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FOR GENERAL RELEASE 
  
1. PURPOSE OF REPORT AND POLICY CONTEXT 
 
1.1 This report looks at how the council currently engages with leaseholders and 

proposes ways in which this engagement could be improved, concentrating on 
the following themes: 

 

 Improving customer service 

 Better communication 

 Value for money 

 Greater engagement on planned major works 
 
 
2. RECOMMENDATIONS:  
 
2.1 That the committee notes the practical measures to improve engagement with 

leaseholders set out in paragraphs 3.29 to 3.40 and supports their 
implementation. 

 
 
3. CONTEXT/ BACKGROUND INFORMATION 
 
3.1 The council manages around 1,500 blocks of flats of various types and sizes, 

over 4,000 tenanted houses, more than 7,000 tenanted flats and approximately 
2,880 leasehold properties. 
 

3.2 These leasehold properties comprise 2,380 flats sold under the Right to Buy 
along with 499 flats and houses leased to Seaside Homes. 

 
3.3 All the leased properties contractually require the leaseholders to contribute to 

the council’s total expenditure incurred in keeping the exterior, structure and 
common parts in repair, along with providing services such as cleaning, grounds 
maintenance, management, etc. 
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3.4 The leases, with the exception of most leases created before 1987, include a 
provision to contribute towards works of improvement. 

 
3.5 Leaseholders are protected in law on service charge costs to the extent that the 

costs are ‘reasonably incurred’, works or services are carried out ‘to a reasonable 
standard’, the leases allow for the costs to be passed on and the consultation 
requirements have been complied with. 

 
3.6 The council has set up its own 3-stage internal disputes procedure to aid 

resolution of service charge complaints. This has proved extremely successful. 
Over the last 10 years there have been an average of around 60 disputes a year 
with more than 90% of these resolved at the first two stages. In this period, only 
three cases have gone to a tribunal hearing. 
 

3.7 Leasehold management in the council is not dealt with in one team. The 
Leasehold Team is responsible for administration of the leases, verifying service 
charges, financial breaches of the lease and service charge dispute resolution. 
Housing as a whole is responsible for leasehold management. For example, 
consultation is dealt with by Property & Investment and Tenancy Management 
deal with the management of the building and the leases, along with any non-
financial breaches. 

 
3.8 The council is committed to engaging with leaseholders through the formal 

Resident Involvement channels such as Residents Associations, the 
Leaseholders Action Group (LAG), Area Panels and Service Improvement 
Groups. 

  
3.9 Groups of leaseholders in a building  have the right  to set up tenants’ 

associations. Under section 29 of the Landlord and Tenant Act 1985  the council 
can recognise such an association for the purpose of dealing with service charge 
matters. 
 

3.10 However, the most important relationship in leasehold management is with the 
leaseholder themselves on an individual basis. 

 
How does the council currently do leasehold management? 

 
3.11 The council’s current engagement and communication includes: 
 

 An interim charge sent out each March to every leasehold property (see 
Appendix 1) 

 A Certificate of Expenditure each September with the actual costs for the 
building and the property (see Appendix 2) 

 A leaseholders’ newsletter with information about different lease issues 
included in each mailshot 

 A leaflet explaining how the service charge works and how payment may 
be made in each mailshot 

 A gas safety leaflet urging that appliances are checked annually 

 Current contact details to be amended and returned in a pre-paid 
envelope 

 A major works information sheet if major works are being billed, setting out 
the help with payment that is available (see Appendix 3) 
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 A summary of rights & responsibilities (this is statutory) 
 

3.12 The key information and advice provided includes: 
 

 Leaseholders’ Advice line 

 Council leaseholders’ handbook 

 Leaseholders’ page on council website 

 Welcome pack for new leaseholders 

 Leaseholders’ disputes procedure and explanatory leaflet 

 Major works information sheet 

 Insurance policy booklet 
 
3.13 The term ‘major work’ is used to refer to any work that costs a leaseholder £250 

or more. These are works that fall within the statutory consultation requirements 
and will receive the following: 
 

 Statutory consultation notices to each leaseholder with 30 days for written 
observations (see Appendix 4) 

 The council responds to all written observations within 21 days 
 
3.14 The council recognises the importance of engaging with all leaseholders as it 

recognises the importance of engaging with all tenants. Current leaseholder 
involvement includes: 

   

 LAG annual general meeting (AGM) for all leaseholders 

 Quarterly LAG meetings with committee members elected at AGM 

 LAG representatives elected to Area Panels 

 LAG representatives elected to Service Improvement Groups 

 Periodic satisfaction surveys issued to all leaseholders 
 
  High cost works 
 
3.15 Recent years have seen a period of increased investment in Housing’s 

residential properties. Knowing this concentrated investment would result in 
higher service charge contributions for leaseholders, the council was careful to 
put in place measures around consultation and payment designed to mitigate the 
impact. 
 

