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If you would prefer to receive At Home via email 
please contact the Resident Engagement Team 
at tenant_participation@n-kesteven.gov.uk to 
request this, confirming the email address that 
you would like it to be sent to.
We will then stop sending you the paper copy and send it straight to your inbox 
instead. This is all part of our efforts to tackle climate change and become net zero 
by 2030. 

Please note that any email address provided will ONLY be used for this purpose 
and will not be added to your tenancy contact details. If you would like your email 
address to be used for other correspondence relating to your tenancy, please 
contact your Housing Officer.

If you have already signed up to receive At Home via email, please remember 
to let us know if you have changed your email address. You will need to do this 
separately, even if you have updated your tenancy records with a new email 
address, as our mailing list is held separately.

You can also switch back to receiving a paper version at any time – please 
request this using the contact details provided above. 

YOU CAN 
NOW RECEIVE 
THE AT HOME 
MAGAZINE 
VIA EMAIL



Welcome to the 2023 Annual Report for North 
Kesteven’s council tenants. As you will see in the 
following pages we are in a time of achievements and 
also challenges. At North Kesteven the Council has 
always worked in partnership with tenants, and we will 
continue that the coming year.

I am very pleased that our overall tenant satisfaction 
rate remain high, with 4 out of 5 being happy with our 
performance as a landlord. But there is still room for 
improvement. We will focus especially on complaint 
handling, and on repairs. As I write we are in the 
final tendering stages for a new responsive repairs 
contractor, with the aim of improving response times 
and quality of work done for you.

We continue to build new high quality Council homes, 
and we were honoured to win several awards for 
our energy-efficient new developments. But our 
commitment to energy efficiency and the environment 
doesn’t stop with new build. We are investing over 
£23 million in upgrading existing homes to make them 
more energy efficient and bring down heating bills. 
With nearly 4,000 homes that’s a massive job and will 
take some time, but we are now well under way.

The impacts of the war in Ukraine have made the 
past year a tough one economically for many, and 
the housing team is working hard with tenants to 
provide cost of living advice and support. We have 
a new damp and mould policy to keep every home 
safe. And in a big behind-the-scenes change we have 
thoroughly prepared for the new regulations governing 
social housing which come into force this year. 

North Kesteven’s housing has always been a 
partnership between the Council and every tenant in 
every Council home. I’d like to thank you for being 
part of that partnership, and especially to thank the 
Tenant Liaison Panel for their hard work helping to 
maintain and improve the service. I look forward 
to meeting the challenges of the coming year and 
continuing to deepen the partnership with you, our 
valued tenants.

With every good wish
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As part of this system, social landlords such 
as the Council will be required to report a 
consistent set of information, so that tenants 
can understand how well we are performing as 
a landlord. These are the “Tenant Satisfaction 
Measures”, and they will need to be reported 
in full from April 2024 both to you, our tenants, 
and to the Regulator.

Some of this information measures levels of 
tenant satisfaction on a range of areas, and 
this will be gathered through an annual tenant 
survey. You can see the outcomes of our most 
recent survey on the next page. 

The rest of the information measures certain 
aspects of the services we deliver. 

ACCOUNTABLE TO YOU  - 
TENANT SATISFACTION  MEASURES

As part of our preparation for these requirements, 
and for us to understand how you feel about the 
way that we deliver our services now, a Survey of 
Tenants and Residents was undertaken in early 
2023.  This survey included all of the questions 
that the Regulator says we need to ask you, and 
how we ask you.

Many of you participated in the survey, and we are 
very grateful for all your responses. A survey was 
issued to every household, and we received over 
1,000 responses, with a response rate of 28%. 

The information that will need to be reported is: 

• Homes that do not meet the Decent Homes 
Standard

• Repairs completed within target timescale
• Gas safety checks
• Fire safety checks
• Asbestos safety checks
• Water safety checks
• Lift safety checks
• Complaints (relative to the size of the 

landlord)
• Complaints responded to within Complaint 

Handling Code timescales
• Anti-social behaviour cases  

(relative to the size of the landlord)

 Many of these things are already measured by 
the Council, and are reported in later sections 
of this report. Others will require us to make 
changes to the way we keep records, or the way 
that specific information is reported, so will not 
be reported until next year.

