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Who are Rylands Associates? 
 
Rylands Associates are a firm of 
chartered surveyors and property 
managers that specialise in the 
management of residential leasehold, 
freehold and mixed use 
developments. 
 
We firmly believe in offering our clients 
a bespoke service and do not employ 
the “one size fits all” approach 
adopted by many of our competitors. 
A proactive and attentive approach is 
the key to successful property 
management, and, more importantly, 
to having happy clients and 
customers. 
 
As a firm of chartered surveyors we are 
entitled to use the “Regulated by 
RICS” designation. In a world where 
more and more people demand 
greater certainty of professional 
standards and ethics, attaining RICS 
status is the recognized mark of 
property professionalism. We fully 
support and abide by the 
management codes issued by RICS. 
 
This brief guide has been prepared for 
the owners of both leasehold and 
freehold properties where we have 
been appointed to manage the 
communal areas. We trust you will find 
this a useful and informative guide. 
Although, please remember this is not 
intended as an alternative to your 
lease or other contractual document 
under which you occupy your 
property. 
 
What is Estate Management? 
 
Leasehold, Service Charge and Estate 
Management services include the 
management of the grounds, structure 
and common parts  
 
 
of leasehold flats, and, in some cases, 
the management of the grounds and 
facilities serving freehold houses. 
 
 
 

Estate Management Services 
 
As managing agents our instructions 
will generally come from the client. 
Whether this is a Residents 
Management Company (RMC), Right 
to Manage Company (RTM Co), or 
Freehold owner. 
 
As agents, all actions we take are for 
and on behalf of the client who has 
instructed us. This will include ensuring 
our clients meet their obligations under 
the terms of the lease. In the case of a 
freehold house, the Transfer of part of 
a Registered Title document (TP1), as 
well as enforcing the covenants set 
out in those documents to both 
protect our client and ensure the 
smooth running of the development 
for the benefit of all owners and 
occupiers. 
 
Whilst the terms of the lease or TPI may 
vary from development to 
development, our role will usually 
include: 
 

Ø The preparation of a budget to 
provide an estimate of the 
service charges. 

Ø The collection of service 
charges. 

Ø Arranging for routine and ad-
hoc repairs to the structure and 
common parts of any 
apartment block on the 
development. 

Ø Arranging for  the cleaning and 
lighting maintenance of the 
internal common parts. 

Ø Arranging the gardening and 
upkeep of the grounds. 

Ø Arrange for the upkeep of the 
communal apparatus and 
machinery, including lifts, etc. 

Ø Undertaking routine inspections 
of the development for the 
purpose of day to day 
management. 

	
We will arrange for the maintenance 
and repair of the structure of the 
apartment block and common parts 
of the development. Although, it is the 
responsibility of the individual 



leasehold owners to maintain the 
interior of their own property and 
arrange for any services, which soley 
serve their property. 
 
The owners of any Freehold Houses on 
a development will usually be 
responsible for the maintenance of 
both the inside and the outside of their 
own property. 
 
What is Service Charge? 
 
Service Charge, or in the case of a 
freehold house; the rent charge, is the 
money you pay to fund all of the costs 
associated with running and 
maintaining the development. 
 
We will prepare an annual budget of 
expenditure that we expect to incur in 
the running of your development. 
Generally, your lease will require you to 
pay a proportion of this anticipated 
cost in advance, either an existence 
as this may make the property more 
attractive, by lump sum or by regular 
installments; for example quarterly or 
six monthly payments. 
 
The key phrase here is “in advance”. 
The funds we collect are held in a 
separate designated client account in 
trust for you. All expenditure incurred is 
paid from this account. It therefore 
follows; we can only instruct works and 
arrange for the provision of services 
where there are sufficient funds 
available within the client account. 
 
Without prompt payment of these on 
account service charge monies we will 
not have sufficient funds available to 
pay cleaners and gardeners, or to 
meet the expected electricity or 
insurance charges. 
 
A portion of the service charge costs 
will be used to pay Rylands Associates 
management fees. This will be a fixed 
charge, generally expressed as an 
average fee per unit. We invoice this, 
in the same way any other suppler 
would invoice the client, and this is 
deducted from the service charge 
money collected. 

