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	Scope
	This policy outlines the sales services delivered by Redwing to both internal and external vendors. It covers the processes and standards associated with the marketing and sale of properties across outright sale, leasehold, and shared ownership tenures.  




1. [bookmark: _Toc88569001] Introduction/ policy statement

This policy outlines Redwing’s approach to facilitating all transactions related to the delivery of Sales Services for leaseholders within The Regenda Group (TRG) and for external clients. 
It sets out the framework for how Redwing sells a variety of tenure types, in a transparent, efficient, and customer-focused manner. 
 
The services covered under this policy include, but are not limited to: 
 
· Open market Sales
· Shared Ownership Sales
· Shared Ownership Resales 

[bookmark: _Hlk204174082]This policy ensures that all transactions are carried out in line with relevant legislation, regulatory guidance, and Redwing’s internal service standards. 
2. [bookmark: _Toc41381240][bookmark: _Toc88569002] Definitions

NAEA –NAEA is the abbreviation of the National Association of Estate Agents, the professional body which sets and regulates the standards and levels of professionalism of its members. NAEA members are required to work within a robust Code of Practice, which covers the key stages in advertising and selling a property.  
  
EPC- is short for an Energy Performance Certificate, a report that assesses the energy efficiency of a property.  
 
Rightmove and Zoopla- These are internet-based property websites used by Estate agents to advertise their available properties for sale and let.   
 
External Sellers – Vendors who are using Redwings estate agency service but do not own a property associated with Redwing/Regenda  
 
Internal Sellers- Vendors who are selling a Redwing/Regenda associated Leasehold or Shared Ownership property. These vendors will have a nomination period as part of their lease, the terms of this will be lease specific.  
 
Qualified Purchaser/ Offer – Purchasers will be required to provide the below for anyone who will be legally named on the property.  
· Photo ID 
· Proof of current address 
· Proof of funds – mortgage in principle, proof of deposit, proof of cash. 
· Shared Ownership application form – Shared ownership purchase only. 
· Independent Mortgage Advisor sign off sheet – Shared ownership purchase only. 
Agreement in Principle (AIP) – Confirmation from a mortgage advisor or lender that, based on the information provided, a customer may be able to borrow a specified amount. This is not a formal mortgage offer.

Affordability Assessment – An assessment completed by a suitably qualified mortgage or financial advisor to determine whether a customer can afford and sustain the purchase, including mortgage, rent, service charge and other housing-related costs.

Capital Funding Guide – Homes England’s guidance setting out the requirements that registered providers must follow when delivering grant-funded affordable housing, including shared ownership.

First Come, First Served (FCFS) – The approach used to prioritise eligible applicants based on the date and time they meet the relevant assessment criteria, subject to any permitted exceptions such as local connection or Ministry of Defence priority.

Independent Financial Advisor / Mortgage Advisor (IFA) – A suitably qualified advisor who assesses a customer’s eligibility, affordability and ability to sustain home ownership.

Initial Assessment – A preliminary assessment to check whether a customer appears to meet the relevant eligibility and affordability criteria before progressing to a full assessment.

Full Assessment – A detailed affordability and eligibility assessment carried out before a customer can proceed with a reservation or purchase.

Nomination Period – The period set out in a shared ownership lease during which Redwing or the relevant provider has the opportunity to nominate an eligible buyer for a resale property.

Older Persons Shared Ownership (OPSO) – A shared ownership product for eligible older applicants, subject to specific scheme criteria and restrictions.

RICS Valuation – An independent property valuation completed by a Royal Institution of Chartered Surveyors qualified valuer, used to confirm the market value of a property.

Surplus Income – The income remaining after mortgage, rent, service charge, household expenditure and other relevant deductions have been considered as part of the affordability assessment.

Adverse Credit – Credit history that may indicate financial risk, such as County Court Judgments, defaults, bankruptcy, Individual Voluntary Arrangements, debt management plans, arrears or repossession.
 