The Regulator of Social Housing is introducing an updated 
system to assess how well social housing landlords in England 
are doing at providing quality homes and good services.
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It’s great to see residents once again enjoying themselves in the communal lounges 
and it is hoped the activities will also help to tackle loneliness and improve wellbeing.
If you would like to book a communal room please call (01529) 414155

You can find more information on our 
plans to improve complaint handling 
on page 13. We hope that our new 
Resident Engagement Strategy, 
adopted after the survey was 
undertaken, will mean that more of 
you will feel satisfied that we listen to 
your views and act upon them. 

As well as providing your rating of 
satisfaction against each of the above 
questions, you were also invited to 
provide comments which nearly half 
of the responses we received included 
additional comments. All comments 
provided have been collated to help 
understand the things that are most 
important to you, to identify where 
you feel we are doing well, as well as 
areas we need to improve – you can 
see the key findings on the next page 
(amend depending on design).

Please note that, to meet the 
Regulator’s requirements, the 
survey is run confidentially, meaning 
that specific comments made are 
not associated directly with your 
tenancy records. This means that the 
comments you provided cannot be 
responded to individually. 

If you required a response to your 
feedback, please let us know, if you 
haven't done so already.

More results were:

Satisfaction with repairs 75.4%

Satisfaction with time taken to 
complete most recent repair 73.4%

Satisfaction that your home is well 
maintained 74.6%

Satisfaction that your home is safe 79.2%

Satisfaction that your landlord listens to 
tenant views and acts upon them 64.4%

Satisfaction that your landlord keeps 
tenants informed about things that 
matter to them

72.1%

Agreement that your landlord treats 
tenants fairly and with respect 79.6%

Satisfaction with your landlord’s 
approach to handling complaints 38.8%

Satisfaction that your landlord keeps 
communal areas clean and well 
maintained

70.2%

Satisfaction that your landlord makes a 
positive contribution to neighbourhoods 59.3%

Satisfaction with your landlord’s 
approach to handling anti-social 
behaviour

59.2%

Overall satisfaction with 
the service: 79.5%
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THE TOP THREE AREAS THAT YOU ARE PLEASED WITH ARE:

THE TOP THREE AREAS THAT YOU TOLD US WE NEEDED 
TO IMPROVE WERE:

SURVEY OF TENANTS AND RESIDENTS  
KEY FINDINGS - AND WHAT WE PLAN TO DO

We are very pleased that many of you are happy with how our staff treat you, and feel happy with 
your home. However, these results also show us that tenants are not always receiving a consistent 
service, particularly in relation to repairs. 

From tenants feedback and through complaints we know that we did not always deliver the repairs 
service that you should be able to expect in the past year, which is supported in the comments 
made on the survey. 

We have been working with our contractors to improve the service you receive, but we also recognise 
more still needs to be done. Our contractors have experienced some very challenging trading conditions 
since the pandemic and have struggled with the supply of both labour resources and materials.

Feeling that  
your home 
 is lovely

Poor insulation 
(often related to doors)  

and concerns around energy 
use and bills due to this

The repairs 
service being 

very responsive

Repairs 
waiting times 
being too long

Staff being 
polite, helpful 

and caring

Doors 
needing fixing 
or replacing
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During 2023/2024, we will be going 
through a contract review for a new general 
maintenance responsive repairs contract, 
to be in place from 1st April 2024. In the 
meantime, Kier Group are committed to 
continuing to take your reports of faults and 
make appointments to visit to undertake 
remedial works. Kier Group acknowledge 
that they can do better with call handling 
and will increase their resources so your 
calls are answered in a reasonable time. 
They will also be ensuring sufficient trade 
operatives to complete the works.

To improve tenants waiting times for 
some types of works we have taken 
steps to appoint other contractors. All 
contractors should make contact with 
you before they attempt to visit unless it 
is an emergency repair where you may be 
asked to wait in. All contractors should 
carry identification, so please do check 
this before allowing access. If you are 
ever in doubt, do not allow them in and 
contact the Council so we can confirm. 

Please be assured that the Council is 
committed to maintaining your home.  
We do this through our responsive repairs 
services and our planned maintenance 
programmes. We will emphasise to all our 
contractors to be clear on our expectations 
of services to you, which we acknowledge 

has not been ideal recently, however we are 
taking steps to improve that going forward.