What is a reserve fund? 
 
When included in the lease, we will 
establish a reserve fund, sometimes 
known as a sinking fund. This is the 
money that is set aside each year from 
service charges to fund major works at 
some point in the future. 
 
The lease may specify the 
circumstances under which the 
reserve fund can be used. These may 
include planned maintenance works, 
such as internal or external decorations 
or the replacement of a lift for 
example.  
 
By building a reserve fund the 
individual owners are spared large, 
unexpected maintenance bills. Money 
collected for the reserve is not 
refundable to individual owners should 
they sell their property. However, it is 
worth making potential buyers aware 
of its existence as this may make the 
property more attractive. 
 
What is Ground Rent? 
 
When you purchase a leasehold 
property you have, in essence, 
purchased a long tenancy of the 
property. Typically, new leases are 
granted for a term of 99, 125 or 199 
years. As with any tenancy, it is a 
requirement to pay rent. Historically, 
the rent may have been paid as a 
nominal sum, or perhaps a 
peppercorn, if demanded. Now, it is 
common to see a larger sum, that is 
payable annually or six monthly. 
 
The ground rent is separate to any 
service charges due and is payable to 
the freehold landlord, who may 
demand it directly, or through an 
agent. This agent will not necessarily 
be Rylands Associates Ltd. 
 
Service Charge Accounting 
 
As explained, all service charges 
money that we collect are held in a 
designated client account in trust for 
the individual owners who are each  
contributing towards the charge. 



 
Prior to the start of the development’s 
financial year, we will prepare a 
budget of anticipated expenditure. 
Whilst we will make this as accurate as 
possible, by reviewing historic 
expenditure, obtaining quotations for 
works and building in a suitable 
contingency, there may be occasions 
where something unexpected arises 
and where additional funding will be 
required. In such cases, and where the 
lease allows, we may need to raise an 
additional levy. 
 
Should such a situation arise, we will 
write to you, clearly highlighting the 
scope of works required, the 
justification of the works and the costs 
that will be involved.  
 
Shortly after the end of the financial 
year, we will prepare the yearend 
service charge accounts. Depending 
on the terms of the lease or TP1 this will 
generally require independent audit or 
certification by a qualified 
accountant. 
 
These accounts will provide a full 
record of all income and expenditure 
and will show any fluctuation in costs 
when compared with the anticipated 
budget and on-account service 
charges collected.  
 
Where there has been an underspend, 
the lease or TP1 will generally dictate 
how this should be treated. This may 
be by way of applying a credit to your 
service charge account, effectively 
offsetting the amount against future 
payments, by way of a physical refund 
of the overpayment, or by transfer of 
the surplus to the reserve account 
mentioned previously. 
 
What about Major Works? 
 
From time to time the need for 
planned, or unexpected major works 
will arise. This may be internal or 
external redecoration to the building, 
or this could be more intrusive works, 
such as the replacement of a lift or 
roof covering. Often the cost will be 

met from the reserve fund mentioned 
previously, on other occasions it may 
be necessary to charge the cost of 
these works separately. Whichever 
may be the case, we will ensure that 
we give you as much notice as 
possible to both budget for the cost 
and to make allowances for any 
inconvenience that the physical works 
themselves will entail.  
 
Legislation requires us to consult with 
you on all works where the cost will 
exceed £250.00 per leaseholder. This 
process requires us to obtain at least 
two quotations for the works and 
provide these along with full details of 
the proposed works for your 
consideration. 
 
You will have an opportunity to 
comment on the proposed works, 
suggest amendments to their scope 
and put forward details of contractors 
who you may wish to be invited to 
tender. 
 
Unfortunately, there are situations that 
do occasionally arise where major 
works are required unexpectedly and 
any delay will result in damage or 
additional costs. In such 
circumstances, the legislation does 
provide for the consultation process to 
be circumvented, although this will 
require a successful application to be 
made to the Leasehold Valuation 
Tribunal (LVT). Fortunately, such 
situations are rare. 
 
