For North Kesteven District Council Tenants
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prepare for beneﬁt changes

Universal Credit is here... U Can get ready
If you are affected by changes to the way your benefits are received, we can help.

What is
Universal
Credit?

The benefits it replaces are:

Universal Credit is a
benefit to help people
who have a low or no
income with basic living
expenses and housing
costs. It replaces a number
of existing benefits and
tax credits to be paid once
a month, directly to you
and not your landlord.

Working/Child Tax Credits.

Jobseekers Allowance
Income Support
Employment Support Allowance
Housing Benefit
It is designed to support people who have a low or no income
with their basic living expenses and housing costs.
The amount a person can get depends on their circumstances and
how much other income they have. Customers can continue to
get Universal Credit if they are in work but have low earnings.
Full digital service is rolled out by postcode and Jobcentre+ district.
You can still claim Council Tax Support with North Kesteven
District Council by going to www.n-kesteven.gov.uk/hbclaim

If you want advice or help to apply for Universal Credit, contact the support team, by emailing
ucsupport@lincoln.gov.uk, calling 01522 873592 or coming into the Council Offices.
If you would like more information, or to claim Universal Credit visit
www.n-kesteven.gov.uk/ucan or www.gov.uk/universal-credit

WELCOME

Councillor
John Money,
Executive Board
Member with special
interest in Housing
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We are incredibly proud of this
achievement, but we don’t take
it for granted and nor will we
rest on our laurels.

We are committed to providing high quality, safe and secure
homes for you. We will continue to look for ways to improve
homes already built while seeking opportunities to add more
houses to meet an increased need for more places to live in
North Kesteven.
Work is progressing on the £8.9 million regeneration
of Newfield Road in Sleaford, renovating more than 60
properties and building 18 new ones. The whole scheme is
due to be completed next year, giving tenants brighter, bigger,
and more insulated homes for the future.
Latest figures show the Council is one of the best
housebuilding authorities in the country for replacing homes
lost through right to buy. Government data shows that NKDC
is the second highest-performing of 167 authorities, second
only to Winchester, and is only one of four – Winchester,
NKDC, New Forest and Wiltshire – to have delivered a net
increase in homes since 2012.
During this time the Council has built 158 homes and sold
126 through right to buy, a net gain of 32.
Winchester sold the same number of homes but built
160 in the same period.
Only recently we’ve approved changes to our right to
buy criteria, ensuring local homes go to local people.
You can read more details in this Annual Report.
Earlier this year the Council was identified as one of the best
local authorities in the country for meeting the housing need
of the area and was shortlisted for a UK Housing Award for
Strategic Local Authority of the Year.
As part of this NKDC had to demonstrate that housing is at
the heart of what the Council does and is joined up with the
rest of its services for the benefit of our communities.
It is, and we will ensure it continues to be.

Each year North Kesteven District Council
produces a report about how the Housing and
Property Service is working to meet the needs
of its tenants and leaseholders. This report tells
you how the Council performed over the 2017/18
financial year and what needs to be improved.
The information is based on satisfaction
surveys you have returned to us and statistics
and information we gather throughout the year.
This includes information given by tenants when
we visit them, from meetings; and by analysing
the complaints that have been received.
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OUR PRIORITIES
Our Vision - Together We Put The Meaning of Home in Housing
Our priorities outlined in the 2016 housing business plan are based on
consultation with tenants. Our actions continue to work towards these
outcomes over the next three years and are set out here.

Provide high quality
housing services
across NK

Maintain & improve
housing in NK

Increase the supply
of housing in NK

REGULATOR OF SOCIAL
HOUSING
HOUSING STANDARDS

ACTIONS THAT WE ARE
WORKING ON BASED ON
YOUR FEEDBACK

Home
Ensures decent homes and a
good repairs service that meets
customers’ needs, offers choices
and maintains the quality of homes

1. Review NK Home standard
life time of components
2. Improving energy
efficiency and heating
3. Review and replace remaining
external wooden doors

Neighbourhood & Community
Keeping neighbourhoods
and communal areas clean,
tidy and safe, preventing and
tackling incidents of anti-social
behaviour and supporting
tenants who experience it

1. Improving community spaces
1. Estate works in Sleaford and Ruskington
(e.g. parking, paving, lighting
have been completed to help tackle antiand communal facilities)
social behaviour, provide extra parking
2. Improving grounds
and general estate improvements.
maintenance to community
2. An estates handyman is now in post
areas (e.g. grass cutting,
3. Parking is now considered as part
weed clearing, gardening)
of overall estate improvements
3. Re-evaluate parking programme

Involvement & Empowerment
The information, communication
and choice provided by the housing
service and what residents can
do if they are not satisfied

1. Greater opportunity for
1. We have visitied people who were dissatisfied
communication through
with the overall service to discuss their
face-to-face contact
views and take action on issues raised
2. Investigate alternative
2. Communications through Facebook
communications with residents
is increasing steadily

Tenancy
How the Council allocates houses
and ensures tenants have the
information and support they
need to maintain their tenancy

1.

