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About us
For more than 20 years, we 
have been a social housing 
provider and regional place 
shaper, driven to make a 
difference to people’s lives 
and reduce homelessness. 

We offer more than 6,000 well-maintained, 
affordable properties for rent and shared 
ownership, ranging from sheltered 
accommodation to family homes and 
everything in between. 

But we are more than just a landlord in 
East Staffordshire, South Derbyshire and 
North West Leicestershire. We provide a 
wide variety of supporting services that 
help people to live well too. Supporting 
residents and communities to thrive. We 
are also a curator of talent for the region, 
investing in colleagues who are a force for 
good and offering them an award-winning 
safe, supportive culture.  

Welcome to  
Trent & Dove Housing

Section 1
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Welcome to  
Trent & Dove Housing

Our values
Putting people first:
•  We listen to people and treat them with dignity and respect 
•  We consider the impact of what we do on everyone
•  We enable people to thrive individually and as part of their community

Having a clear purpose to what we do:
•  We are committed to providing affordable and sustainable homes for rent and sale
•  We provide services to help support people in their homes
•  We are committed to reducing our impact on the environment

Achieving excellent performance to enable us to 
deliver our purpose:
•  We work together and with our partners to achieve all our goals
•  We deliver value for money and positive social impact
•  We continuously improve what we do.

Our mission
To provide homes and services that  
enable people and communities to thrive.

We have bold ambitions to modernise our 
business and deliver more for customers, 
colleagues and communities. Improving how we 
communicate is key to realising these ambitions.



6 Leaseholder Handbook 2022

Section 1:  Welcome to Trent & Dove Housing

Trent & Dove Housing is governed by a Board made up of a mix of independent non-
executive directors, customers and the Executive Management Team.  

Are responsible for making  
sure that the organisation 

meets the Governance 
requirements set by our 

Regulator and for overseeing 
the renumeration  

of all paid staff, including  
Board members and  
Executive Directors.

Are responsible for making  
sure that there is a risk 

management and internal 
control framework in place 
and operating effectively. 

Also appoints, and 
oversees the work of the 

organisation’s internal and 
external auditors.

Are responsible for providing 
a diverse cross-section of 

views insight and opinion to 
the Board from a customer 

perspective, scrutinising 
operational service delivery to 
ensure quality performance 
and impact. Also provides 
assurance to the Board on 
the impact and operation 

of T&Ds community suport 
and investment activities 

and that there are effective 
mechanisms in  

place for customer insight  
and feedback.

Governance & 
Renumeration 

Committee

Audit & Risk 
Assurance 
Committee

Customer 
Committee

Board

Are responsible for 
leading the organisation 
and setting it’s strategic 
direction and priorities.
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This handbook is a guide to the services we 
provide for leaseholders, whether you have 
bought your home under the right-to-buy 
or right-to-acquire schemes or on the open 
market. A separate handbook is available 
for shared ownership leaseholders. So, if you 
are a shared owner reading this, please do 
ask for a copy of that. You’ll find our contact 
details on the back page.

This handbook describes your rights  
and responsibilities as a leaseholder and  
our responsibilities to you as your landlord. 
If you require advice about your rights  
and responsibilities please contact a 
solicitor, legal professional or appropriate 
advice service. 

It also contains information about your 
lease and will help answer questions 
you may have about your home, your 
neighbourhood and your service charge.

It is a general guide for leaseholders and is 
not a legal document. Please do check your 
lease if you have specific queries and need 
detailed information.

At the end of the handbook, you will find 
a list of some of the common words and 
phrases we use in this handbook and their 
meaning.  You can also find details of our 
data protection statement, our position on 
equality and diversity and details of how to 
get in touch with us.  

We hope it helps you get the most out of 
your home, community and our services. 

Welcome to your Trent & Dove home. We hope your move went smoothly. We 
appreciate it’s a busy time, but once you’ve unpacked the essentials, your time to 
catch-up on some important information within this guide would be appreciated. 

About this
handbook
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•  Maintain and repair the structure, 
exterior and communal areas of the 
building or complex

• Keep the building insured

•  Keep the communal areas clean  
and well lit 

•  Provide an annual itemised service 
charge bill in March of each year, 
which provides estimates of service 
costs for the forthcoming financial 
year. Actual costs will be calculated 
on the completion of the end of 
year account, and credits or debits 
will be carried forward to the next 
accounting period 

•  Ensure that service charges offer 
value for money

•   Offer a wide range of service charge 
payment options

•   Collect service charges through a 
firm, proactive and personal approach 
to managing arrears, with a clear step 
by step escalation process

•  Consult with you prior to any 
major works costing over £250 per 
leaseholder 

•  Respond to leasehold queries within 
10 working days, or advise you of 
when a full response can be given

•  Provide all new leaseholders with this 
handbook which clearly explains their 
rights and obligations

•  Provide opportunities for you to be 
involved in decisions about delivery of  
the services

•   Provide opportunities for you to get 
involved in working with Trent & Dove 
to improve our service offer.