We are often called upon to specify, 
tender and supervise these major 
projects. The work we undertake in 
doing so will fall outside of our 
standard management fee and so 
additional charges may be due. These 
will be agreed with our client and 
detailed within the advance notice of 
the works that will be sent to you. 
 
Insurance 
 
It will fall to the designated person to 
insure the property under the terms of 
the lease. In the case of freehold 
houses on a larger development, it 



may fall to the Estate Owner or the 
individual owner of the house. This will 
be specified in the TP1. 
 
The insurance will generally cover the 
major perils, such as fire, flood, 
subsidence etc and include an 
element for third party liability. It will 
also generally cover consequential 
damage, for example damage to 
internal decorations following a roof 
leak. 
 
Where we have arranged the 
insurance, a summary of the cover is 
available upon request or as a 
download from our website. However 
in general the following should be 
remembered: 
 

• Most insurance claims will be 
subject to a policy excess. 
Where a claim relates to the 
common parts or services the 
excess will be met from the 
service charge. However, 
where responsibility for a claim 
rests with a particular resident, 
either through their negligence, 
because the incident arose 
within their individual property, 
or through consequence of a 
specific leaseholder obligation 
under the terms of their lease, it 
will be for the leaseholder to 
meet the policy excess.  

• The buildings policy will cover 
the structure and common 
parts of the property. It will not 
cover an individual 
leaseholder’s contents; 
including carpets, curtains, etc 
Advice should be sought as to 
arranging your own contents 
cover. 

• The policy will require 
anticipated claims to be 
reported promptly to the insurer 
or their nominated adjuster. 
Failure to report such incidents 
may render the policy void. 

• Cases of criminal damage or 
vandalism must be reported by 
the injured party to the police. 
A crime number would need to 
be provided to the insurer. 

Rylands Associates are members of 
the RICS Designated Body and we 
are directly authorized by the 
Financial Services Authority. We are 
included on the Register 
maintained by the Financial 
Services Authority, which means 
we can carry out insurance 
mediation activity. This includes 
broadly advising on, selling, and 
administration of insurance 
contracts. This part of our business, 
including arrangements for 
complaints or redress if something 
goes wrong is regulated by RICS. 
The register can be accessed via 
the Financial Services Authority 
website. 
 
What Can I Do   
 
Whilst as your managing agents we 
will do all we can to ensure that 
your development is a well-
maintained and pleasant place to 
live, please see the below points 
for how you can help us to ensure 
everything runs smoothly.  
 

1. Water Leaks – These are the 
most common cause of 
damage and insurance 
claims in blocks of flats. We 
kindly ask, that you ensure 
appliances are 
professionally plumbed in 
and that pipes are 
checked periodically, to 
identify any leaks. If you are 
going to be away for any 
length of time, please 
ensure that your water is 
turned off at the stopcock. 
Similarly, when using 
showers please ensure that 
any shower screen or 
curtain is correctly installed 
and that seals around 
baths and shower trays are 
watertight. 

2. Emergency Contact 
Numbers – Please can 
ensure we are provided 
with up to date telephone 
numbers we can contact 
you in the event of an 



emergency, or where 
access to your property 
may be required. 

3. Fire Safety – We ask that no 
petrol, color gas or other 
such heaters are stored in 
your property or on any 
balcony. The use of 
barbecues on balconies is 
prohibited. Obstructing 
hallways and landings with 
personal belongings may 
impede escape in the 
event of a fire. 

4. Refuse – All domestic 
rubbish must be put into the 
correct bins. Please recycle 
where appropriate and do 
not overfill. Do not dump 
large items in the bin store 
or around the estate; 
contact the local council 
who will advise on the 
disposal of such items. 

5. Security – Always make sure 
the main entrance door to 
your block is locked. 
Beware of “tailgaters” 
following behind you 
through the open door. Do 
not let anyone through a 
door entry system or locked 
door unless you know them. 
If you see anyone acting 
suspiciously inside or outside 
of the block please 
telephone the police. 

6. Satellite Dishes – Most 
leases prohibit leaseholders 
from installing their own 
satellite dish or aerial onto 
the outside of the building. 
There may be a communal 
system you can use, please 
ask us for permission to 
route cables through 
common areas when 
installing cable TV.  