Improving the information
when allocating properties
2. Ensure greater
support for elderly and
vulnerable residents

1. Continue to ensure tenants
Value for Money
get value for their rent
Giving tenants high quality services
2.
Raise awareness of money
for a reasonable cost and giving them
advice, & affordable warmth
the chance to influence services and
help for residents
be involved in setting any charges
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PROGRESS
1. Asset surveyors have completed
nearly 1000 surveys. The results will
be evaluated over the next year
2. Air source heat pumps or efficient electric heating
are now being fitted as standard to bungalows
where gas is not available. Alternatives to solid
fuel systems in houses are being investigated
3. 62 of the oldest wooden doors have been
replaced from an additional budget

1. Implementing recommendations from
Tenants Investigating Services group
1. Lincshomefinder contains more
information about properties
2. Four Tenancy sustainment officers are now
in post to help people maintain their tenancy
2. Wellbeing Service is available
for those who need it
1. NK compares our services against other
social landlords to ensure value for money
2. This service is actively promoted through
At Home magazine and our visiting officers

CUSTOMER SATISFACTION
NK is landlord of 3,861
Council homes. There are
51 leasehold properties

Survey of tenants and residents (STAR)

1,375

In 2017/18 the Council received a record
number of responses to the STAR survey.
This is an annual survey to find out how
satisfied or dissatisfied tenants are with
the landlord service. All results are better
than last year. The results are used to see
how services can be improved and to
compare the service with other landlords.

86
1,283
72

STAR SURVEY RESULTS

tenants completed the survey
(9.2%) tenants felt that the
Council did not act on their views
(94.6%) were overall satisfied with
the landlord services provided
(5.3%) were dissatisfied
or very dissatisfied

2017/18

2016/17

2015/16

The overall service provided by Housing and Property Service

93%

86% (n1161)

92%

The overall quality of your home

90%

87% (n1160)

92%

Your neighbourhood as a place to live

92%

91% (n1228)

94%

That your rent provides value for money

95%

89% (n1184)

93%

That your service charges provide value for money

89%

80% (n992)

87%

The way North Kesteven District Council deals with repairs
and maintenance

90%

89% (n1189)

90%

That North Kesteven District Council
listens to your views and acts upon them

86%

72% (n969)

82%

‘n’ is the number of satisfied respondents

ACTION
The Council has worked hard to understand why satisfaction fell during
2016/17 and visited all those tenants who were very dissatisfied with the overall
service. In some cases things had been missed or required extra work to be
carried out and some were not re-reported creating ingrained and long term
dissatisfaction. Teams have dealt with most of the issues over the course of
the year. This has been a very successful piece of work and officers will again
be visiting those customers who stated they were dissatisfied in 2017/18.
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COMPLAINTS
Your complaints or feedback is always welcome. When we know you have a problem with some
part of the service you get from the housing department or the contractors the Council employs
we can then work with you to try and sort out these problems.

In 2017/18 there have been:

6

complaints closed in partial
favour of the tenant and the
Council highlighting whilst
Council acted correctly it could
have done so in a better way

32

8

new appeals
against officer decisions

13

new complaints

complaints
closed in favour
of the tenant

13

complaints closed
in favour of the Council

8

appeals received: 6
favoured the tenant and
2 favoured the Council

Area of complaint were:
Tenancy Services

1

Housing Options 8

Property Services 3

Repairs 12

Income Management 1

Housing Neighbourhoods 7

Learning from complaints
In 2017/18 a number of complaints were about
multiple call outs to the same repair or quick fixes
being made where something ought to have been
replaced. In renegotiating the repairs contract the
Council and contractors have worked to provide
an alerter system so that these situations can be
dealt with more quickly.
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Compensation
In 2017/18 a total of £7,034
was paid out in compensation