Trent & Dove will:

Our promise to
leaseholders:
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•  Keep your home in good repair and 
decoration including services used 
solely by your property

•   Pay your service charges when due

•  Pay your proportion of the cost of 
major works

•  Notify us of any change in ownership 
and pay us the appropriate fee

•   Inform us that you intend to sub-let 
the property

•   Inform us in writing of your 
correspondence address if you are not 
living in the leasehold property

•   Allow us, or our contractors, access to 
your home to carry out essential work 
which you have not done and you 
agree to pay for this work

•  Allow us reasonable access to your 
property in an emergency, or if we 
give you reasonable notice.

•  Make any alterations to the exterior or interior structure of your home without 
getting written consent from us beforehand

•  Cause a nuisance or annoyance to other people living in the vicinity. 

You agree to:

You agree not to:

What we expect from our
leaseholders:
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About your leaseSection 2

The lease is a legal contract between you (the leaseholder) 
and Trent & Dove Housing (the landlord). The landlord is 
also known as the freeholder. 

The lease sets out exactly what parts of the 
property have been sold to you and what 
rights you have over communal (shared) 
land. The part you own is called the 
“demised premises” and will be described 
clearly in your lease, together with a plan.

The lease fully explains your rights and 
responsibilities as a leaseholder and our 
rights and responsibilities as a landlord.

Your solicitor should provide you with a 
copy of your lease when you purchase the 
property. They should also explain what the 
clauses in the lease mean and you should 
make sure you understand what you are 
signing up for.

10



Leaseholder Handbook 2022 11

Why a lease if I am a homeowner?
If a property is part of a larger building, it is almost always sold using a long lease (usually 
125 years for our Right to Buy and Right to Acquire leases). With a long lease, we as the 
freeholder are responsible for some things that can only be done on behalf of all the 
owners, such as repairing the roof or other shared parts of the building your property is in.

Length of lease
If you are the first person to buy the property, the lease will usually be granted for a period 
of 125 years. Subsequent owners take over the number of years remaining on the lease at 
the time of their purchase.

Main terms of the lease
The main sections of your lease give you details on the following:

 •  A description or plan of the property, defining the boundaries and areas you are 
responsible for and those we are responsible for

 • A description of any common parts

 • Details of any service charges you must pay.

Your rights under the lease:
•  To live in your home for the length of the lease

•  Quiet enjoyment of your home.
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Section 2:  About your lease

Your responsibilities under the lease
Buying a property is a large financial commitment and it is important that you understand 
the ongoing costs you will have to pay.

You own and are responsible for maintaining and repairing everything inside your home or 
everything that relates to your home, including:

•  Internal walls and plasterwork, 
ceilings and floor surfaces. 

• Wiring that is only for your home

• Internal doors and frames

• Internal decorations

•  Internal fixtures and fittings, unless 
they belong to us (for example 
entry-phone handset)

•  Reporting any issues as soon as 
possible.
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Our fees and charges
In addition to service charges and major works, we may make a charge for services we 
provide to individual leaseholders or their advisers. We will let you know these charges at 
the time the service is requested. Our current charges are:

Solicitors’ questionnaires (replies to enquiries) £240

Notice of assignment £40

Notice of charge £40

Copy of your lease £20

Letter of consent £30

Site inspection for consent (if applicable)  £60

Lease extension fees £POA*

Prices correct as at summer 2022

Our charges may change from time to time. All costs are inclusive of VAT.  

* Price on application

For a current list  
of our charges,  

please call us on: 

01283 528528

Trent & Dove Housing’s responsibilities
We own and are responsible for maintaining and repairing the outside parts and main 
structure of the building and estate your property is in.  As the leaseholder you must pay a 
proportion of the cost of this work.

Our main responsibilities are:

•  The roof, foundations and walls

•  Shared water tanks, drains, 
plumbing and wiring

• External door and window frames

•  Communal hallways, corridors and 
stairways 

•  Communal gardens and 
recreational areas.
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Financial mattersSection 3

Service charges
What are service charges?
Your service charge is the money you pay 
towards the day-to-day running costs of 
your block or estate.

We will carry out regular maintenance to make sure that your home is in a good state of 
repair and the cost of the maintenance will form part of your service charge.

