Rent and Service Charges

This booklet includes information on:
Rent

Service Charges

Arrears
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Rent

All you need to know about paying your rent, shed and service
charges to ISHA.

When is your rent due?

All rent payments are due either weekly but if you like to make monthly payments
these should be made in advance.

Ways to pay:
Direct Debit is the easiest and simplest way to pay your rent and shed charges

We offer any working day collections. All direct debit payments are expected to be
made in advance.

Online

You can pay your rent directly on the Allpayments.net website using their secure
online payments system. You'll need your Payment Reference Number (the 19-digit
number on your rent card), and a credit or debit card. Just follow the registrations
instruction and once set up you will be able to make your payment on the move.

Allpay APP for your mobile

You can download the Allpay mobile phone app at: http://www.allpay.net/allpay-
payment-app . The payment app is available for iPhones (iTunes), Android phones
(Google Play), and Windows phones (Windows Phone Store), and is a secure
payment system.

Online, standing order or telephone bank transfer

A safe and convenient way to pay ISHA is via online banking or telephone banking to
our account.

Our account number: 2067 3803
Our sort code: 20-45 93

You will need to quote your account reference number. (This can be identified in any
statement or rent letters that we have sent to you)

Once you have set your instruction up with your bank, then you can repay the same
amounts each month. You remain in control of when your payments are made to us.
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Your rent payment card

You can pay your rent in cash at outlets across the country, including:

o Newsagents

e Supermarkets
e Petrol stations
o Post Office

Please make sure you keep your receipts and check your payment against your next
rent statement. You can contact us at any time if you would like your rent statement.

Housing Benefit

If you are unemployed or on a low income you may be entitled to financial help to
pay your rent. You can check your entittlement by logging onto www.entitledto.co.uk

Even if you receive housing benefit you must pay your full rent in advance. As
housing benefit is paid in arrears we recommend that you pay £5.00 per week to
bring your rent account in line with the terms of your tenancy.

This is also the case if part of your rent is paid by housing benefit. Whilst you are
waiting for housing benefit to be paid we expect you to pay part of your rent unless
you provide us with evidence you will be entitled to full housing benefit. It is your
responsibility to ensure the Housing Benefit is paid to ISHA and that the rent is paid
in full.

Universal Credit

If you are claiming Universal Credit, then your rent and eligible service charge
element will be paid directly to you. It is your responsibility to make sure that full rent
payments are made to ISHA on time and in line with the terms of your tenancy
agreement. If you go into arrears ISHA can apply to have the rent element paid
directly to us and may apply for deductions from your Universal Credit allowance to
clear the arrears.

Telephoning the office

By prior arrangement or in exceptional circumstances you can make a one-off
payment by contacting our Customer Services Team. But this is not a long-term
arrangement. There may be an additional charge if you use a credit card.

Keeping track of your account

You can contact our Customer Service team by telephone on 0300 131 700 or email
isha@isha.co.uk with a request to obtain an up to date balance on your rent account.
Please have your reference number when contacting ISHA to discuss your account.
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How to calculate monthly payments

If you pay every month you can work out the amount of your monthly payments.
Simply multiply your weekly payment by 52 weeks and then divide the answer by 12
months: £weekly payment x 52 + 12 = monthly rent payment

Remember, some years have 53 rent weeks. You can work out your monthly
payments for a 53 week year as follows: £weekly payment x 53 +12 = monthly rent
payment.

Please contact our Customer Service Team for advice and help when setting up your
account or confirming your payments.

Service Charges

What are service charges?

Service Charges are costs you pay to cover the upkeep of the common areas
including the maintenance of the block. The law says they must be reasonable and
carried out to a reasonable standard. They can include the following:-

= Cleaning and gardening of the common parts such as stairwells, lobbies and
corridors.

= Repairs and servicing of items such as lifts, entry phones and fire equipment.

= Repairs to communal areas such as windows.

At ISHA we want to deliver a value for money service and ensure we give you clear
information about our charges.

How are they calculated?

The service charges are calculated on current contract cost e.g. cleaning and ground
maintenance contract; and estimated cost on all communal utilities services. We
have no control over the estimated cost, as these are based on usage e.g.
communal water and electricity; the annual inflation rate is also added to the total
cost.

Fixed Service Charge

The Fixed Service Charge is where ISHA fix the service charge according to our own
estimates and costs of providing the services. If the estimates prove to be too low,
ISHA will have to fund the shortfall and if the estimate is too high, ISHA will keep any
surplus.

Are they covered by housing benefit or universal credit?
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Most of the service charges are for communal areas and these should be eligible for
housing benefit. If your rent includes personal items such as heating, electricity,
laundry facilities or water, you will need to pay these yourself as they are not covered
by housing benefit or universal credit.

What if | don’t agree with the items on the service charge
schedule?

Please contact us. We'll investigate your query and get back to you but please note
that it may take a few weeks for us to check and correct. We will keep you informed
of progress.

How does the service charge work?

Service charges will differ from one scheme to another and depend upon the layout
of the estate, the type of property you have purchased and upon the terms of your
lease. ISHA is only allowed to make charges for services specified in the lease.

At the end of each financial year ISHA will account to you for service charges
collected by preparing a statement of income and expenditure, showing actual costs
compared to a service charge income. The statement will also show the balance in
any sinking fund in respect of the provision for future repairs and maintenance.
Sinking funds will be held in separate business reserve accounts.

If the total spent is less than our estimate, then your service charge account will be in
credit. In this case we will normally refund you with your share. If we spent more than
we estimated then we must ask you to pay your share of the shortfall. If there is a
substantial shortfall in income at the end of the financial year, we will discuss
repayment methods with each individual owner.

If | am paying insurance to ISHA, do | need to have my own
buildings insurance?