MAINTAINING OUR PROPERTIES
YOU SAID

WHAT WE’VE DONE

Review the length of time before
refurbishments
For most tenants the most important
aspect of the housing service is the
quality of the property they live in.
Because of this, ensuring a decent
home and a good repairs service that
meets customers’ needs, offers choices
and maintains the quality of homes is one
of the aims of the housing business plan.
Ensure all ready to let properties meet
the NK standard

Over past year the Asset Surveyors have visited nearly 1000 Council properties
to assess the condition of Council homes to ensure they are not being missed
or neglected by the 30 year programme to maintain properties to the NK Home
standard. They are checking both internal and external areas and the age and
condition of components such as roofs, kitchens, doors internal and external.
It is expected to take up to four years to visit all properties. They are also
checking that these components are generally lasting for the length of time that
they are expected to. Officers will now begin to look at the findings to see what
work needs doing to keep houses in good condition and up-to-date.

At NK we are always looking for better ways of doing things. One area of work
that has been focused on during 2017/18 is that of how we deal with empty
properties and their allocation. Tenants leaving their property in a poor condition
is a cost to all NK tenants. As part of this review if you leave your property in the
future we will work more closely with you during your notice period.

Empty Properties and availability
The North Kesteven waiting list is affected by the type of properties there
are available in the District. There are many bungalows but people who need
family houses or flats are likely to be waiting a long time to be housed.

£462,672

£351,858

£2,561

23 days

Cost of
turning voids
around

Total rent
lost during
2017/18 due
to voids

Average
cost of
each empty
property

Average
length of time
properties
were empty
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HOW YOUR RENT IS SPENT

£14,889,927

£152,374

House rents

Service charges

£141,79 0

Garage rents

£56,298

Other non-rental
income

£56,267

Shed rents

£25,220

Interest and
investment
income

£23,617

Rental income
including
ground rent,
and service
charges

£15,345,503 TOTAL INCOME

£15,345,503 TOTAL EXPENDITURE

£4,118,975

£3,422,996

Contribution to
fund New Build
programme
and component
replacements

Repairs and
Maintenance

£2,727,158

Supervision and
Management

£2,044,863

Interest Charges
(predominantly debt
servicing on selffinancing loan)

£2,085,567
Principal
Repayment

£1,176,774
Other Service
Expenditure

APPROPRIATIONS
£230,829 Surplus of Income over Expenditure (which is added to the HRA Working Balance)

WEEKLY RENT COMPARISON 2017/18
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3 BED HOUSE

2 BED BUNGALOW

1 BED FLAT

Social rent

£81.24

£74.76

£59.33

Affordable rent

£114.27

£96.76

£72.51

Private rent

£173.00

£140.00

£93.00

HOW DOES NK COMPARE

£123,809

99%

Rent arrears

Each year the Council
compares cost and
satisfaction with the service
to other social landlords
with stock size similar to NK.
During 2016/17 there were 84
other Council and housing
association landlords.

YOU SAID

of rent collected
during the year

1383 tenants paying
their rent by direct debit

• Satisfied with repairs service – 1st out of 60
• Satisfaction with repairs and maintenance –
8th out of 58
• Value for money of rent – 15th out of 63
• NKDC listening to views and acting upon them
22 out of 55
• Quality of the home – 29th out of 63
• Overall service provided by NKDC housing –
31st out of 63

WE SAID WE WOULD

WHAT WE’VE DONE

Ensure contracts are
fulfilling the expectations
of the customer

Review our contracts and meet
with our contractors to discuss
any concerns

The Council has regular meetings with all of its contractors
and a Tenant Liaison Officer to help and support tenants
during the works they are having done

Keep rents low

Implement the 1% rent reduction.
Ensure we continue to provide a
value for money service

Up to now, the Council has been able to make adjustments
in areas of work that do not entail a reduction in day to day
services to tenants. We will continue to review this.

VALUE FOR MONEY

The following key areas remain
in the “Good performance /
Low cost” section.
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Good performance / High cost

Cost

Poor performance / High cost

6

4

Poor performance / Low cost

Good performance / Low cost

5

2

1
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1

Responsive repairs &
voids works

2

Rent arrears and
collection

3

Major works and cyclical
maintenance

4

Lettings

5

Tenancy management

6

Resident involvement

7

Estate services

Performance
9

IMPROVING HOMES
This year 205 homes do not meet the
NK Home Standard (195 last year).
This is due to tenants refusing to
have work done to their properties.