Your service charges can include things like:

•  Lift maintenance

• Digital TV aerial

• Communal lighting / cleaning / door entry systems

• Caretaking services for cleaning, car park and drying areas

• Grounds maintenance

•  Repair and maintenance work (including major works if applicable)  
buildings insurance

•  Administration costs and any other running costs of your block or estate.
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Management and administration charges
We try to minimise our management and administration charges as far as possible. 
They cover the following costs and tasks:

How is the service charge 
calculated?
The service charge year runs from 1 April 
to 31 March. Each year we look at how 
much money has been spent on providing 
the day-to-day running of your block or 
estate and also estimate how much will be 
needed in the next financial year. These 
estimates are based upon actual costs 
incurred in the previous financial year, 
inflation and prices from contractors. The 
estimate will be sent to you in the form of 
an account by 1 April of each year.

•  Providing a leasehold management service. 

•  Service charge calculation

•  Collecting and accounting for service charge payments. Recovery of arrears

•  Arranging buildings insurance (where applicable)

•  Responding to customer queries

•  Provision of a response-based repairs service for those items which we are 
responsible for maintaining

•  Undertaking inspection visits

•  Consulting with leaseholders about management issues. 

•  Undertaking home visits and meetings

•  Sundry expenditure such as stationery, telephones and IT systems.
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By the end of September in each service charge year we will send you a service charge 
invoice, which shows the following:

The proportion of the overall charge that you pay is set out in your lease. For example, 
if you live in a building consisting of four flats where cleaning to the communal areas is 
provided, the cost of providing the cleaning service would be divided by all the flats, so 
you would pay a quarter of the total calculated cost.

If you have questions about your service charge accounts
If you have a question about your service charges then you can email the leasehold team 
at leaseholdteam@trentanddove.org as soon as possible.  You also have the right to 
inspect relevant documents within six months of receiving your certificate.

Limits to how much we can charge you
You must pay for work and services that are considered fair, reasonable and proportionate, 
so long as they are carried out to a reasonable standard.

We can only charge you for work and services as set out in your lease and any that we 
have consulted you about, where appropriate.

Charges for work carried out previously
We can only charge you for work completed if we sent you a demand for payment within 
18 months of us incurring the costs, or if we have told you during this period that you will 
be liable for these costs. 

•  The actual costs for the previous year 
based on our accounting records

•  The difference between the actual 
costs and the estimated costs that 
we charged you in the previous year. 
If the actual costs are greater than 
the amount we estimated, we will tell 
you what the difference is and ask 

you to make payment. If they are less, 
we will deduct the difference from 
the total bill

•  The current balance on your account

•  The total amount you need to pay 
based on the above breakdown.

mailto:leaseholdteam%40trentanddove.org?subject=
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How can I pay my service charges?
We have various ways for you to make payments to Trent & Dove including:

How do I check the  
balance on my service 
charge account?
You can check your service charge 
account balance at any time by calling 
Trent & Dove Housing on 01283 528528.

Direct debit Direct debit is a trouble-free way of paying your service charge 
from your bank account. Just call Customer Services on  
01283 528528 with your bank details to set this up in one easy call. 
Payments made by direct debit are secure and guaranteed by 
your bank or building society. Because of administrative costs this 
service may be restricted to minimum payments.

Post You can pay your service charges by post. Cheques should be 
made payable to Trent & Dove Housing. Do not send cash through 
the post. Please make sure you include your service charge 
reference number and leasehold property address with your 
payment. We will send you a receipt for your payment. You should 
send your payments to: Trent & Dove Housing, Trinity Square, 
Horninglow Street, Burton upon Trent, Staffordshire, DE14 1BL.

Phone You can make payments over the phone if you have a debit card by 
calling: 01283 528528. We will automatically post a receipt to you. 
You will need your service charge reference number and debit card 
with you when you call.

It is important that 
you pay your service 
charges. If you don’t, 

you may fall into 
arrears and risk losing 

your home.
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What happens if I cannot afford to pay my service charges?
Your lease requires you to pay all service charges due to us within the financial year in 
which they are due. It is a breach of your lease to not pay your service charges and we will 
commence recovery action against you for such debts. We may approach your mortgage 
provider and take legal court action which may result in you losing your home and 
incurring legal costs. 

If you are experiencing money problems and can’t afford to pay your bill, please talk to us 
at the earliest opportunity. 

Many agencies can give you free advice and help if you are in debt, including the National 
Debt-line, Citizens Advice Bureau and Consumer Credit Counselling Service.