3. [bookmark: _Toc41381241][bookmark: _Toc88569003] Scope and exemptions

This policy applies to all purchasers who apply to the Redwing that are eligible to purchase a home, in conjunction with our Home Ownership policy and Home England guidance. 
 
This policy does not cover the property management service provided to customers when they have moved into a Redwing/ Regenda managed property.
4. [bookmark: _Toc41381242][bookmark: _Toc88569004] Policy detail
4.1	Marketing

Redwing will market all properties for sale on the open market via property platforms such as Rightmove and Zoopla regardless of the tenure type.

Redwing will ensure that marketing material are accurate and transparent and, complies with Consumer Protection, Advertising Standards Regulations and any industry code that The Regenda Group may sign up to.

The marketing approach for each property will be tailored to the property being sold and the vendors requirements. It can include a dedicated page on Rightmove for new build developments, drone images and digital brochures etc. The marketing approach will be agreed in advance with the client. 

4.2	Fees

Redwing will charge a fee to vendors for providing a sales and advertising. Redwing’s estate agency fees are charged on a no-sale no-fee basis.  For shared ownership sales Redwing will  commission the RICS Valuation upon instruction, this fee needs to be paid if the vendor should they withdraws from the sale. 

Some tenure types involve additional services that are subject to administration fees details can be found in our terms of business which are publicised on our website.  

4.3	Communication 

Redwing will deliver services in accordance with the regulations set out by NAEA, Property mark and our own internal service standards. 

For all outright sales, the valuation is determined by the Redwing Valuer who uses current market comparable evidence to provide a realistic market appraisal. The advertised price of a property will be agreed with the vendor ahead of any advertising.

Redwing will conduct viewings in a professional manner, providing vendors with accurate and informative information. We will provide timely and productive feedback to the purchaser following each viewing. 

Redwing will proactively communicate with all parties throughout the process ensuring that regular updates are provided to both vendors and purchasers. We will clear timescales for any offer approval and sale progression.

Redwing will provide an accessible service that meets the needs of people with disabilities, for example by offering information and marketing material in different formats, providing support to customers who need help to complete the application process, and making reasonable adjustments to enable access at viewing and open events wherever possible.

Redwing will ensure a non-discriminatory approach to sales, except for homes with clear and legitimate exceptions such as Older Person Shared Ownership housing.

Redwing will be open and transparent advising customers that reservations may be cancelled if they do not meet required timescales for providing documents or sale progression.

4.4	Legal and regulatory compliance

Redwing will comply with all money laundering checks in line with legislative requirements.
Redwing will provide applicants with clear timescales for application approval and sale progression.

Redwing will ensure that all descriptions are accurate and that all material information is disclosed to a purchaser that could affect their decision to purchase.

We will declare any personal or financial interest in a property when the property is advertised.

We will communicate all offers to the vendor in writing unless instructed otherwise. This will include transparency around buyer position (excluding confidential information).
 
4.5	Shared ownership sales

Redwing will operate a service that meets grant funding, legislative, planning and regulatory requirements.

Redwing will use Homes England model leases as the basis for all new shared ownership leases, with variance to the standard lease if required and permitted, to take account specific property or development characteristics e.g., age or local connection eligibility criteria.

Redwing will only sell homes to customers who meet Homes England shared ownership eligibility criteria including scheme specific criteria where relevant e.g. Older Persons Shared Ownership.

Redwing will ensure that any eligible applicant who owns a property already (such as an older person needing a more suitable home or someone who has suffered a relationship breakdown) has a purchaser for their property and will have no future interest or mortgage obligations in respect of their former property before a reservation can be accepted.

When selling grant funded homes Redwing will, prioritise applicants in accordance with the Capital Funding Guide and then on a date order basis.

Redwing will ensure that purchasers are qualified by a suitably qualified Financial Advisor, using Homes England/GLA guidance as the basis for assessing if an applicant can afford and sustain home ownership.