Number of properties improved over the last year
62
50

External door
replacements

Bathrooms

63

4

Kitchens

155

Heating systems and
boiler replacements

10

Window
replacements

Parking areas
(as part of estate improvements)

• In 2016/17 NK began addressing the backlog when properties became vacant. We have
now established a £35k budget to enable us to complete work previously refused.
• A number of properties have benefited from getting works done that had been
refused by previous tenants – 1 bathroom, 22 boilers, 10 kitchens have been
installed. This has begun to address the back log identified last year.

10

PREPARING FOR WINTER

PULL- OUT

Don’t get caught out!
As Autumn draws in and the days get colder it’s time to make sure you are prepared for any periods of bad
weather in the depths of winter. These pull out and keep, centre pages will help you prepare you and your
home for winter.

Getting prepared
Make sure your heating
system is working
BEFORE you need it.
This means you can get it
repaired before it turns cold and you
need the heating on to keep warm
Have you got enough
oil in the tank to
last you through the
winter? Don’t allow
the oil to run out if you have oil
central heating, as this can create
air locks and your heating won’t
work even when you refill the tank.
Get your chimney
swept to make
sure that it is clear
and doesn’t pose
a threat to the safety of you and
your family. See box below

Make sure any
outside water
taps and pipes
are well protected
and lagged to prevent them
freezing up and potentially
bursting. Turn off stop taps
to outside toilets if they are
not in use. Let the Council
repairs team know if you have
any concerns about this
Make sure your
home contents are
insured in case
there is a problem.
The Council is not responsible
for the contents of your home.
This includes all your personal
belongings. Make sure your
contents insurance covers
you for when you are away

Are you worried
about the cost
of heating your
home through
winter? Make an appointment
with the Domestic Energy
Officer for help and advice
to get the most cost effective
deal for your circumstances
(See box on page 4)
If you are going
away for a few
days keep your
heating on low
and ask a neighbour to keep
an eye on your home. Leave
contact details in case of an
emergency. If you are going
to be away for 30 days or
more contact the Council
repairs team for advice

Don’t be left in the cold
Between 1st October and 31st March if your heating breaks down don’t be left
in the cold. Both of the repairs contractors have the facility to offer tenants a
temporary heating solution if you want it if your heating breaks down.
If the operative does not offer a temporary solution you can ask for some temporary heating
until the problem can be resolved. You can contact the appropriate contractor below.
•
•

Kier deal with electrical heating – phone: 01529 416399
Aaron Services deal with all other types of heating – phone 01205 591979
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PREPARING FOR WINTER
Stay Warm, Save Money
Find out if you can save money on your
gas, electricity and/or water. Domestic
Energy Officer, Brenda Walukiewicz
is on hand to help if you need to:
•
•
•
•
•

Find cheaper energy tariffs
Find a new energy supplier
Switch your energy supplier
Help you to understand your energy bill
Make sure you are on the right water tariff

It doesn’t matter what type of fuel you use,
electricity, gas or oil or how long you have been
with your present energy supplier all you need
to do is have at least one of your energy bills
to hand. It’s very easy, Brenda will call energy
suppliers for you there and then if you would
like her to set up the best deal for you, or will
give you advice for you to do-it-yourself.
This is a FREE service and it is completely
independent of any utility company.
If you would like Brenda to come to see you to
discuss your energy needs and costs you can
make an appointment by contacting her by
Telephone: 07816 294646
(Monday – Thursday)
Email: Brenda_Walukiewicz@n-kesteven.gov.uk

Condensation, Mould & Damp
For some households the onset of winter worsens
the occurrence of condensation, damp and mould.
Damp can be the symptom of structural problems with
a building. However in most cases it is a symptom
of how we use, ventilate and heat our homes.
In our everyday living we produce and release moisture
into the air by the things we do in our home. In order to
reduce condensation and the risk of mould you need to;

Make sure
there is enough
ventilation/air
circulation

STAY
WARM
SAVE
MONEY
ENERGY

DOMESTIC

ADVICE
Helping NK Tenants find and switch energy supplier - cut down and understand your bill

To arrange an appointment please call Brenda on:
01529 414155 Ext 28098 or 07816 294646
or email brenda_walukiewicz@n-kesteven.gov.uk
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Check the
insulation is
sufficient to keep
the house
warm

Reduce
the amount
of moisture
produced in
the home

Don’t dry
clothes and
washing on
radiators

Increase
the heating
to raise the
temperature of
the air and cold
surfaces

For your copy of the condensation, mould and
damp leaflet contact the Council and ask for the
repairs team or go to www.n-kesteven.gov.uk
and search ‘condensation’ for more information.

