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Local Services Agreement for Woodside Square, Muswell Hill 
2025 – 2026 

Section 1 - Your local contacts  
• Karl Steer is your full time Facilities Manager, and his telephone number is 07483 945 950. 

Karl works 37.5 hours per week. They are responsible for the day-to-day management and 
running of your location.  

• Luca Calderone is your Building Superintendent, and his telephone number is 07566 765 
257 

• If your manager is on annual leave or long-term absence, we will provide appropriate levels 
of cover to ensure that services are maintained.  

• Lauren is the locations employed cleaner who works Monday to Friday, this equates to 32 
hours a week.  

______________________________________________________________________________ 

Section 2 - Other Anchor contacts 
Other contacts for your location are: 

	  
• Marc Thorn is your Operations Manager (Covering) 

 
Welcome 
This Local Services Agreement provides details of the services that we will provide during the 
current and next financial year. It also provides details of subjects which were discussed during 
the annual review meeting. The following items are covered within this agreement under the 
following sections: 

1. Your local contacts 

2. Other Anchor contacts 

3. Maintenance contracts  

4. Contractor performance 

5. Planned works 

6. Location finances 

7. Insurance 

8. Health and safety 

9. Resident agenda items 

10.Supplementary information 

This agreement will be updated each year following your location’s annual review meeting. This 
meeting is your opportunity to discuss the services provided at your location.  

                                                                                                                                                             AHG/AH/ARM/3.9 
Local Service Agreement                                1                                                                         Issued: September 2024



• Our First Contact Resolution line (0800 731 2020 or contact@anchorhanover.org.uk) 
is open Monday to Friday 8am to 6pm, and Saturdays 8am to 4pm 
When contacting the team use option 3 and then one of the following: 
1 – for payments 
2 – for repairs 
3 – if you wish to move 
4 – Be Wise 
5 – for the customer relations team 

______________________________________________________________________________ 

Section 3 - Maintenance contracts 
Gardening - Landform will carry out the grounds maintenance till March 2025 

To make sure we continue to obtain the best value for money for your gardening/cleaning 
contractor service, we will re-tender this service every three years and obtain at least two new 
quotes. Residents’/Tenants’ Associations will also be invited to be involved in the gardening 
tender.  

Window cleaning and Gutter cleaning - JH Cleaning will visit the location 6 times during the 
next financial year to clean the communal windows. The guttering will be cleaned every 6 months 
to the blocks only.  

Lifts - Anchor will work with RJ Lifts. This contract will include: 
• Service of the lift and equipment every quarter 
• LOLER  inspection (Lifting Operations and Lifting Equipment Regulations 1998) every six 

months  
• Provision of emergency 24 hour call out 
• Repairs or replacement of most parts* 

Heating and hot water system – Anchor will work with Nazeing. The contract will include: 
• A service once a year  
• A breakdown response service 
• Repairs or replacement of most defective parts* 

*Your local manager can advise of which parts are excluded 
 
Anchor is responsible for the servicing of Heating interface unit within properties at Woodside 
Square.  You will receive a letter confirming the date that your servicing will take place. It is very 
important that you are available to provide access on this date. If you are not able to be at home 
on the appointment date, please let your local manager know immediately.   

Emergency lighting and fire detection equipment - Anchor will work with Safe.  The contract 
will include: 

• Servicing of the equipment every six months 
• Emergency call out service 

Door entry system – Anchor will work with Tynetec and the contract will include: 
• Any call outs or repairs will be charged separately. 
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Automatic doors - Anchor will work with Geze. This is a fully comprehensive contract, which will 
include: 

• Servicing of the equipment every 6 months  
• All/most repair costs (labour and materials) and all out of hours callouts 

Water systems testing – Anchor will work with IWS. The contract will include: 
• Annual inspection of communal water storage tanks, serving the whole building and/or 

communal areas 
• The inspection and servicing of water equipment (either quarterly, yearly or bi-annually 

dependent on the location risk assessment 
• Legionella risk assessments (every two, five or ten years dependent upon the location and 

any changes made to equipment) 

No work will be undertaken in individual properties.  