Redwing expects purchasers to provide supporting information as evidence of what is stated in their application and to support the eligibility and sustainability assessment.

Redwing will ensure that shared ownership homes are sold at values based on a valid independent RICS valuation (three months unless stated otherwise), with pricing strategies that reflect the individual attributes of the property.
4.6	Surplus Income (Shared Ownership)

Redwing will ensure that customers have a minimum of 10% of their net mortgageable income remaining after all deductions and a stress tested rent. In addition to the Homes England guidance, we would expect customers to have a minimum of 10% of their total net income remaining on the relevant budget planner.

Redwing will assess that the expected expenditure will be realistic for the household composition.

Redwing will liaise with Mortgage Advisors who have an agreed list of acceptable income, if an income falls outside of these categories, and would not be considered acceptable by mainstream lenders, the income may be excluded from the assessment.  All income must be considered sustainable. 

Redwing will ensure we comply with Homes England guidance as the basis for assessing applicants who can afford and sustain a home.

Where Redwing sell shared ownership properties on behalf of other providers, we will refer to their surplus income policy.
4.7	First Come First Served (New Build shared ownership & nomination period)

Customers interested in new build properties will be signposted to a specialist mortgage advisor appointed by Redwing, who will complete an initial eligibility assessment.

A full affordability assessment will be completed in accordance with the Homes England Capital Funding Guide to ensure that any allocation is affordable and sustainable. Cash buyers must also be approved by an independent financial advisor (IFA) in line with the Capital Funding Guide.

Redwing will apply a first come, first served approach (FCFS) based on the criteria set out below:

Criteria for New Build Sales

Multiple customers may be referred to the IFA for an initial assessment. Once the initial assessment criteria have been met, only two customers will progress to full assessment for each available property. 

Redwing will apply a 2:1 ratio per property to ensure customers are given sufficient time to provide the information required to support the assessment, while reducing the risk of other customers being inconvenienced or incurring abortive costs.

Where Redwing launches developments off plan and applies the above criteria, customers may initially be offered a specific property type rather than an individual plot. Redwing will be transparent in its approach and will aim to accommodate as many eligible applicants as possible by allocating homes that meet their needs and aspirations.

Where multiple customers complete the initial assessment on the same date and at the same time, Redwing will refer to the recorded date of enquiry held on Redwing’s customer relationship management system to determine priority.
 
Criteria for shared ownership resales

Multiple customers may be referred to the IFA for initial assessment and viewings. At the point of full assessment, Redwing will apply a 3:1 ratio per property to ensure customers are given sufficient time to provide the information required to support the assessment, while reducing the risk of other customers being inconvenienced or incurring abortive costs.

This approach supports leaseholders who need to progress a sale quickly by enabling a reserve list to be created where the first or second customer is not able to proceed. Applications will be ranked according to the date the full affordability assessment is received from the mortgage advisor.


The first customer to pass the financial assessment, having provided all required information and completed the budget planner within the timescales set by the appointed mortgage advisor, will receive an Agreement in Principle (AIP).

Resale customers are not required to complete an initial assessment before viewing, as viewings may be arranged directly with the sales team.

There are specific exceptions to the above in relation to qualifying Military of Defence personnel and protected sites or areas where priority is able to be given to applicants with some form of local connection. (Further information on this section is available via Homes England “Applicant Priority or on request).
All applicants that are assessed as affordable for the minimum share available will be considered as determined by the first come, first served as referred to above.
Prioritisation of applicants will not be influenced by the share that an applicant is able to afford.

For clarity, applicants who are only able to afford lower shares will not be excluded or moved to a lower priority because of this – we will adhere to the first come, first served basis all cases bar the specified exemptions detailed above.

Redwing will comply with all money laundering checks in line with legislative requirements, the cost per AML check is £25 and charged to each customer at the point their offer is accepted. 