While the Council does not have a 
scheme currently planned for the 
replacement of doors and windows, 
these are assessed when repairs are 
reported and replaced as required. 

Given the ongoing high costs of utilities 
and heating homes, we recognise the 
importance of energy efficiency and 
keeping bills to a minimum. The Council 
has a programme to invest in improving the 
thermal comfort of your homes; over the 
last year, we installed solar PV panels to 79 
properties and undertook retrofit trials to 10 
properties, significantly improving energy 
performance. You may not be aware of the 
Council's Domestic Energy Officer, who 
may be able to assist individual tenants, 
for more information please see page 17.

The next Survey of Tenants and Residents 
will be carried out in Autumn 2023. This 
will ensure that the results can be used to 
inform our plans for the following year. 
We will report both the outcomes of the 
Autumn 2023 Survey of Tenants and 
Residents, and how this information has 
been used to influence our plans for 
2024/25, in the Annual Report 2024.

Kier Group – general maintenance

Aaron Services – heating repairs and servicing

OUR RESPONSIVE REPAIRS SERVICE IS CURRENTLY 
PROVIDED BY 2 MAIN CONTRACTORS
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IMPROVING HOMES

The number of homes that did not meet the NK 
Home Standard on 31st March 2023 was 530. 

This includes 207 properties that are due 
to have kitchens or bathrooms replaced in 
2023/24, which were delayed from 2022/23 
due to the continued backlog of works 
resulting from the Covid-19 pandemic. 

A further 170 properties do not currently
meet the NK Home Standard due to us
being unable to agree the undertaking of
works with tenants when planned.

This is despite the Council having put in place 
the 'Tenant Support During Improvement 
Works Policy' which offers a range of practical 
assistance to support tenants through the 
disturbance such works may cause.
 
This policy will therefore be reviewed over the 
next year to ensure as wide a range as possible 
of appropriate support can be offered to tenants 
undergoing improvement works.

If you are currently undergoing improvement 
works (or have been advised that works are 
scheduled to be undertaken to your property 
in the near future) further information about 
the support that you may be able to access is 
available from your Tenant Liaison Officer.

256 properties had some kind of 
improvement during the past year. 

86% of tenants who had improvement 
works completed to their property were 
satisfied with the work carried out. 
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Bathroom replacements

Kitchen replacements

Electrical re-wiring

Roof replacements

Heating system and/or
boiler replacements

NUMBER OF PROPERTIES 
IMPROVED OVER THE YEAR:

124

22

14

65

31



REPAIRING HOMES
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In 2022/23 Kier Services and Aaron Services 
staff carried out 12,336 repairs to your homes.

100% (3,006) 
of emergency repairs 
were carried out on time

487 
repairs required a repeat visit

20.98
Average time for repairs to 
be completed (all types, 
calendar days) 

Whilst this shows the scale of the works undertaken by our responsive repairs 
contractors, we are mindful of the feedback we receive from tenants that we have 

detailed earlier in this Annual Report on page 5. We are therefore committed to 
working with our contractors to improve our tenants experiences overall.  
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The Council has recently adopted a new Damp 
& Mould Policy, which aims to ensure we 
are providing and maintaining dry, warm and 
healthy homes for our tenants. This includes 
an updated process for dealing with reports 
of damp and mould. These reports should be 
made directly to the Council, instead of the 
repairs contractors. 

If you or an Officer report a case of damp and 
mould in your property: 
• A trained officer will contact you and the 

problem will be discussed in more detail.
• Within 10 working days of the initial report, 

an Officer will visit your property to carry  
out a full assessment. 

An arrangement will also be made for a damp 
and mould response team member to visit your 
property and remove any visible mould growth; 
we aim for this to be done within 5 working days 
of a request being made.
 
All assessments regarding the damp and mould 
are recorded on a survey and the findings 

will be discussed with you. Both you and the 
inspecting Officer sign and date the survey. 
From this survey, all necessary works are raised 
with the contractor. 

Following the visit, a letter will be sent to you 
explaining the findings of the survey, confirming 
the works to be undertaken by the Council 
and provide any additional advice that may 
help to resolve the issue. If remedial works are 
needed, you will receive a follow up call at 3, 
6, 12 and 24 months from the date the works 
are completed to check that everything is 
successful.

