LB Brent & i4B Holdings Ltd Service Level Agreement - 2023/24 to 2024/25
Schedule One - Services and Service Requirements

Corporate Services

Ref Services Description Period 4B Trading Service Service Area Lead Officer KPIs Performance Required
Account
Headina
Ta | Company Stategic & Corporate Support_|The Senice Provider shall provder deivery support. The Senice Provder willbe | 2023102025 |Corporate | Company Support | Transformation | Diectorof | /A Supporting monhly board meetings
responsible for coordinating service areas and providing a clienting service on enices Transformation
beRalf o 48. The Senice provider wil actin a client rle between the Comparies Providing any retus required 1o external rganisations
and the Council, including negotiating and managing Service Level Agreements,
raising any issues with senvice delivery and ensuring action plans are developed ports on the p are complied and reported o the Board
and implemented in response to these.
Ensuring 100% of complaints, FOs, SARS etc are responded (o within stautory imescales
e Senvice Provider shall provide company secretary services. This will include:
Providing support and guidance to th Board, Chair and Shareholder; Ensing that Atend monttly SLA meetings on behaf of 48
all operations of the Company comply with the necessary statutory and regulatory
requitements; Faciltating the acquisiton of nformaion by board members Provide an annual performance review
Assvsﬂnq ‘with the compilation of board papers and filtering to ensure compliance
good govemance: wit
SuDDnmng regular board meetings; Carrying out research and policy deve\or)mem
work to suppor the work of the Company; Any other duties o coorcinate and
support the work of the Company. The Service Provider will provide services to
tedquirements for management of data and
freedom of mﬁormalmn and commam\s handling. The Service Provider will support
the company to maintain and improve s performance. The Service Provider shall
pOr Qov collating the suh
wil
creation of reports from the Northgate and Lnssvan asset managemem SyStem and
{for collating report from sub-coniractor weeKly and monthly reports.
5 |Financial Services and Administration | The Senice Provider shall provde the board with financial and business plan | 2023102025 |Financial | Financial Management | Finance, Head of Finance [NA ‘Adnering 1o all accouniing deadines
Support and financial management senices including: Financial reports to the Management & |& Support Companies
Board: Proviing an analyss of financial performance against business plan Suppornt Ensuring all sub-contactors are invoiced and payed within specifid deadines
assumptions; Managing the Company’s accounts; Providing advice to the Company
s requested: inputting and management of the Company’s financial management Monthly financial eport to be provided to the board
systems. mc\uqu Oracle; Invoicing and payments to sub-contractors; FSC,
payments to the g the 4 weekly Providing financial support for annual business planring
electronic Daymem of rent and other items to the Cumvanys aocmml lvom housing
ing the Annual review of the Company's financial model
Service meders/cumpames business model; aﬂm\mslevmg the Iuan aqveemem
Monthly rent reconciiations
T |Commercial Legal Support The Sevice Provider shall provide the board with legal adhice and supportin 2023102025 |Legal Senices |Commercial Legal |Legal Senices | Corporate NA Provde advice by agreed deadines
relation to a range of company and commercial matters: to include legal advice in Support Director -
relaion 1o the procurement and preparaion of service coriracts for the company: Govemance
he preparation of legal documeniation and procedures for the company; advice and
assisance i relation o any joint atangements of merger proposals incuding all
necessary due diligence.
1d Insurance The senvice provider will administer the company's insurance requirements 2023 to 2025 Financial Insurance Finance Head of Finance -| N/A The service provider will insure all properties purchased by the company on the same day of
including propeny, director, publi iabilty and any others such as professional Management & Insurance puchase and tenew nsurances on an annual basis uless nformed not 0 do so. The sendce
indemnity, vehicle and employee liability as required. Support provider will inform the Board of insurance costs and manage claims on behalf of the company. The
enice provider shall renew other Insurances required by the company and diectors as required 1o
protect the company, yees, directors, customers and public. The service provider will
Undertake any adiional project work as agreed between the Company and the sence provider
Te[Serior Coporate Management The senice prowder’ corporale management team il oversee iasks wilin heir | 2023102025 |Corporate | Senice Provider Finance Head of Finance [A Vonihly board meeings
deparments to ensure performance and standards are maintained. Senvces Corporate Governance Companies
(@l senvce areas)
i Internal Audit & Investigation To deliver a suite of risk-based intemal Auﬂu work that provides assurance 1o the | 2023 (0 2025 Corporate Internal Audit (Audit and Head of Audit | N/A Agreement of annual internal audit plan. mvesngauun support as required. Additional project work as
Board and Senices Invesigaion [and Investgation agreed between the Company and senice pro
ovemance, el conot a5k nanegemen. arengemerta, Aty
comuption supportwill iso be provded, where reauired.