Please note: Anchor periodically re-tenders contracts to ensure best value for money and so the 
above contractors could be subject to change. 

Pest control contracts 

Homeowners are responsible for managing and covering the cost of pest control inside their 
individual properties. Anchor manages pest control in communal areas however, the cost of pest 
control in all communal areas of a Homeownership location will be collected via the service 
charge. If major damage was caused by pests which required major works to be undertaken to the 
location, these costs may be allocated to the reserve/sinking within the locations service charge. 

All Pest control within rented properties and internal/external communal areas are the  
responsibility of Anchor to manage. Please report any concerns to the location manager. The cost 
of all call outs and treatments is service chargeable. 

Locations may have contracts in place with 8 visits per year and this includes proactive measures 
to carry out inspections and any additional works will require extra costs. This contract is with 
Contego and all cost are service chargeable.  

______________________________________________________________________________ 

Section 4 - Contractor performance 

.  

Ensuring repairs and planned works are done well and cost-effectively for you is a top priority and 
from early 2025 we’re changing how we deliver these.  

We’re entering into long-term agreements with a number of contractors who will deliver both  
repairs and planned works in designated areas. This will allow contractors to really get to know our  
locations and deliver a sustainable service that is right for our residents.  

Resident feedback has been key at every step and will continue. We’ve spoken to our resident 
groups, looked at satisfaction results and carried out research about what works well and what 
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doesn’t. All housing residents had the opportunity to share their feedback as part of a formal 
‘Section 20’ consultation too.  

Once the new contracts go live the repairs and planned works contractor at your location will be 
Axis. Your Building superintendent will continue to be your point of contact regarding any repairs.  
______________________________________________________________________________ 

Section 5 - Planned works 

Residents will be advised of any works which are scheduled to take place during the financial year 
once the planned works programme is confirmed. 

Any planned works due will be managed and overseen by Anchor’s property team. The cost of co-
ordinating and overseeing planned works is not charged within the management fee therefore, a 
planned works administration fee will be payable. This will be calculated at 10% of the total cost of 
the works, excluding VAT. 

On average, we carry out a stock condition survey every five years but regularly update the data 
we hold as and when necessary, when projects are completed or new projects need to be added.  
This ensures that we can accurately forecast and plan appropriately.   

______________________________________________________________________________ 

Section 6 - Location finances  

Homeowners  

The deficit / surplus for 2023/24 for your block will be found in the end of year statements. The 
resident’s association has also been provided that information for all blocks. 

Once the financial statements have been issued, residents have a legal right to request the 
opportunity to inspect all receipts, invoices and other documentation which support the accounts 
(under section 22 of the Landlord and Tenant Act 1985).  Whilst the legislation states that requests 
must be made in writing, Anchor is happy to receive verbal requests.  Please speak to your local 
manager if you would like to view this information. 

Rented 

Variable service charge payers: Once the financial statements have been issued, residents have a 
legal right to request the opportunity to inspect all receipts, invoices and other documentation 
which support the accounts (under section 22 of the Landlord and Tenant Act 1985).  Whilst the 
legislation states that requests must be made in writing, Anchor is happy to receive verbal 
requests.  Please speak to your local manager if you would like to view this information. 
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_____________________________________________________________________________ 

Section 7 - Insurance 
Buildings insurance covers damage to the structure of the property which occurs due to the 
following insured perils:  

• Fire, smoke, lightning, explosion, earthquake 
• Storm and flood 
• Escape of water or oil from fixed systems 
• Riot and civil commotion 
• Malicious damage 
• Theft or attempted theft 
• Subsidence, heave or landslip 
• Impact 
• Falling trees or aerials 
• Accidental damage 
• Terrorism   

Anchor arranges buildings and landlord’s contents insurance cover for all its housing locations. 
The landlord’s contents insurance covers items purchased by Anchor for any communal areas 
or offices, for example, furnishings and office equipment. 