HOW TO REPORT A FAULT

DAMP AND MOULD

If you believe that you have damp or mould in your home, please contact the 
Council direct on 01529 414155; do not report this through as a general repair

 ➜Aaron Services - 01522 873685 
For all other heating repairs and appliance servicing.

 ➜Kier Services - 01529 416399 
For general building repairs, brickwork, joinery, plumbing 
or electrical including electrical heating.



VALUE FOR MONEY

C
os

t

Performance

Relatively poor performance
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Relatively good performance
 Low cost
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This table shows you how NK compares against the 162 landlords for cost and performance in the areas listed.

1

2

3

4

5

6

7

1. Responsive Repairs

2. Voids & Lettings

3. Rent Arrears & Collection

4. Tenancy Management 

5. Resident Engagement

6. Neighbourhood 
Management

7. Community Investment
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HOW DOES THE COUNCIL 
COMPARE TO OTHERS

The Council compares its housing 
services with other social housing 
landlords, with benchmarking 
carried out by a specialist external 
organisation called Housemark. 

We compare ourselves with other 
social landlords who manage 
between 2,500 and 5,000 homes; 
the comparisons provided here 
relate to 2021/22, as this is latest 
available data at the time of 
publication.

The diagram below shows you how 
the Council compares against 162 
other social landlords for cost and 
performance in the areas listed.

BUILDING HOMES

We aim to provide as many or more homes than 
the number that are sold through the Right to Buy 
scheme, to ensure there is a constant stock of 
council houses for those who need them. 
In 2022/23 an additional 11 homes were provided, 
while 21 were sold through the Right to Buy.
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LETTING HOMES

We aim to re-let empty homes as soon as possible. Most homes 
require some work to return them to the Void Standard before they 

are let, while some need more extensive, major work.

In 2022/23:

OF THE 295 
ALLOCATIONS DURING 
2022/23, THERE WERE:

We aim to make the best use of the available housing 
stock in North Kesteven. Homes are allocated to 
those in most need first, and to those who make best 
use of the type and size of home. All allocations are 
made in line with strict Government guidelines and the 
Council’s Allocations Policy. 

In March 2023, there were 2497 households registered 
with Lincs Homefinder, seeking accommodation.

37  
from  

Band 1

150  
from  

Band 2

44  
from  

Band 3

53  
from  

Band 4

During 2022/23 the number of homes 
allocated to households in each 

priority band were:

Council 
homes let

rent was lost due 
to properties 
being empty

days to let 
properties that 

underwent 
standard works 

while empty

days to let 
properties that 

underwent major 
works while 

empty

Helped 10 
households 

into a private 
sector tenancy

Made 162 
successful 

nominations to 
other affordable 

housing providers

IN ADDITION TO 
LETTING COUNCIL 

HOMES, THE COUNCIL:

10
 lettings to 
homeless 

households 
of designated 

homeless units

45 
transfer 
lettings

240 
housing 
register 
lettings

£401,351 295
On average, 

it took

35.55

On average, 
it took

134.31



HOW YOUR RENT IS SPENT
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£16,627,270  TOTAL INCOME

£16,191,226
House rents

£97,741
Garage rents

£112,076 
Service charges

£70,516
Interest and 
investment 

income

£6,399
Other rental income

Loan 
Repayment and 
interest charges 
£4,041,445

Other service 
expenditure 

including 
appropriations 
£1,696,452

Repairs and 
Maintenance

£3,823,198

Supervision 
and 

Management
£3,723,911

£149,312
Other non rental 

income

Contribution to 
fund component 

replacements 
and New Build 

Programme
£2,545,800

£16,627,270  TOTAL EXPENDITURE

Additional contributions 
to fund component 

replacements and New 
Build Programme - 

£796,465 
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SUPPORT FOR TENANTS WHO ARE STRUGGLING

*As of 31st of March, net rent arrears, including former tenant arrears and prepaid accounts.

