain how you are breaking
the conditions and what you must do to
put it right. If you continue to break the
conditions of your lease we will write to
your mortgage lender and ultimately we
may ask the court to end your lease. We
will only do this as a last resort.
The court will ask us to prove that:
• you have broken the conditions of
your lease, and
• it is reasonable for you to lose your
home.
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Section 7 - Who to contact
Key contacts in MHA:

Key contacts in MWS:

•

leasehold management
01305 216060
homeownership@magna.org.uk

•

housing management
0800 1386107
westsomerset@magna.org.uk

•

anti-social behaviour team
01305 216090
asbteam@magna.org.uk

•

anti-social behaviour & nuisance
0800 138 6107
nuisance@magna.org.uk

•

legal department		
01305 216084

•

•

rent and arrears enquiries
01305 216067

customer services		
0800 138 6107
westsomerset@magna.org.uk

•

•

repairs reporting
0800 358 6025
repairs@magna.org.uk

legal department		
01305 216084

•

rent and arrears enquiries
0800 138 6107

•

resident involvement		
01305 216064
residentinvolvement@magna.org.uk

•

repairs reporting
0800 731 9293
mwsrepairs@magna.org.uk

•

service charges		
01305 216118

•

resident involvement		
01984 635134

•

service charges		
01305 216118

In an emergency out of normal working
hours: 0800 358 6025

Magna offices

In an emergency out of normal working
hours: 0800 731 9293

Our offices are open between 8.30am and 5pm Monday to Thursday, and between
8.30am and 4.30pm on Friday unless stated otherwise.
Hollands House
Poundbury Road
Dorchester
Dorset DT1 1SW
Fax: 01305 216099
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St Peter’s House
Bridge Street
Williton
Somerset TA4 4NR
Fax: 01984 635139

Magna Housing Group Limited
Hollands House
Poundbury Road
Dorchester
Dorset DT1 1SW
@MagnaHousing
facebook.com/magnahousing
www.magna.org.uk

