
- 0f 
f 
, A''x V l-, C.ar^ot\F l-+o M *,.-6'.,.5 0'tin*l^e. s o f 7,2 ,26

,anc#'%
hanoverfl-

Queetfrons and Answer$ Doeurnsnt {vEa Res$dent Fonums}

Relating to F.SIUI-rnqetiFs heEd q[ 4th JyoJqrnber 2029
$e r.r i c e:Qh* f sg &g:mp S q I lin m

x

The new financial model for the villages.has arisen from the dissatisfaction of the residents wlth
the current allocation of costs, particularly with regard to the Care Home, restaurant and bar in

each village.

General
Q1. As the current service charge model is recognised as "flawed", what effect will the new model

have on this year's e020i2021) service charge?

A. The current service charge modelwas reviewed in line with the lease. The lease made no
provision for the apportionmenf of cosfs to the care homes on sife, income nor catering cosfs and
this proved a contentious area with some residenfs. To be clear:

o An allocation formula has been used which, whilst it is deemed appropriate, resulted in

resident queries.
o We believe that the cosfs to the care home are fair and proportionate based on information

available.
A model fit for the future to facilitate moving forward & building relationships with leaseholders was
proposed by AH (referred to as Model 3) and will be adopted for the financial year 21f22. There
will be no change to this years' seruice charge.

Q2. How willthe change in accounting modelbe applied to ALU leaseholders?
A. There will be no change for ALU residents'billing process.

Q3. What will happen to leaseholder payments for maintenance and receipts for the guest suite?

A. Private maintenance: - cosfs to deliver this seruice will be reimbursed into the Leasehold
servrbe charge on an ad hoc basl's.

Guesf suite: - no income nor cosfs willbe passed on to the Leasehold seruice charge.

Q4. Under the terms of the lease, why are the Wellness Centre, laundry and private housekeeping
and utilities not included in the new modelon this occasion?

A. Private taundry and private housekeeping services; no cosfs to provide fhese servrces wtllbe
passed onto the leasehold service charge.
The Weltness Centre; in accordance with the lease a// cosfs to provide this seruice willbe included
in the leasehotd seryice charge. tn addition, 20yo of totalconcressronary income willbe reimbursed
inta the leasehald seruico charge.
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Q5. Many residents favour an inclusive intirnate village "Chib" community. What thought has been
given to ensuring this is not l**t?

A. AH will cantinue to wark wittt ths residefil.s' forum and long-term commiffee represenfafives of
ioffe rillages lo ensure tttat allvieurs are ft'sfened to and considered in the planning and delivery af
offerings af a$ seruices. /f rs as impoftant ta AH, as if rs ta the residents, that the restaurant and
bar provide a foad and beverage seruice for allta enjoy, with reasonable and vaied menus, great
special events and social opportunities.

Q6. During the Fqrum discussi*ns with AH regarding the service charge modelwere any other
options discussed and if so, what were they?

A. The three options presented were
1. Cantinue with the current madel wtticlz is Sased on afi apportianment methodology.
2. A lease campliant seruice charg* forttft2 wttich would rncrease the monthty leasehold

senrice charge as a resulf of the remaval of incarne and associated catering cosfs equating
fo gross profit. This AH suhsidy cgrrently eguales ta circa *V4 pm per household.

3. lncame and commercial restauirant and sfiop activities ts be removed from the
leasehold service charge,

RestauranUBistro and Bar
Q7. Please would you confirm that AH will be taking over all costs associated with the restaurant
including:
a. Allfurnishings, deccrations and capital improvements in both the kitchen, restaurant and
bar.
A. Yes, lhis is fhc cas* f*r all int*r**f furnishing and rsp*ratianalr*placemer:fs"

'b. All sales rev*nue and associated costs and overheads including allwages, utilities and any
provision repair and sinking fund costs.

A. Yeq al/ operatianal incorne and cosfs wilt be far AH including as above.

c. How will the Bar be affected under the new model as it is not part of the S106?

A. The bar is part af the restaurant pravision and has no implication witft regards fo S?06.

ft8- We also understand Al*i will be reviewing the 15% discaunt and no doubt the pricing in
general: however, any increase ln footfaltwill be judged on both the cost and offering and this witl
he down to Anchor to find tl"re right fomnula for success. The footfallwill only follow the offering and
not the other way around"

A. We will work wittt resrdents' groups to ensure that the offering and prtcing is fair and
reasanable.

Q$" f$lany residents have expressed concern that the restaurant prices rnay increase significantly.
ltldllat rea$surance$ 6an AH give lhe residents that the restaurant will provide value for money and
remain competitive? Hsw can the residents influence the quality and costs?

A. As above