TENANCY 
SUSTAINMENT 
OFFICERS

Tenancy Sustainment Officers 
are there to support you to 
access and sustain your 
tenancy, encourage you and 
help you to maintain your 
independence, quality of life, 
and health and well-being. 
They can provide advice, 
information and support on a 
wide range of issues including: 
  
• Housing applications
• Applying for benefits   
• Accessing the job market/

training 
• Personal finance and 

budgeting 
• Hoarding  
• Life skills  
• Promotion of personal 

independence

DOMESTIC  
ENERGY  
OFFICER

Our Domestic Energy Officer 
can assist you with managing 
your electric, gas and water 
utilities, to help you save 
money and stay warm in your 
home. This service includes:

• Assistance setting up 
accounts

• Finding the cheapest tariff
• Explaining bills
• Dealing with debt on 

accounts
• Making the most efficient 

use of your heating 
system

• Energy efficiency advice in 
the home

• Advice on reducing 
condensation

• General support regarding 
your utilities

DISCRETIONARY 
HOUSING 
PAYMENTS / 
EXCEPTIONAL 
HARDSHIP 
PAYMENTS  

If you’re struggling with 
rent arrears, in special 
circumstances you may 
be able to access a 
Discretionary Housing 
Payment to support 
your rent or Council Tax 
payments, or both. 

We offer support to tenants who are struggling to pay their rent and other bills.  
To access these services, please contact us on 01529 414155 or search for the 

service on our website. These services include:

Total amount of rent 
arrears* - £273,454

Rent collected as a % 
of rent due - 99.75%

MONEY MATTERS
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COMPLAINTS

The Council views all feedback - including 
comments, complaints or compliments 
- as important, because it helps us to 
understand the issues that are important 
to you, improve our service, and, if there 
is a problem, to try and rectify it for you.

Many social landlords, including the 
Council, experienced a significant 
increase in the number of complaints 
received in 2022/23.

Across Housing & Property Services, 88 
new complaints were received in 2022/23, 
with 87 of these being considered at 
Stage 1, and one proceeding straight 
to Stage 2, due to the nature of the 
complaint.

As a social housing landlord, the Council is a member of the Housing Ombudsman scheme. The 
Housing Ombudsman service considers complaints referred to it by tenants who remain unhappy 
after completing the Council’s own complaints process, but can also provide support to tenants at 
any point during the Council’s complaints process.

The Council received 2 determinations from the Housing Ombudsman in 2022/23, both of which 
related to complaints referred to them in 2021/22. One determination found in favour of the Council, 
finding no maladministration in our handling of a tenant’s concerns in relation to their heating. The 
other determination found in favour of the tenant, identifying service failure in our handling of a 
tenant’s anti-social behaviour issue. The Council has complied with all the recommendations made 
by the Ombudsman in this determination.

Of the 87 Stage 1 complaints considered:
• 58% related to Property Services
• 42% related to Housing Services
• 38% were closed in favour of the tenant
• 9% were closed in partial favour of 

the tenant, highlighting that whilst the 
Council acted correctly, it could have 
done so in a more appropriate way

• 53% were not closed in favour of the 
tenant

During 2022/23, 11 Stage 2 complaints 
were considered; this included:
• 3 complaints considered at Stage 1 

during 2021/22 that did not close in 
favour of the tenant; 

• 1 new complaint that proceeded straight 
to Stage 2, and

• 7 complaints considered at Stage 2 
during 2022/23 that did not close in 
favour of the tenant.

Of the 11 Stage 2 complaints considered:
• 27% related to Property Services
• 73% related to Housing Services
• 18% were closed in favour of the tenant
• 82% were not closed in favour of the 

tenant
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COMPLAINTS

As a member of the Housing Ombudsman 
scheme, the Council is bound by the 
Ombudsman’s Complaint Handling Code, 
which was updated in 2022.

During 2022/23, the Council undertook a 
self-assessment against the Ombudsman’s 
new, expanded Complaint Handling Code. 

The full outcome of the self-assessment 
is published to our website, or you can 
contact the Resident Engagement team 
on 01529 414155 or via email at tenant_
participation@n-kesteven.gov.uk to 
request a copy.

The new, expanded Complaint Handling 
Code contains 45 mandatory requirements, 
and 27 best practice recommendations 
that landlords are expected to comply with 
in their approach to complaint handling. 

The self-assessment found that the 
Council is currently complying with 71% of 
the mandatory requirements, and 48% of 
the best practice recommendations. 