Redwing will proactively communicate with all parties throughout the process ensuring that regular updates are provided to both vendors and purchasers. We will provide clear timescales for any offer approval and sale progression.

Redwing will provide an accessible service that meets the needs of people with disabilities, for example by offering information and marketing material in different formats, providing support to customers who need help to complete the application process, and making reasonable adjustments to enable access at viewing and open events wherever possible.

Redwing will be open and transparent advising customers that reservations may be cancelled if they do not meet required timescales for providing documents or sale progression.

Where Redwing sell shared ownership properties on behalf of other providers, we will refer to their policy.

4.8 Adverse Credit

This section applies to all new build and resale Shared Ownership homes sold by Redwing. It sets out Redwing’s approach to adverse credit so that prospective customers understand the eligibility requirements before incurring any costs associated with an application.

Redwing is committed to supporting customers to make informed and sustainable decisions about home ownership. Customers must be able to meet ongoing mortgage, rent, service charge and other housing-related costs. A clear adverse credit approach is therefore required to ensure that applicants can afford and sustain the financial commitments associated with Shared Ownership.

Redwing will consider the advice of a specialist Shared Ownership mortgage or financial advisor and will assess applications on a case-by-case basis.

Redwing is unlikely to accept an application where the applicant is assessed as presenting a high level of financial risk. As a general guide, Redwing is unlikely to accept an application where any of the following apply:

• The applicant has County Court Judgments (CCJs) or defaults within the last two years with a combined value of more than £300.
• The applicant has any unsatisfied CCJs or defaults over £1,000, regardless of when they were registered.
• The applicant has an active or unsatisfied Individual Voluntary Arrangement (IVA) or bankruptcy. Applications may only be considered where the IVA or bankruptcy was discharged at least three years ago, or was registered more than six years ago and has been satisfied, with no further adverse credit issues since.
• The applicant is subject to a debt management plan that has not yet been repaid in full.
• The applicant has had mortgage or rent arrears within the last 12 months.
• The applicant has previously had a property repossessed, unless the repossession occurred more than three years ago, there is no outstanding debt to lenders, and there have been no further credit issues within the last three years. Confirmation from the repossession lender will be required to evidence that no outstanding debt remains.
  
 4.9 External Resales

For outright sales, the decision to accept, reject, or negotiate an offer rests solely with the vendor. Redwing acts as the vendor’s appointed agent and will carry out its duties in accordance with relevant legislation, regulatory requirements, and recognised industry best practice. Redwing will act in the best interests of the vendor at all times while treating all prospective purchasers fairly and consistently.

All offers received will be communicated to the vendor promptly and in writing, unless the vendor has provided clear written instructions to the contrary.

Redwing will present all qualified offers objectively and without bias, ensuring that no offer is withheld, misrepresented, or unfairly prioritised.

In addition to the offer price, Redwing will provide factual information relevant to the purchaser’s position, such as funding arrangements, chain details, and proposed timescales, where this information has been made available.

All outright sales will be conducted in line with applicable consumer protection, anti‑money laundering, equality, and data protection legislation, and Redwing’s internal policies.

No purchaser will be disadvantaged on the basis of any protected characteristic, and reasonable adjustments will be made where required to support equitable access to the sales process.

4.9 Complaints
If something goes wrong, we make it easy to raise a complaint and follow our formal process to resolve it. We will also explain other redress options available such as the Housing Ombudsman or the Property Ombudsman.