You are responsible for arranging contents insurance which should cover the following: 
• Your furniture, carpets, furnishings and all other property belonging to you 
• Money and valuables 
• Third party liability on your part.    

Contents insurance is recommended to provide cover should an incident arise which damages 
your personal belongings.   

Through Insurance Wise, we have partnered with Aviva who offer good value home contents 
insurance. If you would like to know more, speak to your local manager or call Be Wise on 0800 
023 4477.  Before purchasing contents insurance, we would always advise seeking impartial 
quotes for your individual circumstances.  
______________________________________________________________________________ 

Section 8 - Health and safety    

Fire evacuation policy -  

Woodside Square operates a partial evacuation or “stay safe” policy. This means that all people 
living at the location should remain in their property, unless the fire is in the property, or they are 
told to leave by a fire officer. Any person in a shared area should vacate the building immediately.  
Anchor colleagues, visitors or contractors should leave the building and assemble in the identified 
safe area which is located on the grass area opposite the heritage buildings.  

Emergencies - in the event of an emergency please alert your local manager or directly to 
emergency services.  
______________________________________________________________________________ 
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Section 9 - Resident agenda items  

Grounds maintenance, the current contract is due to expire at the end of March 2025.  Our 
procurement team will be carrying out a full tender process.  
General view is that though we have seen improvement this year, it is still not at the level 
we would like. Supervision from Landform over staff has not happened.  

Request for items in the common house, explained that the common house is an Anchor 
business facility and that the residents do not pay towards it. It must generate its own 
funds through the guest room and booking in the common house. It currently makes a loss 
of which Anchor has to absorb.  
 
Request for the doors to be automated, again explained situation and that we would review 
funds. (Updated 30/01/24 This has now been agreed and we are looking at options.) 
 
Wi-Fi in common Room. Anchor are currently undertaken a project called BeConnected as 
part of that we will be getting access to Wi-Fi in the common house and guest room.  

Film projection equipment, as above explained current funding prohibits this.   
 

______________________________________________________________________________ 

Section 10 - Supplementary information 

Homeownership – Insurance 

As you are aware we have seen considerable increases across the sector for Insurance. We 
will provide a FAQs when we send out the budget packs.  

Social activities 
Please see the resident’s association website for details of what events take place. There are also 
several classes run by outside businesses. 

The guest suite 
It was agreed that the fee charged for the use of the guest suite will remain at £60 per night.  

Scooter storage and charging 
We have limited storage space for mobility scooters on this estate. We operate a consent process 
and Public Liability insurance is required, as well as yearly PAT testing. Please ask your local 
manager before bringing a scooter on site or replacing your existing scooter with a larger model.  
Help sheet 19 provides more details.   
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Pets  
Residents must seek permission before moving a pet into their home, but wherever possible, we 
welcome pets at Anchor locations. Pets must not be allowed to wander corridors or hallways and 
dogs must be walked away from the location and be kept on a lead in the communal areas and 
grounds. Your local manager can provide you with a resident help sheet which provides further 
information around keeping pets at Anchor locations. 

Refuse and recycling 
We have recycling bins for glass, paper, and tins.  The bins are emptied by the local council every 
week. Please be aware the refuse is not for household items. These will not be taken by the 
council.    

Snow clearing 
In the event of snow, we will carry out gritting to allow safe access around the estate. We will not 
grit every part of the estate though. 

Tree management 
A tree risk assessment is due to be completed, this will determine our tree management schedule.  

Repairs 
Any repairs should be reported to your local manager during their working hours. If you need to 
report an emergency repair between 8am– 6pm Monday to Friday or 8am-4pm Saturday and your 
manager is not available, you can contact the repairs desk on 0800 234 6163. Alternatively, you 
can report a repair by visiting www.anchor.org.uk/existing-residents/report-a-repair 

To report an emergency repair outside of working hours, please contact Anchor On Call. 