We will offer you a range of direct debit options to help you pay your bill by instalments, 
but you are required to pay the full years charge over a maximum 12-month period. if you 
have purchased your home with the aid of a mortgage, you may consider approaching 
your lender. They may be able to settle your invoice on your behalf and add the amount to 
your mortgage.
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What happens if I ignore my leasehold charges?
It is important that you pay your service charges in full and promptly 
according to your chosen payment method. If payments are not received 
when the charges are properly due and reasonable, then we can begin 
forfeiture proceedings by applying for a court order. The court has wide 
discretion where forfeiture is concerned, but if forfeiture is approved by a 
court, this can lead to us repossessing your property.

Alternatively, we may seek a county court judgment for payment. If the 
court grants us judgment, payment can be enforced in a number of 
ways. These include enforcement by an attachment of earnings through 
your employer or seizure of goods by the court bailiff.

You will have to pay legal costs and any court fees. If you ignore the order 
of the court, you and your family could lose your home or possessions.
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Section 3:  Financial matters

Insurance cover - summary of key areas
Buildings and permanent structures are insured against damage caused by: fire; storm; 
flood; collision; malicious damage; subsidence; escape of water/frost damage; accidental 
breakage of glass, fixed sanitary ware or bathroom fittings. Full details of insurance cover 
are available on request.

General exclusions/limitations of cover
General wear and tear or damage occurring gradually are not covered. If your home is 
unoccupied for more than 90 days a number of restrictions and policy conditions will 
apply. If this happens or may do, please contact our leasehold team on 01283 528528 to let 
them know.

This is just a summary of cover and exclusions applying.

Building insurance
In most cases, Trent & Dove Housing is responsible for buildings 
insurance for your home (this is NOT contents insurance). 

If your mortgage lender offers you insurance, you should tell them 
that we insure the building on your behalf – this is one of our 
obligations under your lease. You will pay a share of the insurance 
cost through your service charges.

The policy taken out by Trent & Dove Housing insures the building 
up to the re- instatement value of your home. This means the cost 
of putting it back in its condition before the damage.

The contents of your home are NOT insured by us.

Neither are you are insured against any damage 
you may cause to someone elses property (third 
party liability damage). For example, if there is a 
leak from a pipe in your property that floods into 
your neighbour’s home. 

Insurance
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Making a claim
It is important that you contact the 
insurers as soon as possible in the event of 
a possible claim. Details of who to contact 
and how to claim are included in the 
annual insurance summary which is sent 
to you every year. You will be responsible 
for paying any excess under the policy.
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Consultation for major 
works and repairs

Section 4

Major works
These are large repair jobs, such as replacing roofs or windows, or redecoration, 
which need to be done as buildings gradually wear out or need repair. They are 
almost always planned well in advance, except in emergencies.

Your rights to be consulted
Under the Commonhold and Leasehold Reform Act 2002, we must consult you 
before we begin any major repairs, maintenance or replacements:

 •  That you will be required to pay more than £250 towards, or

 •  Where a long-term contract exists and you must pay more than £100 per 
financial year.

We must consult you about which contractor to use if we want to enter new 
agreements with contractors that last more than 12 months.

We make every effort to 
consult leaseholders on 
any housing management 
issue that will affect 
them. Where you are 
responsible for costs for 
work, we will consult with 
you as set out in law. 



23Leaseholder Handbook 2022

Consultation for major 
works and repairs

Emergencies
It’s unlikely to happen, but we do not have to consult you during an emergency, or during 
circumstances beyond our reasonable control. We can still charge you the cost of the work, 
so long as the First Tier Tribunal Service is satisfied that we were justified in doing the work 
without proper consultation and that the charges are reasonable.

This may apply in cases of very urgent work needed to protect health and safety, or for 
specialised work where it is difficult to get more than one estimate. Examples may include; 
burst water mains, collapsed chimneys or roofs and falling masonry.

Planned maintenance works
Where the cost of any works to each leaseholder is under £250 and formal consultation is 
not required, we aim to contact you at least eight weeks before the proposed start date, to 
let you know that works are planned to your property.

If we need to survey your property, we will contact you at least four weeks before the 
proposed start date to make a convenient appointment to survey your property before the 
work is carried out.For some works, such as external painting, we will not need to contact 
you regarding a survey.

We will consult you as an individual 
leaseholder and, if you are a member of 
a recognised Residents Association (RA), 
we will also consult you through this. 
The consultation process varies slightly 
according to the type of work that we 
propose to do.

Examples of long-term agreements 
include contracts for:

•  Lift maintenance

•  Maintenance of door-entry systems

•  Grounds maintenance

•  Maintaining communal lighting

•  Cleaning of windows and 
communal areas.

We can only charge you for 
work if we have followed 

this consultation procedure. 
If we do not consult you, 

we can only charge you the 
amount (£250) set out in 

the regulations.
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Repairs & 
maintenance

Section 5

You are generally responsible for all repairs inside 
your property. Under most leases we are responsible 
for carrying out repairs and maintenance to the 
exterior of the block, the main structure, main 
services and communal areas both inside and 
outside. It is important to note that if we carry out 
any repair work, regardless of responsibility, you will 
be required to make payments.
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The guide below covers the most common repair and maintenance items. You should 
refer to your own lease for specific information.