Complaints will be dealt with as per The Regenda Groups Feedback Policy, which complies with the Housing Ombudsman Service Complaint handling code.  	
5. [bookmark: _Toc41381244][bookmark: _Toc88569006]Associated documents
5.1. [bookmark: _Toc41381245][bookmark: _Toc88569007]Associated legislation, regulation, and guidance

	Associated legislation, regulation and external standards

	Landlord & Tenant Act 1985

	Homes (Fitness for Human Habitation Act) 2018 

	Homes England Capital Funding Guide

	The Gas Safety (Installation and Use) Regulations 1998

	The Domestic Minimum Energy Efficiency Standards Regulations 

	Electrical Safety Standards in the Private Rented Sector (England) Regulations 2020

	Money Laundering and Terrorist Financing (Amendment) Regulations 2019

	General Data Protection Regulation (GDPR)

	Leasehold and Freehold Reform Act 2024


[bookmark: _Toc41381246]
5.2. [bookmark: _Toc88569008]Associated Regenda Homes / Group documents / guidance 

	[bookmark: _Hlk88568704]Associated Regenda Homes / Group documents / guidance

	Leasehold Management Policy

	Asset Management Policy

	Data Protection Policy

	Money Laundering Policy

	Sinking Fund Policy

	Homeownership Policy

	Complaints Policy


6. [bookmark: _Toc41381247][bookmark: _Toc88569009]Equality, diversity, and inclusion 
[bookmark: _Toc88569010]Redwing is committed to promoting equality of opportunity and ensuring that no individual or group is treated less favourably on the basis of any protected characteristic, as defined under the Equality Act 2010. We will carry out our responsibilities with due regard to the following characteristics:
· Age
· Disability
· Gender reassignment
· Marriage and civil partnership
· Pregnancy and maternity
· Race
· Religion or belief
· Sex
· Sexual orientation
Redwing is dedicated to ensuring that all individuals have equitable access to, and benefit from, the services provided under this policy. We will take individual needs into account and make reasonable adjustments where necessary for example, by providing information in alternative formats or adapting property viewings to meet specific accessibility requirements.
In addition, Redwing is committed to ensuring that all staff receive appropriate training on their responsibilities under the organisation’s Equality and Diversity Policy. Staff are expected to understand that both they and the organisation may be held accountable for acts of discrimination, harassment, victimisation, or bullying carried out in the course of their duties—whether directed at colleagues, customers, suppliers, or members of the public. 

7.  Data Protection 

As part of The Regenda Group, Redwing is committed to embedding privacy and data protection principles into the design and delivery of all services, including those covered by this Rent to Buy Policy. We adhere to the principles of Data Protection by Design and by Default, in accordance with the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018.

In administering property sales Redwing may collect and process the following categories of personal data:

· Proof of address and property ownership
· Financial and employment information (for affordability and referencing checks)
· Identification cush as passport/driving licence

Information about how personal data is collected, used, and stored are outlined in Redwing’s Privacy Notice, available on our website and referenced in all relevant communications.

Redwing may share personal data with trusted third parties, including:

· Referencing agencies (e.g. Let Alliance)
· Contractors and service providers e.g solicitors
· Regulatory or statutory bodies, where legally required
· All data sharing is governed by appropriate Data Sharing Agreements or Data Processing Agreements, ensuring full compliance with applicable data protection legislation. 
8. Monitoring & Reporting

	Reference
	Name
	Internal controls

	RW OR01
	Failure to comply with consumer standards
	KPI reporting to RMT, Internal Audit

	RW OR3
	Inability to retain or recruit appropriate staff
	Benchmarking, Peer Review

	RW OR5
	Failure to maintain a credible brand
	Internal meetings, policy framework



9. Risk Management 

	Reference
	Name
	Internal controls

	RW OR01
	Failure to comply with regulation and legislation
	KPI reporting to Redwing board Internal Audit

	RW OR5
	Failure to maintain a credible brand
	Internal meetings, policy framework

	RW OR4
	Failure to manage customer complaints effectively
	KPI reporting, peer review, policy framework



10. [bookmark: _Toc41381248][bookmark: _Toc88569011] Amendment Log

	Change
	Made by
	Authorised by
	Effective date

	Updated Risk and reporting info.
	Michelle Brooks
	Alex Andani
	July 2026
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