You do not need to obtain your own buildings insurance where we hold the freehold
because ISHA covers this. However, you will need to obtain your own contents
insurance. If you want to obtain details of your insurance policy please contact ISHA.
Where we don’t own the freehold, the management company will pay the building
insurance. All insurance payments are included in your service charge. See the
Useful Information Leaflet for details about contents insurance.
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Arrears

Avoiding rent arrears.

If you are having problems paying your rent please contact ISHA. We will then be
able to advise you about the possibility of receiving benefits or other arrangements
which may help.

We will talk to you in confidence and find a way to help. If we cannot help you
directly we can put you in touch with other agencies such as Citizens Advice Bureau,
Step Change and Shelter advice line. These services are free of charge.

If you fall behind with your rent.

If rent arrears build up we may be forced to take action against you which could
result in the loss of your home. It is important that you do not ignore our attempts to
contact you as this can lead to further action against you.

If you get into arrears you must pay the amount back or come to an agreement to
pay a regular amount towards your arrears.

If you do not do this we have the right to take you to court and seek possession of
your home.

We’'re here to help

If you need help or advice with debt then you should contact ISHA. We will do our
best to support and help you to resolve your problems. Timing is crucial so contact
us as soon as you are in financial difficulty and avoid building up large arrears. We
may carry out a home visit and ask for evidence of your bills.

You can contact Step Change on 0800 138 1111. This is a free independent
confidential service to discuss your debts.

Making arrangements to repay arrears.

We expect our customers to clear arrears within 28 days. If this is not possible, you
may be asked to complete an income and expenditure form before an arrangement
is made. Once you have made an arrangement you must keep to the terms as failure
to do so can result in court action being sought. This may add an additional sum to
any amount due.

How can | get help with my rent payments?
Please look at your local authority website for further information on how to claim.

Universal credit — Please refer to the DWP website
https://www.gov.uk/guidance/universal-credit
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For further information or any queries please contact ISHA on 0300 131 7300 or visit our
website www.isha.co.uk If you would like this booklet translated or in a different format
please contact us directly.

Albanian
Pér informacion & métejshém ose pér ¢do pyeije ju lutemi konilakoni ISHA né 0300 131 7300 ose vizitoni fagen fone té
internefit www isha co uk Nése KEfg broshuré e doni & pérkihyer ose né njé format tjetér ju lutermi na kontakioni direkd

Arabic
o gfgﬁﬁgr'fgwrﬁﬁamr@f{raw&. Lo
wwwishacouk =il b= Lede A& 47 #0300 131 7300
] A el it ) e e A e 1]
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Bengali

HF3 BT Y (9T AT (FT9 TT YIS AAT F09 0300 131 7300 =197 /SHA-T ST0Y CITSTIETST FFa
SYIT WS SWIFEB www . isha co vk (74 SAfa 9 4% fFF1ie == sram s a7 g w33 s
BT (I0Ha =A520% FF A= ANY S5 (AT FF1.

French

Pour tout renseignement ou problé me supplémentaire, veuillez contacter ISHA au 0300 131 7300 ou visiter notre site
www isha co.uk Sivous souhaitez avoir la traduction de cette brochure ou 'obtenir dans un format différent veuillez
bien nous contacter directe ment.

Gujarati
ay MR e 518 ysuze 12 sul 52 ISHASDL 0300 131 7300 Uz dud 53l wadl wdl dauds

www.isha.couk Yol ¥l M wl YEast eunlcz sAAcll wudal ol A azunl A A, A su sda 23l
Hledl dus sa

Hindi

AiDk pwnbavrl Xw iksl svwl ky IlIE kfpXw eéSw (ISHA) ko 0300 131 7300 pr tyilPon by Xw hmwrl vybswe ét

www isha couk dyKyM[Xid Awp es puiEgkw kw Anuvwd Xw esy ksl AfX £vip myN lynw cwhgy hYN qo kfpXw sIDw
hmsy sppké kryM[.

Polish

W przypadku pytan, lub w celu uzyskania dalszych informaciji, prosimy o kontakt z ISHA pod numerem 0300 131 7300
lub na stronie www.isha.co.uk Prosimy o bezposredni kontakt z nami, jeZeli potrzebne jest tumaczenie tej broszury lub
udostepnienie jej w innym formacie.

Somali

Macluumaad dheeraad ah ama wax weydiinba fadlan kala xirir ISHA oo laga helo 0300 131 7300 ama boogo
webseytkayaga ah www isha co uk Haddii aad jeclaan laheyd buug-yarahan oo turjuman ama gaab kale ah fadlan toos
noola soo xinir.

Spanish

Para mas informacion o cualguier consulta puede ponerse en contacto con ISHA llamando al 0300 131 7300 o visite
nuestra pagina web www .isha couk Si desea este folleto traducido o en un formato diferente, por favor, pdngase en
contacto con nosotros directamente.

Turkish

Daha fazla bilgi isterseniz ya da sorulanniz varsa litfen biz ISHAN 0300 131 7300 numaradan arayiniza ya da
websitemiz www.isha. co.uk ‘'u ziyaret ediniz Bu kitapcigin baska bir formata geviriimesini istiyorsamz lGtfen bizi
dogrudan araymiz.

Urdu
S alaghnghes oflge 0| SHA e adul g e ped ol s 0300 131 TI300skes g S Bl opmess www isha.co.uk
i S ) il ol et s T e ) P e g S e B ) x ke B el e Sl

Viethamese
Dé biét thém théng tin hodc néu ban cé bat ky thic mac ndo, xin vui 1éng lién hé vdi Isha theo s 0300 131 7300 hozc truy cép
vao website cia chiing t61 tai www.isha couk Néu ban mudn cudn sich mong nay droc dich hode co mdt dinh dang khic.
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