3.16 For high cost major works the following were put in place: 
 

 Flexible payment options including longer interest-free repayment periods 
and, for resident leaseholders with payment difficulties, non-repayment 
loans such as equity loans repaid on the next sale or transfer of the 
property 

 Meetings before Section 20 consultation notices are sent out 

 Meetings during the consultation period 

 Inspections of surveys, specifications and estimates offered with a council 
Quantity Surveyor able to sit in and give line by line interpretation and 
support 
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 Offer of confidential meetings with leaseholders to discuss payment 
options – these have had a very positive take-up with payment difficulties 
for many resolved 

 Council Housing surveyor checks on 100% of works carried out 
 
3.17 To date, out of 600 leaseholders who have been billed more than £5,000 for 

major works since 2012, we have agreed 16 equity loans and 3 voluntary legal 
charges. 
 

3.18 The Pension Service has paid the major works housing costs of leaseholders in 
receipt of Pension Credit. 

 
  How can the council improve engagement with leaseholders? 
 
3.19 In 2017 the Executive Director for Neighbourhoods, Communities and Housing 

set up a councillors working group on leaseholders which has resulted in drawing 
together a number of leasehold issues where improvement can be made. This 
coincided with a paper presented by the LAG committee on ‘the objectives and 
means for achieving major change in the relationship between leaseholders and 
the Housing department of BHCC’. (See Appendix 5). 

 
3.20 Work with LAG and the councillors’ working group has led to further ideas on 

where engagement with leaseholders can be improved. (See Appendix 6). 
 

3.21 The council recognises that although it has been technically robust in terms of its 
obligations to comply with leasehold legislation this should not be the limit to our 
leasehold management and we need to move beyond the confines of the 
statutory to achieve better customer service. 

 
3.22 There is a consensus that too much reliance has been placed on holding 

meetings where in reality few people attend. Instead the council needs to 
concentrate on getting the basics right with a positive and straightforward regime 
of communication with all leaseholders by letter and with the critical information 
given on a regular and ongoing basis. 
 

3.23 The form of a lot of the information relating to works and the cost of works is 
wedded to IT systems that are inflexible and do not provide clear descriptions. 
Responsive repairs for example have job descriptions and Schedules of Rates 
descriptions which are very difficult to understand for the non-technical reader. 
 

3.24 Engagement and communication at the earliest stages of major projects and 
planned maintenance has been patchy and not followed through during the 
course of works and after works. 
 

3.25 More resident choice would be advantageous for tenants and leaseholders in the 
scoping of works. Whether a comprehensive programme of works is carried out 
together, with savings on long-term cost, or whether they can be done 
elementally over a number of years in more manageable stages is something 
that can be engaged on more fully. 
 

3.26 Leaseholders have been frustrated at not knowing who to go to from the council 
if there is a problem on site that nobody else can resolve. Clear identification of 
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the council officer to go to with the autonomy and status to resolve issues quickly 
would be welcomed. 
 

3.27 Leaseholders are critical of best value being achieved in the procurement of the 
elements comprising major works projects. 
 

3.28 Leaseholders have told us they would like to see greater transparency in the 
procurement of our structural surveying consultants. 
 
What practical measures can be implemented? 
 

3.29 An agreed project plan for high cost works that includes engaging with tenants 
and leaseholders impacted by the works comprehensively from an earlier stage 
and which involves engagement at key stages such as project initiation, condition 
survey, options, consultation, pre-commencement, snagging and sign-off. 
 

3.30 Move to individual letters to tenants and leaseholders (both resident and non-
resident) giving regular works updates and covering critical stages of projects 
such as condition survey, condition report, initial specification and cost, delays, 
commencement, alerts on scaffolding, progress, completion, snagging and the 
service charge. 
 