PREPARING FOR WINTER
Chimney Sweeps
It’s that time of year again when you
want to be warm and need to heat
your home. Tenants are responsible
for getting the chimney swept.
The National Association of Chimney
Sweeps (NACS) ensures high standards
for the chimney sweeping and on
completion of work, NACS Sweeps issue
a Certificate of Chimney Sweeping.
The sweeps can advise you on the best
use of the appliance and suitable fuels
helping you to reduce fuel waste and save
money, and increase appliance safety.

You can find a registered chimney sweep at:
www.nacs.org.uk or telephone 01785 811732

Snow Clearing
People fear clearing snow from paths, thinking they could be sued if someone slips.
But given that it is a kind, considerate and sensible thing to do these tips may help.

Don’t use hot
water as it
will form ice.

1,917
MILES

Spread salt from salt
boxes, if there is one near
you, or use any salt, sand
or ash on cleared paths
to help to prevent ice.

Start early. It’s
easier to clear
fresh snow than
compacted ice

Lincolnshire County Council carries
out gritting and salting on 1,917
miles of Lincolnshire’s roads. Only
major routes are cleared of snow.
Full details can be found in the Winter
Maintenance Plan available, at
www.lincolnshire.gov.uk, public
libraries or Divisional Highway Offices.

North Kesteven
District Council
does not clear
paths or roads
of snow.

For local travel information
please tune your radio to:
•

BBC Lincolnshire
94.7 - 104.7FM

•

Lincs FM 102.2FM
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PREPARING FOR WINTER
Winter guidance
Take care of yourself, your home, family and neighbours
this winter. Here are a few simple things you can do
to make sure you are safe and sound this winter.
Stay warm, stay healthy
•

Stay warm and active to stay healthy this winter.
Wear layers of warm clothes even inside your
home. Wrap up well if you are going outside,
eat regular hot meals and drinks and stay active.

•

Heating thermostat. Make sure your heating
thermostat is high enough to allow the heating to
come on to heat your home to your own comfort
level. The colder it is outside the higher you need to
turn your heating up for it to come on. Please try this
before ringing repairs to report heating is not working.

•

Stock up! Have a supply of food in the cupboard
or freezer for example cartons of long-life milk,
bread in the freezer and canned, dried or frozen
foods. If you should get snowed in for a day
or two you will not have to go out.

•

Look out for each other. Is there somebody you
know living nearby who might need some help?
If so contact them to see if they are coping.

•

Hypothermia is a condition where the
body becomes dangerously cold and,
if it’s not treated quickly, can be fatal.
The danger signs are very cold skin, for
example, across the stomach or under
the arms, drowsiness and slurred speech.
Take immediate action - Dial 999 for an ambulance.
Then try to warm the person gradually by warming
the room, wrapping them in a blanket, and giving
them a warm drink (no alcohol). Encourage very
gentle exercise.

If you have any problems; or you are struggling during the winter or a period of snowy
weather; or if you are worried about any of the above; please contact the Community
Engagement Team for support on 01529 414155.
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REPAIRING HOMES
The repairs service is provided by our
contractors Kier for general repairs
and Aaron Services for Heating
repairs and appliance servicing.
Between them they carried out
12,766 repairs in 2017/18.

£3,422,996

The cost of the repairing and
maintaining our council houses

163

Repairs required a repeat
appointment

99%

Customer satisfaction with repairs

99%

Number of emergency
repairs carried out on time

9.16 days

Average time for all repairs
to be completed

97%
100%

Repairs completed right first time
Gas safety certificates

AREAS BEING NEGOTIATED
WITH BOTH CONTRACTORS

Talking point

YOU SAID

The Council has agreed the
extension of the contract
for repairs for a further five
years from April 2019 with
the present contractors
Kier and Aaron Services.

Contractors should give tenants a call
if they are running late

• Punctuality
• Appointment times
• Courtesy calls if late

Send right trades person to do the job

• Quality of workmanship

Don’t make do and mend

• Learning from quick fix scenarios
• Flexibility on replace versus repair

Make sure there is ongoing
communication if a job can’t be
finished first time

• Communication throughout the process
• Improve communication for follow on work
• Text alert for appointments
• Extra training for call centre staff

The handheld surveys are very
intimidating

• Surveys – simplified
• Text or email responses

Respect tenants and homes

• Respect training for operatives
• Priorities for vulnerable tenants
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BUILDING HOMES
NK continues to replace
homes lost through the
right to buy. During 2017/18
new builds included
•

3 x one bed flats for
single person use were
converted from space that
previously had limited use
in the house at Eslaforde
Gardens, Sleaford