g [inomaton Govemance nformation Governance support {0 promote good company govemance and data | 202310 2025 | Corporate | Inormation Govemance | Digital nomaton |NA nformation Govemance suppor s fequired
processing Sences Transformation mance
Landlord Function
Ret [Services Description Period B Trading Service Service Area | Lead Officer Weis Performance Required
Account
Heading
2a | Company Housing Management Support_| Management of Neighbourood Sevices, Income Colection and Lettings on benalf 2023 102025 | Housing Housing Management | Resident Senices | ead of Fousing [ A Vonthly performance SLA mestings.
of 4B, Management a
Neighbourhoods Issue : areasonable by the void tum around
The Senvice Provider will be responsible for liaising with residents, customer care, time)
ASB cases, complaits, tenancy veriication visits and managementof tenancies.
Al complaints dealt with within statutory timescales.
The Senvice Provider shall be responsible for al aspecs of ent and service charge
collcionand aears management g he condst and managementof el The Senice Provider shall keep and maintin accurate records of allacton taken on neighbour
targe 9% ofal rent and disputes, allegations of harassment, ant-social behaiour (ASB) etc. and shallprovide nformation
A i calecion e of3.5% & &pacied s th poniolts relating t the nature and stats of these maters n ts monthly performance reports.
The Senice Provider will lso be responsibl for collecting former tenant arrears. Visits carted out at all propertes every six months
Service Provider will provide 148 with an annual report outlning historic debis
that are deemed unvecoverable. Where the Senice Provider Rentand any other charges collected will be paid t0 4B on a monthy basis
unrecoverabe they will fllow i48 procedures to seek permission from i48 o write
o the deb. Monthly reports on all 4B accounts, and when accounts are in arrears what action s being taken.
The Senice Provider will cary out the leting of new acquisiion voids and re-et Rents are paid 0 45 on a monihly basis
o, ncung h cayg ot of vevings andsg-s and ne preataion o
ments, such as tenancy agreements and sign-up packs incuding Lettings are carred out inline with overaltarget void times
Teaured complance cerfcaton
b [Housing Management - Payments The Senice Provder willprocure or use Iher own resouTces 1o make payments on| 2023 10 2025 | Housi Fousing Management | Resident Senvices | Fiead of Housing | /A Vonthly performance SLA metings
behaf of 48. The Senice Provider will request approval flom i48 (0 set up purchase| Management
orders. The Senice provider will work with suppliers to ensure invoices are paid ol Neighbourhoods Allinvoices paid within 30 days
ime. The Senvice Provider will fequest approval from (48 to pay invoices. All
invoices will be scrutinised to ensure they are accurate. Purchase Orders and Invoices approved by i4B.
Invoices are reviewed to ensure they are accurate
75 |Fousing Management - Leasehold The senice provider wil manage e 4B Leasehold daiabase (0 include annual| 2023102025 | Housing P Waragemen, et series e f Fousig [NVA Vonthly performance SLA meetings.
Support check of insurance, freeholder contact detals, sence charge and ground rent Management
monioring, Sencing and adminisering S20 notices on behalf of 148, monioring Nelghbourhoods Al thid party service charges and 520 notices logged on the CRM
and tracking 520 notices and service charges received by i4B. The Senice Provider
will aiso cary out annual reviews of easehold compliance informaion e.g. Fite Risk Senice charges and s20s ar reviewed and challenged before payment o ensure ViM
Assessments. The Senice Provider wil liaise with legal senices 1o ensure lease
obiigatons are not breached. Provision o leasefold data to 4. Annual report submitied to 48 in September on all 48 leasehold propertes which includes:
freeholder detal, 48 repair ) ,curent s20
The Service Provider will work with the Asset Management Team to ensure fuure notices, annual . block .
capital investment costs on third party Ieasehold properties are accurate. This wil
involve ensuring al exemal 520 notices are recorded on Asset Management
systems. Property Inspections in line with an agreed schedule
e Senice Provider will procure or use their o resources to make payments for Work with the payments team to ensure sevice charge and 520 invoices are paid within 30 days
senice charges and grounds fenis 1o freehoiders where i48 own a leasehold
property. All payments willbe logged on the Housing Management CRM. Laise with reeholders on fuure budget costs
The service provider will provide i4B and the councils insurance team proof of|
reeholder insurance. An annual confirmation check of all freeholders vil take place
including - update of freeholders details, insurance cerlfcate, check of service|
charge and check of th ground rent charges.
20 |Housing Management - Rent Accouniing | The Senice Provider will nsure rents accounts are conectly Set up and charged. | 2023102025 | Housing Housing Management | Resident Sendces | Fead of Housing | Se Schedule 3 | Monthly performance SLA meetings
e Senvce Provider will be responsible for managing and maintaining rent Management an
accounts on Northgate. Neighbourhoods Rent accounts are set up on the day the tenancy start date.