To improve our compliance with the Code, the Council 
has taken (or will be taking) the following actions:

• Approval of an updated Customer Feedback 
Policy

• Approval of additional resource within the 
Customer Engagement team to ensure complaints 
can continue to be administered appropriately 
given the increasing numbers received, and 
enhance the coordination of complaint handling 
processes the administration of complaints

• Approval of additional resource within the Housing 
Regulatory Assurance team to ensure that 
improvements identified from complaint outcomes 
are implemented and monitored, and that the 
Council is able to demonstrate how we have 
learned from the complaints we have received

• Committing to reviewing its complaint handling 
processes and procedures, to ensure a consistent 
experience for tenants who choose to provide us 
with feedback

• Additional reporting of complaint outcomes to the 
Council’s Tenant Liaison Panel

• Increasing the involvement of the Tenant Liaison 
Panel in monitoring the Council’s approach to 
complaint handling

At any point during your complaint, you can contact the Housing Ombudsman for advice and support.   
Website: www.housing-ombudsman.org.uk - Telephone: 0300 111 3000 - Email: info@housing-ombudsman.org.uk 

HOW DO I MAKE A COMPLAINT?

• Sending an email – feedback@n-kesteven.gov.uk
• Fill out our form on our website – www.n-kesteven.gov.uk/feedback
• Sending a letter – FREEPOST NKDC 
• Calling a Customer Service Advisor – 01529 414155 
• Visiting our Sleaford Customer Service Centre 
• Contacting your local Councillor



Search  
NKDC Housing 
on Facebook to 

find and join  
our group 
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RESIDENT ENGAGEMENT

TENANT LIAISON PANEL

The Tenant Liaison Panel was established in 1995 
and first met on 26th October 1995. Jill Wilson is one 
of the longest serving members, she wanted to tell 
tenants a little bit about the history of panel and their 
priorities over the last year. 

‘We started off with a couple of people from Coleby 
and a chap from Dorrington. I joined after a year, 
when we formed a Residents’ Association to 
discuss the proposed Estate Action Plan for this 
estate.

Over the years we have had tenants from all over 
the North Kesteven District who have joined and 
we’ve discussed many different issues affecting 
tenants. 

We are a good group of people and look at all 
aspects of living in a council house in North 
Kesteven. We meet regularly with Council Officers 
and a few times a year with Councillors too. We 
investigate services to see if they are still fit for 
purpose and are consulted on proposed service 
changes. 

Last year our priorities were:
Providing feedback for the repairs contract renewal 
Reviewing empty home standards.

In 2023/24, these will continue to be the main 
priorities that we will focus on. 

We meet in Sleaford at the Council Offices and 
in communal rooms around the District,  and are 
provided with transport to get to wherever we need 
to get to or paid mileage if we use our own cars.

We’d love it if you came and joined us. To find out 
more about how to join please contact the Resident 
Engagement Team on 01529 414155 or send an 
email to tenant_participation@n-kesteven.gov.uk

Jill Wilson

HOW WE HAVE 
INVOLVED RESIDENTS"

We have carried out a number of 
engagement activities in 2022/23, 
these included:

• An engagement event at 
Bagworth Way and Welchman 
Way, Heckington

• Consultations on the rent 
increase, Local Offers and 30-
Year Business Plan

• Tenant consultation events in 
the future of the communal 
rooms located at the former 
sheltered housing schemes



KEEPING YOU SAFE

100% of premises 
with communal areas 

have an up to date 
fire risk assessment

99% of periodic electrical 
inspections have been 

completed to date (Remaining 
properties are no access)

83% of properties 
have an asbestos 

management 
survey

99.78% of dwellings 
have a valid gas safety 
certificate (Remaining 

properties are no access)

100% of water 
hygiene issues 

identified and resolved 
within 24 hours

HEALTH & SAFETY PERFORMANCE

FIRE SAFETY

• Test your smoke 
alarm once a week 

• Avoid leaving burning 
candles unattended

• Don’t overload plug 
sockets or plug in 
multiple extensions

• Avoid blocking 
escape route

GAS BOILERS  

We must carry out a 
service on your boiler every 
year. This is an important 
safety check that will keep 
you and your home safe. 
You must allow us access 
to carry out the service. 
The service is carried out 
by Aaron Services. 

LANDLORD RESPONSIBILITIES 

Smoke and carbon dioxide and carbon monoxide detectors 
are fitted to all our homes. If you haven’t got one of these or 
yours isn’t working, please call Aaron Services straight away 
on 01522 873685. You should test them once a week.