•

4 x one bed bungalows,
1 x three bed house and
2 x two bed houses at
Newfield Road, Sleaford

•

At Twenty Row in
Navenby the Council
acquired 3 x three bed
newly built houses

Number of existing
properties sold

4 former Council

houses broug
ht
back into soc
ial
housing use
Number of new properties
delivered by NK

55
39
35

25
18

28
22
17

11
6
2013/14

16

2014/15

2015/16

2016/17

2017/18

Lafford Homes
Lafford Homes
Limited is a standalone profitable,
and sustainable
housing company
wholly owned
by the Council that is focused
on helping to meet the housing
demands of local people in North
Kesteven. Lafford Homes assists
the Council in achieving its
objectives to improve the quality
and supply of housing in North
Kesteven. The company’s aim
is to provide a successful and
ethical market housing company,
giving people more choice for
their housing needs.
For more information please visit:
www.laffordhomes.co.uk
or call 01529 308131

MANAGING ESTATES
YOU SAID

WE SAID WE WOULD

WHAT WE’VE DONE

Review service charges for
community rooms on former
sheltered housing schemes

Investigate the usage and charges
for the rooms

Four of the schemes have been reviewed and
affected tenants have already been notified.
The remaining schemes will be reviewed next year

Neighbourhood Officers inspect NK estates annually and, based on criteria
set by tenant representatives, rate them between very good and poor.
The results in 2017/18 were:

VERY
GOOD

GOOD

FAIR

POOR

3

113

34

6

Compared
to 2016/17

25
had improved

114
had stayed the same

18
had decreased

For all cases where we have decreased - we will be looking to improve those areas

Talking Point
The estate inspections pick up a number of different issues including general maintenance of grass and
planted areas, graffiti, rubbish and fly-tipping. The Neighbourhood Officers can have these issues dealt
with relatively easily, while some take more planning. During 2017/18 the Council have been working on
estate improvements in several areas including Romney Court, and Vicarage Court, Sleaford and Pinfold
Way, Ruskington. These estate works have been to help tackle anti-social behaviour, create a little
extra parking where possible and some general estate improvements so areas look better maintained.
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NEWFIELD

Newfield Road Community
In 2016 work began on the three-year redevelopment project at Newfield Road. It is the
biggest ever capital project the Council has undertaken and is estimated to cost £8.86
million. Although the final outcome will be one of considerable benefit to residents
the project has meant that residents have had a considerable amount of disruption
to their daily lives and their street has been a building site for two years.
However, as almost three quarters of the properties are completed, and
nine of the new homes have been built and let to new tenants, life for
some is getting back to normal. The new light, airy and spacious
houses have been worth the wait according to residents.

£8.86
MILLION

Community spirit of Newfield Road
There is a strong sense of
community in Newfield. There
is support for each other, for
the work that is being done
and for charity. Raising funds
for the Lullaby Trust - Sudden
Infant Death Syndrome,
a charity chosen by residents
in commemoration of Rory
(6 months). A charity rounders
match and a football match,
and some walking football
where all ages, boys and girls
could take part were enjoyed
by residents, contractors and
officers raised £350.
D Browns have been accredited
through the Considerate
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Constructors Scheme. This
means having consideration
for the general public,
neighbours, workforce and
the environment. This was
evident when they held a
party for Steve, one of the
street’s residents.
Steve’s mum, Sarah Meadows,
said: “Steve really gets on great
with all the workers and calls
them his mates. Their kindness
has had a huge impact on him,
we all think they are the kindest,
most considerate and genuine
good blokes that we have met
in a long while - a credit to
their company.”

Kurt Mason, from D Brown
Building Contractors, said:
“Steve has grown in to
part of the team that is
Newfield Road.”
Local resident Carl was
looking for work when
contractors arrived on site
and was successful when
he applied to Browns for
employment. He has been an
asset to the workforce doing
ground works, and his family
some security. He has since
moved to work elsewhere.

LETTING HOMES

318

NK properties let in 2017/18

890

Households registered
with Lincs Homefinder for
accommodation

6
388

Evictions, all were abandoned
prior to the eviction date
Number of tenants affected
by spare room subsidy

Of the 318 properties let during 2017/18:

227

Were from the housing register (56 from outside NK)

91

Were transfers (32 from other landlords)

42

Were under 25 years old

2
62

Were to households leaving the armed forces
Number of homeless accommodated in NK housing stock

267

Had a local connection to NK

124

In addition there were 124 successful nominations to other housing providers

13

Households were helped into a private sector tenancy (3 with financial assistance)

10

Properties were allocated to non-British nationalities
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TENANT INVOLVEMENT
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Tenants
Investigating
Services

Tenant
Liaison
Panel

There are many myths surrounding
the allocation of Council houses
and having realised this Tenant
Representatives on the Tenants
Investigating Services Group decided
to scrutinise if the allocations
process treats people fairly and
equally when houses are allocated.
All of the myths were found to have
no standing, the process is clear
and open as houses are allocated
according to need and priority.