Rents are set annually by the i48 Board.i4B will work with the Service Provider Monthly reconciiations are caried out between Lettings data and rent accouns o ensure allrent
annually to implement new rents. The Service Provider will be responsible for accounts have been set up.
notices and communication with al tenants and leaseholders on changes to rent
and sence charges. Noce of nnua rnt creases re st utinaccordancewith eleant eglaons ot rnt
increases being
26 |Housing Management - Estate Caretaking | The Senice provider wilprovide cleaning and maintenance senices al 48 blocks | 2023102025 | Housing s Ve Fese Sonioes | Fea T v Sov Serwi T |Rapdos srogama of shani s ramarancs
Management and
3 |Fousing & Neighbourhoods - Serior | The senice prowder’ corporate management team wil oversee asks wihin heir | 2023102025 [ Fousing Housing Management | Resident Senices | Head of Housing [ A s above n 2221
Corporate Management departments to ensure performance and standards are maintainec Management and
2g|Propery Management - Responsive | The Senvice Provider will be responsible for managing a responsive repalr senice| 2023 (0 2025 | Assel Housing Property | Resident Sendces | Head of Property | See Schedule 3 | Monihly Performance Meetings
Repairs for 48 properies. The Service provider will inspect repais 1o ensure qualty and Management ~ |Sences Senices
VM. There will b an emphasis on resoling repalrs at the frstvsit Monthly report o repalrs carried out within th fxed price:
Monthy report on repairs caried out outsde the fxed prce
Repair jobs will be provided on a monthly basis broken down by PPP contract or exclusion.
Monthly report on outcome of inspection samples
Monthly repairs monitoring reports submitted
2 [Property Management - Asset The senice provider wil produce an annual, 5 year, and 30 year Capial Ivestment| 2023 102025 | Asset Housing Property | Resident Senices | Head of Property | See Scheaule 3 | Annual stock condiion sunveys
Management and Capital Programme: Plan for works and services required to maintain i4B properties. These plans willl Management | Senvices Services.
include sendce charge and compliance responsibiltes for 48. Component data updated by every component replacement
The senice provider will be. responsible for overseeing the plan and  the Review of Gapital investment requirements on an annual basis leading to a § year detailed
management of all capital works. programme and a 30 year financial plan
Outtum review of last year's spend in July
Next year's 5 year plan agreed in September
Monthly capital programme monitoring
Asset management standard agreed and compliance monitored
Monthly capital monitoring reports submitted




i [Propenty Management - MEE and The Senice Provider wil be fesponsibi for The management out mechanical and| 2023 10 2025 | Asset Housing Property | Resident Senices | Head of Property | See Scheaule 3 | Full compiance listor 48 properies
Compliance electrical works as well as compliance works for i4B properties. The Senvice| Management | Services Services
Provder will ensure that all 4 propertes meet stautory and  regulatoy Legal and poliy fequitements set out in govemance documents
requirements
Compliance standards agreed
The Senvice Provider will assist i4B in producing a comprehensive set uﬁ
complance olces it ouine W8’ compance fesporabiles” e Sen KPllist and targets produced
Provider will have suite of reporting metrics that they will use to report on
complance on & montly basis Monthly monitring in place
Collating data fiom tird partes (Mears and tird pary freeholders)
Quart bewween comp and 1o ensure data s accurate
2 Property Management - Voids, Repairs & [The Service Provider will be responsible for the effective surveying, pre- and post-| 2023 to 2025 Asset Housing Property Resident Services Head of Property | See Schedule 3 | Fortnightly performance meetings
Distepair Suneying inspeciion and completon of void works, emergency, urgent and foutine repairs Management ~|Sences Senices
and instances of disrepair in adherence with agreed timescales and KPIs. This| Photos taken before and after works & repairs with inspection of repairs to monitor VM
eludes both rotets and new acatisiion vids
Pre and post void inspection of works to ensure VfM and quality.
Monthly invoicing of costs
Biannual review of void costs and void standard.
All void cases are correctly logged on void management CRM.