19
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FIRE RISK MANAGEMENT
Required What we do

• Carry out fire risk assessments 
for all communal areas (e.g. flat 
stairwells) and communal lounges

• Ensure any actions identified from the 
Fire Risk Assessments are actioned

• Evaluate the risk to people from 
fire, and ensure that adequate fire 
safety measures are in place

• Ensure every property has smoke 
detectors installed to each level

• Complete fire risk assessments for communal areas every four 
years and review them every two years – these determine:
 » Specific hazards
 » Corrective action required
 » A risk level and priority rating for any risks 

• All significant findings are identified, recorded and actioned in a 
timely manner

• Smoke alarms are installed to all properties and serviced annually

• Officers make quarterly fire checks of communal areas

• At Home magazine regularly updates tenants on fire safety

• The new tenant pack has health and safety information

ASBESTOS
Required What we do

• Conduct work so that people will 
not be exposed to health and safety 
risks, including exposure to asbestos 

• Provide information to other 
people including contractors 
and tenants when work may 
affect their health and safety 

• Assess the health and safety risks 
to anybody who may be affected 
by work activities, and make 
arrangements to protect them

• There is a programme of asbestos management surveys for all 
properties. Surveys are completed prior to refurbishment and  
demolition works

• Maintain records of all asbestos management surveys and make 
them available to all contractors prior to the commencement of  
any works

• All employees working with asbestos are Asbestos Awareness 
trained, including dedicated asbestos-trained P405 officers to 
oversee the management of asbestos in our premises

• Where materials are identified to be containing or presumed to  
contain asbestos NK will inform tenants who may be affected by it

MECHANICAL LIFT SAFETY
Required What we do

• To undertake 6-monthly examinations 
of all equipment used for the 
purposes of lifting persons

• Retain and manage records 
of all examinations

• Zurich Insurance company examine all person-carrying lifts every 
6-months

• All records are managed and logged with Zurich 
• All faults identified are actioned in a timely manner
• An annual servicing for all person-carrying lifts

The Council is committed to ensuring that tenants’ homes are safe 
and secure and ensuring that it takes positive steps to manage 
and improve compliance with its health and safety duties.

KEEPING YOUR HOME SAFE
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GAS AND HEATING SAFETY
Required What we do

• Ensure that all domestic and 
communal gas installations and 
appliances are serviced annually 

• Retain and manage servicing 
and installation records

• Ensure that all properties with either, 
gas, solid fuel or oil heating have a 
carbon monoxide detector installed

• Employ a competent contractor to carry out an annual safety check, 
testing and maintenance of all domestic heating boilers

• All empty properties are inspected and tested prior to re-letting

• A dedicated officer manages and monitors the contract and recording 
database 

• Morgan Lambert Ltd undertakes audits of gas services

• Carbon monoxide alarms are installed in all properties where required 
and serviced annually

WATER HYGIENE
Required What we do

• Regular water risk assessments and testing 
of hot and cold water systems in communal 
premises

• Identification and assessment of risks from 
legionella bacteria in hot and cold communal 
water systems in premises

• Implementation of preventative or control 
measures for risks

• Programmed management and maintenance 
of all water equipment and systems

• Regularly monitor and test hot and cold water systems in all 
communal premises

• Risk assessments of communal premises every two years

• All records are logged and managed and shared with the 
competent contractor 

• All non-compliances are recorded, and actioned within a timely 
manner

• All relevant NK employees/associates are trained in legionella 
awareness

• All water systems in void properties are flushed weekly and again 
at sign-up

ELECTRICAL
Required What we do

• To inspect, test and certify electrical 
installations within all properties

• To inspect, test and ensure safety 
of electrical installations in void 
properties prior to re-letting 

• Retain and manage records of 
inspections and certified installations

• An electrical inspection is made of all premises every five years

• Void properties have an electrical inspection and test before a 
new tenant moves in

• Properties with an unsatisfactory test certificate are to have all 
works completed to rectify defects 

• A dedicated officer manages and monitors the contract
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Our Business Plan sets out how we will 
deliver our services, invest in new and 
existing homes and how it will all be 
funded. Our current 30 year Business 
Plan was approved last year, and 
incorporated the feedback that you have 
previously given to us on your priorities.