Tenants and Councillors of
Tenant Liaison Panel have
been active in advising and
discussing with officers
a variety of policies and
procedures during the year,
including, for example:

The Tenant Liaison Panel Chair said
they we learnt how the process makes
best use of Council housing and
dispelled some of the myths too.

• How empty properties
are managed and
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• Housing complaints
and appeals process
• Policy for vehicles on estates

• The Right to Buy exemption

Involving
Tenants
If you are interested in how the
housing service operates; how
and why decisions are made;
or want some training; or you
just want to have a say about
the service you get from the
Housing and Property Service
contact the Community
Engagement team at the
Council to find out more about
the opportunities for tenants
and leaseholders.

TENANCY & SUPPORT SERVICES
Money Matters
The Council offers a money advice service to tenants and residents
to advise and help people who are struggling to make ends meet.
The 2017/18 figures reflect an increase in people seeking financial
assistance. The benefit that people have gained is shown below.
The figures shown is the total amount awarded to all the people
helped with each benefit type.

BENEFIT TYPE

WEEKLY VALUE LUMP SUMS
AWARDED (£) AWARDED (£)

Attendance Allowance

11,102.35

78,932.51

Bereavement Benefits

50.00

2,500

Carers Allowance

375.60

6,381

Child Benefit

68.80

2,067.60

Child Tax Credit

218.92

2,176.19

Council Tax Support

953.35

15,742.08

Discretionary Housing Payment

328.50

7,366.35

CTAX Disabled band reduction

0

2,355.70

238.40

1,790.45

3.51

109.76

Employment Support Allowance

494.36

3,847.60

Housing Benefits

5861.11

974.46

Income Support

62.48

62.4845.35

Pension Credit

4,268.96

27,411.28

Personal Independence payment

3,842.85

31.109.19

5.50

1,054.17

State Retirement Pension

142.76

142.76

Working Tax Credit

34.91

0

0

1,370

227.05

3,912.95

£23,392.80

£194,210.96

Disability Living Allowance Child
Exceptional hardship payment

SMI (Ctax) Severley Mentally Impaired

Social Fund
Other
TOTAL value of additional income

Talking point
You may be aware that if you
build up a credit on your rent
account, you can ask us to
refund it to you. We will ask
you to complete a written
request and we then have up
to 30 working days to return
the money to you. This is
because we have to carry out
checks to see if you have any
other housing-related debts
with the Council. These could
include:
•
•
•
•

rent arrears relating to
a previous tenancy
overpaid Housing Benefit
court costs
charges for repairs or
damage to your home for
which you are responsible

If any of these apply to you,
we will deduct the amount
owing from your refund
and tell you about it before
your refund is paid to you.
If you have any questions
about refunds, please contact
the Duty Neighbourhood
Officer or the Income
Team on 01529 414155.
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SUPPORTING TENANTS
Supporting tenants
Support services have been delivering help, support and advice to tenants during 2017/18. Below you will
see the results of some of the services that have been provided. If you or anybody you know needs support
please let us know. You can call the Duty Neighbourhood Officer or the relevant service or officer below.

Tenancy
Sustainment Officers

Wellbeing
Service

Domestic
Energy Officer

•

118 referrals were made to the
Tenancy sustainment officers

•

•

£20,169 energy savings
were made for tenants

•

£18,842 obtained local and national
charities funding for tenants in need

•

85 switches to new
suppliers/tariffs

•

90 new customers
visited

•

219 revisits to
existing customers

•

Handyman
•
•

530 handyman jobs were completed
for customers who needed help

1,095 referrals
were made to the
Wellbeing Service
96% of Wellbeing
service users satisfied
with the service provided
94% of telecare
installations completed
by the due date

If you need help or support please turn over to page 24 for full contact details

Wellbeing Service
The Wellbeing Service has changed to Wellbeing Lincs.
This is a county-wide service funded by Lincolnshire County
CounciI and run by a partnership of District Councils.
Wellbeing Lincs responds promptly and professionally, providing
support and services tailored to your specific needs, wherever
you live in Lincolnshire. The service supports adults across
Lincolnshire to achieve confident, fulfilled and independent lives.
When you need support with:
•
•
•
•
•
•
•