Monthly report on outcome of voids handover inspections
Monthly voids monitoring report submitted
All properties must achieve the statutory compliance requirements for the private rented sector
2k Housing Property Services - Senior The service provider's corporate management team will oversee tasks within their | 2023 to 2025 Asset Housing Property Resident Services [Head of Property | See Schedule 3 [ As above in 2h-2k
Corporate Management depariments 1o ensure performance and standards are maintained. Management |Sences Senices
7 [Performance reports T senice pover il o et Gata oro e A Norhgaie s lespn] 2023 0 2025 | Caparate [ Fousiog Wanagem: | Resien S | eed o ovg 1A Vonihly report detaiing: rent collecion, com plaints, vid turmaround (mes, tenancy verification Viis,
hou ment and asset management d provide monthly| Services. and repairs, legal cases, void properties, FTA, compliance submitted 10 days before the monthly Board|
onionng repon or the Senice proider v anlyse and 0 inforn e Board Neighbouthoods meeting
carted out o ensure " .
2m Legal support - Housing Management and | The service provider wil provide legal service to i4B regarding housing management| 2023 to 2025 Legal Senices | Legal Services. Chief Exec\mve s | Corporate NIA Information on all legal cases included in monthly performance report.
CiviLigation maters such as rentincreases, distepar, and ASB. This will include providing Department Director -
litigation services relating to possession proceeding and ASB action. Governance Quarterly updates on case numbers and hours worked.
2n Housing Management - Call Centre: The senvice provider will provide Call Centre services to ensure tenants can 2023 to 2025 Housing Housing Management | Resident Senvices | Head of Housing |See Schedule 3 | The call Centre will be open during the hours of 9.00am to 6.00 pm Monday to Friday and a 24/7 and
approach them with management and repaif matters during the hours of 8.00am o Management an 365 days per year emergency senice
6.00 pm Monday to Friday and a 24/7 and 365 days per year emergency service. Neighbourhoods
Acquisitions
Rel [Services Description Period 4B Trading Service Service Area | Lead Officer KPis Performance Required
Account
Headina
32 |Propery & Assets - Acquisiions & The Senice Provider willact as a buyer’s agent for e Company for e acquisiion| 2023 102025 | Propery Properyand Assets | Financeand | Operalional | See Schedule 3 _|Purchase of PRS sireet propertes
Disposals of PRS street properties. e role of the buyer's agent will commence with the| Resources Director,
enicaton of poenl prtlo properes and end wih e prosin of ks and Propeny and Monthly Performance Meetings and weekly Panel meetings
a complete property handover pack within 2 working days of purchase. The buyer's, | Assets
o il ooty rapertes i meet he Companys Specitcaion. busmecs Al rlevant documentation and information uploaded o the CRM
plan, targets and spend profile as provided by the company from time to time. The|
Senice Provider will pocure or deliver cirecty valuaiion and Surveying sences fr| Handover of PR street properties o the refurbishment team within two working days of purchase.
the Company. Portfolio properties will be purchased directly for the Company and|
e company wil fund the. Council at the time of putchase the purchase price, Quanterly market update feports o the Board,
disbursements, disbursements and SDLT. Other costs such as valuation and legal
fees il be recharged (0 the company al Inenals agreed by the Council Al costs incued in the acquisiion of propertes are entered into financial systems.
Properties will be registered in the name of the Company and the Senvice Provider|
will be provided with suffiient authorty to manage the purchase on behalf of he Propertes purchased et i48'sfinancial acquistion citera
Company. The Senice Provider will comply with the Company's acquisition
process which includes agreed points at which Board authorly s required to
proceed with the purchase. The Senvice Provider will act as a representative of i4B|
when working with soliiors
I’ addition, the Senice Provider will act as an agent on behalf of i48 when
disposing of properties and sourcing external agents to let at market rates. The|
Senice Provder will be responsible for sourcing agents, procuing valuatons|
negotiating leasing agreements and organising viewings
e Senice provider manage the relationships with agents on behalf of the i48
board. Bringing forward both land and block purchase opportunites for review vith
i48 offcers. These opportunites vill be presented to the board monthiy through thel
Future Developments Update report at cach board meeting
- 2023102025 |Legal Senices |Legal Services G Eecuives | Coporsc See Schedule 3 _|Purchase of PRS street properties
The Senice Provider will procure or deiiver directy legal conveyancing sendces for| t clor -
the Company. The Senice Provider will act on behalf of 4B when purchasing and| Gowrmance Fortnighty operational meetings
Conveyancing Legal Support (Purchases) [disposing of properties. The Senice Provider will manage and recharge i48
Holdings Ltd through costs/adjustments and record and net off any retained monies| Monthly SLA performance mestings.
as a result o the acquisiion process.
Al elevant and information uploaded to the CRM
3 The Senic Proder Vil provde Coneyancg seice o 1 Compary on e 073107075 Lol sevees. Loyl Sevces Chief Executive's | Corporale See Schedule 3
. new build acquisitions and disposals. The Senvice Provider will manage an] Deparment | Director-
Legal Senvices - Project Costs recharge 4B Holdings Lid through costs/adjustments and record and net off any| Governance

retained It of the acauisition process.