WE DELIVERED OUR PLAN

The Delivery Plan sets out the 
actions that will be taken to meet 
the aims of the Business Plan. 
Some of the actions we delivered in 
2022/23 included:

For the next 12 months we plan to 
focus on the following priorities:

A new Resident Engagement 
Strategy, aimed at increasing the 
ways that residents can share their 
views with us and influence how we 
deliver our services.

Reviewing our approach to responsive 
repairs and planned maintenance, 
alongside renewing our repairs 
contract.

Plans for the CO2sy Homes 
improvement programme, securing 
additional government funding for 
improvements to our least energy 
efficient properties.

Preparing for the new regulatory 
regime for social housing, improving 
our understanding of the needs of 
those residing in our homes and what 
more we can do to meet these needs.

Reviewing usage of communal rooms 
at former sheltered schemes and 
gathering tenant views to inform our 
proposals for their future.

Delivering the Resident Engagement 
Strategy, developing our approach 
to digital engagement and exploring 
other ways to engage with groups 
who have been more difficult to reach.

OUR BUSINESS PLAN
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OUR BUSINESS PLAN

While the current Business Plan 
was approved relatively recently, 
since its adoption there have been 
a number of external influences that 
may impact the plans made, such 
as increasing costs for materials and 
labour, and the requirements that 
are placed upon us by organisations 
such as the Housing Ombudsman.

I have only recently taken up the role of Assistant Director but having 
been at North Kesteven for many years I can look back and reflect 
that it continues to be a challenging time given the difficulties faced 
by our tenants and the pressures in the housing sector. We have had 
a clear focus on increasing, improving and maintaining our homes 
and providing a range of assistance to tenants.  
As we go into 2023/2024 I recognise we have more to do to ensure 
we are listening to the views of all our tenants. We will be trying out 

different ways for you to get involved and to influence our work and service delivery. 
We genuinely are keen to hear your views, and understand they may not always 
be positive, but this is what we can learn from and improve on. The year 
ahead is focused on preparing for the new Consumer Standards; 
these are how the Regulator of Social Housing assesses our 
performance as a landlord in delivering safe, quality homes 
and services that meet your needs, as our tenants. 
You can find out more at www.gov.uk/government/
organisations/regulator-of-social-housing but 
we will make sure you stay informed so you can 
decide how and when you want to get involved.

The Business Plan will be reviewed during 2023/24, taking these influences in to account, 
to ensure it is fit for purpose and continues to meet the needs of our tenants. 

You can find a copy of the Business Plan on our website 
(search for “HRA Business Plan”), or contact the Resident Engagement team on  

01529 414155 or by emailing tenant_participation@n-kesteven.gov.uk to request a copy.

Tracy Aldrich
Assistant Director of Housing & Property Services



REPAIRS
Kier Services  01529 416399 
For general building repairs, brickwork, joinery, 
plumbing or electrical including electrical heating. 

Aaron Services  01522 873685 
For all other heating repairs and appliance servicing.

COUNCIL 
ENQUIRIES
ASK FOR THE DEPARTMENT YOU REQUIRE

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

Phone:  01529 414155
Emergency out of hours:  01529 308308

Are you on 
Facebook? 
We are getting social!

✁

NK now has a Housing Facebook 
page. This page is available for NK 
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. 
Search for “NKDC Housing”

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.

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.

Join our group!

Complaints:
Contact any officer and let them 
know you wish to make a complaint

Housing Options Team:
 � Housing Advice
 � Homelessness
 � Lincs Homefinder Housing Register
 � Allocations

Planned Maintenance Team:
 � Improvement works (including 

Tenant Liaison)
 � Decorating Scheme

Housing & Property Support Team:
 � Renting a Garage
 � Booking a communal room
 � Parking permits

Revenues & Benefits Team:
 � Housing Benefit
 � Money advice
 � Council Tax queries
 � Discretionary Housing Payments

Customer Services:
 � Grass cutting/grounds 

maintenance
 � Dustbins/Collections/Missed bins

Wellbeing Service:
Support for over 18s to achieve 
independent living

Repairs Team:
 � Handyman
 � Repair problems
 � Reporting Damp & Mould

Duty Housing Officer:
 � Your rent
 � Tenancy issues
 � Gardening Scheme
 � Making your own 

improvements to your home
 � Right to Buy

Income Management Team:
 � Domestic Energy 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

Resident Engagement: 
 � Getting involved
 � Becoming a Tenant 

Representative
 � At Home magazine & 

Annual Report