Summary of responsibilities for carrying out repair and maintenance:

Repair Us You Comments
Structural repair/brickwork 

Ceilings and floor surfaces, including 
internal plaster and plasterboards 

Except to common parts and joists shared between two 
or more homes

Walls, floors

Roofs

Balconies

Stairs Unless they are only in your property. Includes exterior 
staircases in sole or communal use

Damp Proof Courses (DPC/DPM)

Foundations

Electrical

Wiring and circuits Except to communal areas

Light fittings, sockets, fuses and bulbs Except to communal areas

Appliances and heaters Except to communal areas

TV Aerials and satellite dishes Except to communal areas

Smoke Alarms Except to communal areas

Electric showers

Gas, plumbing & heating 

Stop Taps and ball valves

Own boiler, radiators and valves

Bathroom fittings and sanitary ware

Gas fires and cookers

Gas servicing and safety checks A safety check is currently offered to leaseholders. 
Responsibility for maintenance and annual servicing 
remains with the leaseholder

Gas escapes within the flat

Water Tanks Except to communal areas

Sweeping chimneys

Fireplaces

Drains and water supply pipes And/or water supplier. Except pipes only in your property
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Section 5:  Repairs & maintenance

Repair Us You Comments
Joinery, doors and windows

Flat front doors Except where relevant fire regulations apply

Doorbells, knockers and numbers

Glass in windows and doors

Kitchen units and worktops

Internal decoration

Floor tiles

Internal doors, frames, architraves, 
floorboards and skirting boards

Outside the property

Windows frames and fittings

Joists

Exterior

Personal garden sheds

Main Walls

Gutters and downpipes

Bargeboards and soffits

External decoration

Communal Facilities 

Communal car parking areas

Communal gardens

Communal grassed areas

Communal paths, fences and gates

Communal store sheds

Door entry phone systems

Fire precautions and extinguishers

Lifts & lights in lifts

Communal hallways, stairs and landings

Refuse chutes/ Bin areas

External redecoration

Communal drying areas
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Reporting repairs
You can report a repair need in the following ways:

email at enquiries@trentanddove.org

telephone on 01283 528528 

on-line at trentanddove.org

Emergency repairs – things that present a health and safety risk or cause a real 
danger to people or property. If occurring outside normal working hours, in many 
cases the contractor will only be able to make the situation safe, returning later to 
complete the repair. We aim to attend within a maximum of 24 hours depending 
upon the nature of the repair required.

Urgent repairs – things that cause a significant inconvenience but are not a health 
and safety risk. We will attend and complete the repair within seven calendar days 
of it being reported.

Routine repairs – things that can be annoying but are not urgent. We will attend 
and complete the repair within 31 calendar days of it being reported.

We provide a 24-hour service for emergency repairs; whilst all other repairs may be 
reported they will be held over until the next working day.

Our Customer Services Advisers are available 9am – 5pm, Monday to Friday, to make 
appointments and coordinate repairs. When you report a repair, we will tell you what 
category it falls into and the estimated time for us to respond.

mailto:communications%40trentanddove.org?subject=
https://www.trentanddove.org
https://www.trentanddove.org
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Section 5:  Repairs & maintenance

Home improvements
You must ask for our permission in writing before you carry out alterations to your home. 
Examples of the types of alterations that will need our permission include: 

You would not normally need our permission to replace a bathroom suite or to replace 
kitchen cupboards.

If you have any doubt about whether you need our permission, call a member of our 
leasehold team on 01283 528528 before starting work on your home.

You will be responsible for maintaining any alterations or fittings you have made to your 
home, even if they were made by the previous leaseholder, you will still have to maintain 
them.  We may ask you to return the property to its previous condition before it is sold.

  

•  Installing new windows

•  Erecting conservatories, sheds and garages

•  Replacing fencing and boundary walls

•  Removing or altering walls

•  Altering window and door openings

•  Installing gas or electric fires

•  Any electrical additions or alterations

•  Erection of satellite dishes. This is only allowed where the service is not 
provided by Trent & Dove Housing.
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Safety in the homeSection 6

Gas safety
Around 40 people die in the UK every year from carbon monoxide poisoning due to faulty 
gas appliances. By law we must service communal (shared) gas heating systems and 
appliances every 12 months to keep them safe.