Ill health
Disability
Changes to financial circumstances
Changing medical need
Bereavement
Loneliness or isolation or
A change in general situation or circumstance

Call: 01522 782140
Visit: www.wellbeinglincs.org
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ENVIRONMENT
Time for a refill
Did you know that one million plastic bottles are bought
around the world every minute and nearly 16 million
aren’t being put out for recycling?
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By refilling, we can make
images
such as these a thing of
the past…

If just one in ten people in the UK refilled once a week there
would be 340 million fewer plastic bottles a year in circulation.
Youth NK – NKDC’s Youth Council – is aiming to raise
awareness of this by getting messages into schools, to the
public and they hope local businesses will get on board too.
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By refilling, plastic pollution could become a thing of the past.
You can do your bit by downloading the Refill app, which
shows you where you can fill up your bottles.
There are already a few local businesses on the map:
Sleaford’s Costa Coffee and The Packhorse Inn; Canwick
Mill Lodge and Premier Inn; and North Hykeham’s Brewers
Fayre. Anyone can easily add a business to the map.
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DOWNLOAD THE FREE APP
TO START REFILLING TODAY!

To find out more visit www.youthnk.co.uk

Remember to properly wash your reusable bottle regularly!

Focussing on Our Environment
Did you know that NKDC sets priorities to work to?

Key activities for the year include:

The reason is, it means work can be focussed
on areas that make a difference to the lives
of all who live, work and visit the District.

•

There are five priority areas –
Our Homes,
Our Economy,
Our Communities,
Our Council and the recently-adopted
Our Environment.

•

The overall aim of the Our Environment
is ‘To promote a sustainable natural and
built environment, where our heritage
is preserved and celebrated.’

•

Fully adopt our new Our
Environment priority
Conclude and implement the
Open Spaces Strategy
Champion further sustainability and
reduction in emissions across NK

Did you know:

92%

of respondents to our latest
residents’ survey supported the
new Our Environment priority
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✁

COUNCIL
ENQUIRIES

ASK FOR THE DEPARTMENT YOU REQUIRE

Phone:

Are you on
Facebook?
We are getting social!

01529 414155

Emergency out of hours: 01529 308308
Address:

Website:
Email:

North Kesteven District Council
District Council Offices, 			
Kesteven Street, Sleaford,
Lincolnshire NG34 7EF
www.n-kesteven.gov.uk
customer_services@n-kesteven.gov.uk

Repairs Team:
 Handyman
 For repair problems
Duty Neighbourhood Officer:
 Your rent
 Tenancy issues
 Gardening Scheme
 Improvements to your home
Income Management Team:
 Affordable Warmth Officer
 High level rent arrears
 Rent arrears from former
tenancies
 Collection of other
Housing related charges
Community Safety Team:
 Anti-Social Behaviour
 Community Safety Advice
Community Engagement:
 Getting involved
 Become a Tenant
Representative
 At Home magazine

Complaints:
Contact any officer and let them
know you wish to make a complaint
Housing options:
 Housing Advice
 Homelessness
 LincsHomefinder Housing Register
 Allocations
Property Services:
 Improvement works
 Capital works liaison
 Decorating Scheme
Housing Admin Team:
 Renting a Garage
 Booking a communal room
 Parking permits
Benefits and Money advice:
 Council Tax
 DHPS
Customer Services
 Grass cutting/grounds
maintenance
 Dustbins/Collections/Missed bins
Wellbeing Service:
 Support for over 18s

REPAIRS
Kier Services 01529 416399
For general building repairs, brickwork, joinery,
plumbing or electrical including electrical heating.
Aaron Services 01205 591979
For all other heating repairs and appliance servicing.

NKDC now has a Housing
Facebook page. This page is
available for NKDC tenants only.
The NKDC Housing Facebook
page serves as an additional
communication tool where we
can share information, respond to
queries, highlight events and signpost
you to relevant agencies. It’s also
a place where we share pictures,
videos, quick polls, questionnaires
and other housing information.
The group is for Tenants only, it is
hoped that this opportunity will allow
us to further improve communication
between NKDC tenants and the Council.

Join our group!
Search for “NKDC Housing”
and get chatting with us about all
things housing/tenancy related.
You will need to ask to join the group
and an administrator will check your
details and approve your request.