7. Alterations and 
Improvements – Most leases 
will require you to obtain 
the freeholders consent for 
all such works with the 
exception of minor 
changes. A failure to obtain 
consent could cause you 

having to reinstate the 
property to its former 
condition, or delays should 
you decide to sell. 

8. Disrepair –  
9. We will, wherever possible, 

identify items of disrepair 
during our regular site 
inspections. However, if you 
notice any damage or 
disrepair within the 
common areas we would 
ask that you please to 
notify us as soon as you are 
able, rather than wait until 
we next visit. This will ensure 
that we deal with urgent 
repairs in a timely manner 
and before further 
deterioration occurs. 

10. Gas and Electricity Safety – 
We ask that a gas safe 
registered engineer services 
any gas appliances in your 
property. If your electrical 
wiring is over 10 years old, 
we ask that you have it 
inspected periodically by a 
qualified electrician. If 
problems arise, the 
neighboring properties may 
also be affected. 

11. Subletting – Most leases will 
require you to obtain the 
freeholders consent 
beforehand. For any 
authorized sub-letting, 
please ensure that we are 
provided with your letting 
agents contact details, 
your tenant’s name and 
telephone number and a 
copy of the tenancy 
agreement. Please 
remember that you are 
responsible for the behavior 
of your tenant. Therefore, 
please ensure they are 
aware of the obligations 
placed by virtue of your 
lease. 

12. Parking – Please park in 
your allocated space only, 
ensuring that any visitors 
also abide by these rules.  



13. Meter Readings – When 
buying or selling your 
property, please ensure 
that you take note od any 
meter readings. Storing 
anything within communal 
meter cupboards is a fire 
risk and is prohibited.  

14. Pets – If permission is 
granted within the lease to 
keep pets, please ensure 
that they are kept under 
control and do not cause 
nuisance to other residents.  

15. Disputes with neighbours – 
In practice, although a 
lease will undoubtedly 
contain covenants dealing 
with issues such as noise 
and other forms of anti-
social behavior, the 
managing agents are not 
responsible for policing 
disputes between 
neighbours. By getting to 
know your neighbors you 
will find that the majority of 
disputes can be resolved 
more simply if and when 
they arise. 

16. Noise – Excessive noise 
accounts for the majority of 
neighborly disputes. 
Therefore, it is important 
that you are sensitive 
towards your neighbours 
with regards to noise. 
Please avoid playing loud 
music, particularly late into 
the night and notify in 
advance when there may 
be any excessive or 
continuous noise, for 
example, from workmen.  

17. Wooden Floors – Whilst they 
may be aesthetically 
pleasing; they can transmit 
sound easily from one flat 
to another. Carpets and/or 
rugs are more neighbor-
friendly and may be a 
requirement of your lease. 

18. Get Involved – If your 
development is run by a 
Residents Management 
Company, a Right to 

Manage Company or has a 
recognized Residents 
Association, please get 
involved! We work closely 
with such organisations for 
the overall benefit of the 
development and its 
leaseholders. 
 

How Can I Complaint? 
 
We aim to provide our clients and 
customers with a high quality and 
consistent service, but we do accept 
that on rare occasions things may go 
wrong. If we have failed to meet your 
expectations for whatever reason then 
please let us know. 
 
We have adopted a complaints 
process in line with the requirements of 
RICS guidelines. A copy of which is 
available from us on request. 
 
Contact Us 
 
If you have any queries regarding the 
management of your development, 
please do not hesitate to contact us: 
 
Rylands Associates Ltd 
Lancaster house 
Aviation Way 
Southend-on-Sea 
Essex 
SS2 6UN 
 
Tel: 01702 339944 
 
Email: Info@rylands-associates.co.uk 
 
Web: www.rylands-associates.co.uk 
 
Emergencies 
 
For emergency issues arising outside of 
normal hours please call our out of 
hours emergency helpline. This line is 
solely for calls that relate to the 
structure and/or common parts of the 
development and is for issues which 
cannot wait until the next working day. 
 
Tel: 07501 379 736 
 
 



 