All works relating to gas appliances must be carried out by a qualified and competent,  
Gas Safe registered contractor. On completion of any work, the contractor MUST complete a 
short report using recognised certificates/records. When work on a gas appliance is carried 
out, the contractor should also immediately examine:

•  The effectiveness of any flue (chimney)

• The supply of combustion air

•  The operating pressure or heat input or, where necessary, both

•  The operation of the appliance to ensure its safe functioning.

Trent & Dove Housing offer a free safety check, but remember, you are still responsible for any 
repairs to the appliance and the installation in general, that might be identified at the time 
of the safety check. The safety check is not a service of the installations. You must arrange to 
have all gas appliances serviced annually by a Gas Safe registered contractor.

Gas safety checks 
You are responsible for the safety of all gas appliances in your home and 
are required to have them serviced annually by a suitably qualified and 
competent Gas Safe registered contractor; checks are made for appliance 
condition and service piping, any gas leakages and levels of carbon 
monoxide. Please be advised that it is a serious breach of the lease not to 
comply with this requirement.
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Section 6:  Safety in the home

Carbon monoxide (CO) poisoning
Carbon monoxide is a colourless, odourless, poisonous gas. It can kill without warning as 
it does not have a smell and you cannot see it. The initial symptoms of carbon monoxide 
poisoning are similar to flu (but without the fever). Other symptoms include tiredness, 
drowsiness, headache, nausea, pains in the chest and stomach pains.

If you or your family experience the above symptoms and you believe that carbon 
monoxide may be involved, you must seek urgent medical advice.

Gas leaks are very serious and require immediate attention. If you can smell gas or 
have any suspicion that gas is leaking, follow these simple steps:

•  Put out cigarettes, turn off gas 
cookers and fires and anything with a 
naked flame

•  Turn off the main gas supply. The 
main gas on/off lever can be found 
next to your gas meter

•  Open all windows and doors. This will 
allow any gas that has built up in your 
home to disperse

•  Do not turn on any lights or sockets or 
light any matches

•  Do not use a phone or mobile. Using 
a light switch or other electrical 
appliance might generate a spark, 
which could ignite any escaped gas in 
the air

•  Call National Gas Emergency Service 
immediately on: 0800 111 999 from 
outside the property.
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•  Always use a Gas Safe registered 
contractor to fit and service your gas 
cooker and appliances

•  Make sure appliances are installed 
according to the manufacturer’s 
instructions and gas regulations

•  Never block air vents on an appliance

•  Never use an appliance if you think it 
may not be working properly

•  Never block outside grills, flues or 
airbrick

•  Never sleep in rooms that have a gas 
back boiler

•  Never burn charcoal or fuel-burning 
camping equipment inside your 
home, garage, vehicle or tent

•  Never leave a car running in a garage 
even with the garage door open

•  Never operate un-vented, fuel-
burning appliances in any room with 
closed doors or windows or in any 
room where people are sleeping

•  Do not use petrol powered tools or 
engines indoors

•  Install CO detector/alarms. Make sure 
the detectors are not covered by 
furniture or curtains.

How to prevent CO poisoning
You should have your heating system (including chimneys and vents) inspected and 
serviced annually by a “Gas Safe” registered contractor. The contractor should also check 
chimneys and flues for blockages, corrosion, partial and complete disconnections and 
loose connections.
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Section 6:  Safety in the home

How you can help to reduce the risk of fire from faulty electrical appliances 
and installations:

•  Switch off all electrical appliances that 
are not in use

•  Turn off and disconnect televisions  
at night

•  Make sure plugs are wired correctly 
and checked regularly for damaged or  
loose cables

•  Do not overload sockets when using 
adaptor plugs and do not wire more 
than one appliance into each plug

•  Do not run cables under carpets or 
rugs as this can cause over-heating 
and fires

•  Avoid using extension cables 
wherever possible

•  Never touch switches with damp or 
wet hands and never take electrical 
appliances into the bathroom

•  Ensure all electrical appliances are 
regularly checked by a qualified 
electrician and only used in 
accordance with the manufacturer’s 
recommendations.

Electrical safety
We recommend that you have an electrical safety check carried out once every five years. 
Always keep a torch handy and know where your fuse box and main switch is located.

All electrical alterations in your home must be carried out by a competent person who will 
give you a certificate to say that the work has been tested.
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•  Never leave a chip pan on the cooker 
unattended

• Do not leave candles unattended

•  Keep matches and lighters away  
from children

• Don’t overload electrical power points

•  Never smoke in bed. Empty ashtrays 
last thing at night; making sure 
nothing is still burning

•  Make sure all open fires are guarded 
and never allow anything to come into 
contact with portable electric fires

•  Do not use portable gas heaters

•  Communal halls, corridors, stairs or 
balconies must be kept clear. Do not 
store personal items such as bikes 
and pushchairs in these areas

•  Don’t wedge open fire doors

•  Close all doors at night and keep fire 
doors shut. Install smoke alarms and 
test them regularly

•  Ensure that you know where the keys 
are to any locked windows and doors

•  Discuss an escape route with your 
family and make sure that your 
children know what to do in case of 
fire. Teach them how to make a 999 
call and give their address.