Anchor On Call 0300 123 7101 
• Please only contact Anchor On Call in an emergency 
• Anchor On Call only deal with emergency repairs out of hours. Please don’t contact Anchor 

on call to report non-emergency repairs 
• If the local manager is called out to deal with an out-of-hours emergency, they will receive a 

compensatory payment of £50 
• If you are feeling generally unwell or have a minor injury please contact the NHS 111 

service or your local GP. You are in the best position to let them know all your symptoms 
and how you are feeling, so they can provide advice.  

• If you are ever unwell and feel that you may need urgent assistance, please contact 999. 

Resident Engagement, your chance to tell us what you think  

Your local manager can let you know about engagement opportunities at your location. 

Being part of our Resident Voice Panel allows you to give feedback in a way that suits you from 
the comfort of your own home. We also have a range of more formal groups for residents to 
become involved and work with us to improve and develop services, covering a range of subjects. 
If you would like to find out more information about all the ways you can become involved in 
influencing our work drop us an email at, BeInvolved@anchor.org.uk. 

The following resident engagement takes place at XlocationX. 
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• 4 meetings will take place between the residents’ association commitee and Anchor 
colleagues during the next financial year.  

• Annual Review meetings 
• Annual Budget meetings 

 

Resident Surveys 
We’ve chosen an independent company, Acuity Research, to conduct surveys on our behalf. You 
may be contacted to gather feedback on repairs, planned works, complaints, and overall 
satisfaction with the various services you receive from Anchor. These surveys are used to 
generate insights and improve the services we provide. 

Be Well 
Resident wellbeing is a key focus for Anchor and this page gives you more information about 
various initiatives you can get involved with while living with us. You can find out more about these 
at www.anchor.org.uk/existing-residents or by contacting us via email BeWell@Anchor.org.uk 
  

• Be Active is our wellness and movement programme, offering live and pre-recorded  
exercise sessions to support residents to take care of their health and wellbeing.  

• Our Be Digital programme provides support and guidance for those living and working with 
us on all things digital. This includes a tablet loan service and volunteering support 
programme. We also have a dedicated Digital Inclusion Officer who can provide 121/group 
support and hosts online sessions.  

• Be Skilled is Anchor's exclusive online learning resource for people living with us who wish 
to expand their knowledge. 

• Through Be Connected you can join a weekly telephone coffee morning with residents 
from across the country.  We have several topical guest speakers and themed events. We 
host a six weekly Book Club and a monthly Together Choir to connect residents with others 
who have similar interests. Our Pen Pal scheme supports residents who do not have 
access to a digital device but want to create lasting friendships.  

• Re-engage is our telephone based befriending service aiming to help tackle the increased 
loneliness experienced by many people living with us. 

 8
                                                                                                             AHG/AH/ARM/3.9 

Local Service Agreement                                                                                                            Issued: September 2024  

mailto:BeWell@Anchor.org.uk


Be Wise 
The Be Wise Team are here to promote the financial wellbeing of all of our residents. Our advisors 
can help ensure you get access to your maximum benefit entitlements and save money on your 
energy costs. We also provide budgeting advice and can support you to access other local support 
services in your area. 

Our friendly team are available to provide confidential, free and impartial advice. Call us on 0800 
023 4477 or email Bewise@anchor.org.uk  and see how we can help. Alternatively, you can speak 
to your Estate Manager who can contact us on your behalf.   
  
Retirement Homesearch 
We have linked up with Retirement Homesearch, an online estate agency service that specialises 
in selling retirement properties. If you would like more information, please contact your local 
manager. 

Date of your annual review meeting 13th November 2024 

This document is a true record of the annual review meeting and section 9 is a record of 
the actions agreed. 
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