3.31 A named council officer for each project with the status and autonomy to resolve 
issues as they arise. 
 

3.32 The opportunity for leaseholders and tenants of blocks where high cost major 
works are undertaken to participate in commissioning structural surveying 
services, joining inspections and overseeing snagging of completed works. 
 

3.33 Create a new position of Leaseholder Liaison Officer to meet and spend time 
with leaseholders when problems arise and to improve communications. We will 
consult the LAG committee on the Job Description for recruitment to the post. 
 

3.34 Consult with LAG committee and the councillor working group on a new council 
leaseholders handbook. 
 

3.35 Consult with the LAG committee and the councillor working group on the next full 
leaseholders’ satisfaction survey (proposed to be carried out in tandem with the 
next tenants’ STAR survey). 
 

3.36 Ensure consideration of more accessible repairs information for leaseholders 
through the new IT system for Housing. 
 

3.37 Involvement of tenants and leaseholders in consideration of options for the 
delivery of repairs and maintenance services after 2020. 
 

3.38 Undertake workshops with officers, leaseholders and councillors to monitor 
progress. 
 

3.39 Improve the communication of the planned maintenance and investment 
programme that is published on the council’s website to allow continuous 
updating and information to individual buildings. 
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3.40 Include a customer service improvement element to the leasehold management 

training sessions that are rolled out across council staff and contractors. 
 

 
4. ANALYSIS & CONSIDERATION OF ANY ALTERNATIVE OPTIONS 
 
4.1 None considered as part of this report. 
 
 
5. COMMUNITY ENGAGEMENT & CONSULTATION 
 
5.1 Consultation has been undertaken with the Leaseholders Action Group at their 

quarterly committee meetings and with the councillors working group on 
leaseholders along with a joint officer/leaseholder/councillor workshop on 2 
March 2018 (see Appendix 6). A briefing on the contents of this report was 
presented to the LAG annual general meeting on 14 April 2018. 
 

5.2 This report was shared and discussed with leaseholders at the LAG committee 
meeting of 30th May 2018. The committee appreciated the work undertaken and 
unanimously voted to accept the report. The committee identified the following 
two questions which the council agreed to work on with the committee over the 
coming months: 
 

 Consider processes for the LAG committee to engage more directly with 
all leaseholders including sharing LAG information and newsletters, for 
example alongside service charge letters. 

 Consider how non-resident leaseholders are represented within existing 
resident involvement structures. 

 
 
6.  CONCLUSION  
 
6.1 The enhancements to current processes detailed in this report would meet a lot 

of the aims identified by the LAG committee and by councillors to deliver 
improved engagement with leaseholders over the next few years. 

 
 
7. FINANCIAL & OTHER IMPLICATIONS: 

 
Financial Implications: 

 
7.1 The HRA Budget for 2018/19 includes funding for a new leaseholder Liaison 

Officer post. Other costs of improving leaseholder liaison such as sending of 
individual letters to residents and the creation of a new handbook will be 
managed within current HRA budget resources. 

 
 Finance Officer Consulted: Monica Brooks Date: 16/05/18 
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Legal Implications: 
 
7.2 The standards for landlord consultation with leaseholders imposed by the 

Landlord and Tenant Act 1985 are minimum standards. The council is entitled to 
do anything which is calculated to facilitate, or is incidental to the discharge of its 
functions. The additional practical measures to improve leaseholder engagement 
set out in the report are therefore within the council’s powers. As the Committee 
with delegated powers to discharge the council’s functions as a housing landlord, 
it is within its powers to support their implementation.  

   
 Lawyer Consulted: Name Liz Woodley Date: 15/05/18 
 
 
 Equalities Implications: 
 
7.3 None directly related to this report. 
 
 Sustainability Implications: 
 
7.4 None directly related to this report. 
 

Any Other Significant Implications: 
 
7.5 None related to this report. 
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SUPPORTING DOCUMENTATION 

 
Appendices: 
 
1. Example of interim charge 
 
2. Example of Certificate of Expenditure 
 
3. Major works information sheet 
 
4. Example of S20 consultation notice 
 
5. Leaseholders Action Group Aims September 2017 
 
6. Minutes of Councillor-Leaseholder-Officer Working Group 2 March 2018 
 
 
Documents in Members’ Rooms 
 
1. None. 
 
 
Background Documents 
 
1. Sections 18-30 Landlord and Tenant Act 1985 (as amended) 
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