Fire safety
Around 400 people die every year in house fires in the UK. Many of these deaths could 
have been prevented by following a few simple precautions:

To reduce the risk of fire:

If there is a fire in your home: 
• Alert everyone in your home and get everyone together

• Stay calm and leave quickly by the safest route

• Don’t collect valuables or possessions as this could cost you your life

• Close all doors and windows behind you if you can

• Dial 999 and ask for the Fire Service.

If you are trapped in your home because of a fire, close all windows and 
doors and use a damp cloth to seal the bottom of the door to stop smoke 
from coming in.

If the room starts to fill with smoke, stay as close to the floor as possible 
and cover your mouth with a damp cloth, taking short breaths.
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Section 6:  Safety in the home

If there is a fire and you could have prevented it, you may have to pay to put right the 
damage in your home.

Smoke detectors
Buying and fitting a smoke detector and alarm will give you and your family precious extra 
minutes in the event of a fire.

Fires in blocks of flats
The walls and doors between flats, stairs and corridors have been specially designed and 
constructed to resist fire, stop the spread of smoke and keep the building safe.

•  You should test your smoke alarm weekly by pressing the test button firmly 
until the alarm sounds. If it doesn’t sound, change the battery as soon as 
possible and retest the alarm

•  You should vacuum the dust off your smoke alarm at least once a year and wipe 
the cover. Always test it after you’ve cleaned it.

You can help to prevent fires:

•  Keeping communal halls, stairs, corridors and balconies clear and free from 
personal items / rubbish etc

• Keeping fire doors closed

• Keep access/escape routes clear.

If a fire starts:
•  Stay calm; unless the fire is in your flat, it is usually safe for you to stay 

there unless a fire officer tells you to leave

•  Pack the bottom of your door with a damp cloth to prevent smoke 
getting into your flat

• If you are advised to leave your flat – DO NOT use a lift

• Don’t return to your home until the fire service tells you it is safe to do
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Burst and frozen pipes
An uncontrolled escape of water can cause extensive damage to your home and your 
personal possessions. It may even reach your neighbours’ properties causing damage to 
their homes and belongings. Many reported burst pipes are caused by them becoming 
frozen during periods of cold weather.

By taking some simple precautions, you could avoid this happening to you.

It is important that you do not use your lights if water is dripping through a light fitting.

To help prevent burst pipes in cold weather:

•  Try to keep your home sufficiently warm at all times, even when you are not 
there, by leaving the heating on a low setting

•  Make sure you know where your stopcock is and that you can turn off the main 
water supply if you need to

•  If you have an outside tap, make sure it is lagged. If it has a separate stopcock, 
turn it off over the winter period.

If your pipes freeze or burst you should:
•  Turn off the main stopcock

•  Switch off your immersion heater if you have one

•  Switch off your heating and hot water system

•  Turn on all your taps to drain off as much water as possible

•  Try to find out where the water is coming from and contain it if possible 
by putting rags or a bucket under it

•  Report the problem to us if communal areas are affected, or the damage 
affects other property owned or let by Trent & Dove Housing.
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Section 6:  Safety in the home

Condensation
Condensation is the most common cause of damp and mould in homes.  Cooking, bathing 
and washing and drying clothes indoors are all common causes of condensation, which 
happens when there is too much moisture in the air. How you ventilate and heat your 
home affects the level of condensation.

You can prevent condensation by keeping your home heated and well ventilated, and by 
closing the kitchen or bathroom door when you are cooking, washing or bathing. 

Here are some other, easy steps that you can take to reduce or prevent condensation 
occurring in your home.

Do: Don’t:

•  Use lids on boiling pots and pans

•  Dry washing outside

•  Vent a tumble drier to the outside of the 
house (unless it is a self-condensing type)

•  Keep a small window or vent open when 
there is moisture in a room.

•  Allow space for air to circulate around 
your furniture

•  Close doors so that moist air does not 
spread through your home.

•  Increase ventilation when cooking, 
washing up, bathing or drying clothes 
by using extractor fans (where these are 
fitted) or opening windows

•  Leave the heating on low all the time 
during colder weather 

•  Try to heat the whole house including 
rooms that you do not use regularly

•  Open cupboard and wardrobe doors 
to help keep them ventilated. Try not 
to overfill them as this stops the air 
circulating

•  Where possible, position freestanding 
cupboards or wardrobes against  
internal walls.

•  Leave kettles boiling or use pots and pans 
without lids

•  Use paraffin and portable gas heaters

•  Block permanent vents

•  Fit additional draught proofing in rooms 
which have condensation or mould 
problems, or where there is a fuel-burning 
cooker

•  Fit additional draught proofing to 
windows in the kitchen or bathroom.
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Damp
Damp forms when a fault in the structure of the building lets water in from outside. The 
usual signs of damp are mould, a musty smell and, in some cases, tide marks and wet 
patches on the wall or ceiling.

If you notice damp or mould, check that this is not caused by condensation by thinking 
about the tips above. If making changes suggested does not improve the damp then 
report the issue to us and we can check for water penetration.

Door entry systems
Door entry systems are generally found in 
blocks of flats with communal entrances. 
They increase security and control who 
has access to the flats.

You can operate the main external door 
simply by pressing the door entry button 
in your flat.

We’ll give you a communal door key 
(sometimes called a fob) when you buy 
your property and we will show you how 
the system works. Contact us on 01283 
528528 if you need a replacement key – 
although you may have to pay for this.

There are two types of damp:

•  Penetrating damp – water comes in through the walls or roof. This may be due 
to cracks in the plaster or loose roof tiles

•  Rising damp – problems with the building’s damp proof course. (Most 
properties have a damp-proof course, a membrane built into the outside walls 
to stop moisture from the ground rising through the flat. You can help to 
prevent rising damp by ensuring your damp-proof course is not covered by soil).

The communal door should be 
kept locked at all times and 
should never be propped open 
as it causes a security risk. If 
you notice a fault with the door 
entry system you should report it 
immediately to us. Phone us on 
01283 528528.
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Section 1:  Welcome to Trent & Dove Housing
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Living in your homeSection 7

Gardens
If you have a garden, you are responsible for ensuring it is 
looked after and kept in a reasonable condition. You should 
not use your garden to store rubbish, old furniture, vehicles 
or vehicle parts.

Running a business from home
You must apply in writing to Trent & Dove Housing if you 
are thinking of running a business from home. We will 
then carry out a full assessment, including its effect on your 
neighbours. You should also contact the Local Authority 
to check if you would need planning permissions. Most 
properties are not suitable as premises for running a 
business.

Illegal use of your home
You must not use your home for any illegal purposes, such 
as dealing in drugs, prostitution, or storing stolen goods or 
keeping unlicensed firearms.

We take these matters very seriously and will take steps 
against any leaseholder who uses their home in this way,  
or who commits a serious crime in or near the property.

Anti-social behaviour
Our aim is to deal with all reports of anti-social behaviour 
quickly and effectively. The law describes anti-social 
behaviour as “acting in a manner that causes or is likely to 
cause harassment, alarm or distress”.
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Living in your home

As a Trent & Dove leaseholder, you are 
responsible for making sure that everyone 
living with or visiting you treats your home 
and the neighbourhood with respect and 
follows the rules set out in your lease.

Most of our customers never cause 
or experience anti-social or nuisance 
behaviour. However, a few people do and 
the following information refers to them.

Living near someone who behaves anti-
socially can be unpleasant and stressful and 
can make life a misery. When problems first 
arise it is often better to speak to the people 
involved. They may not realise that their 
behaviour is affecting you. If you approach 
them calmly and sensibly, you may be 
able to work out a solution together. This 
is particularly relevant where issues about 
parking or noise are a problem.

We take reports of anti-social behaviour 
seriously and will take action to help 
prevent and resolve any problems. If you 
want to report an incident of anti-social 
behaviour you can contact us by telephone 
on 01283 528528, by letter or e-mail 
enquiries@trentanddove.org

You will need to give us as much detail 
as possible, including the name of the 
person(s) you want to contact us about, 
their address, what has happened and 
whether or not you have spoken to them 
directly about the issue.

We appreciate that a quick response is 
important when you report anti-social 
behaviour and we have set timescales for 
dealing with incidents. You can find out 
more about how we deal with anti-social 
behaviour on our website.

Mediation
We offer a mediation service, which is an 
independent, confidential organisation 
skilled in bringing about resolutions 
between neighbours. Mediation does not 
need to be face to face. The mediator can 
shuttle between the parties concerned 
to see if they can help all to reach a 
compromise or agreement. If you would like 
to be put in touch with this service, please 
contact us on 01283 528528.

Some examples of anti-social behaviour include:

•  Hate crimes involving racial 
harassment or religious beliefs

•  Domestic violence

•  Vandalism and graffiti

•  Violence

•  Verbal abuse

•  Swearing

•  Alcohol and drug abuse

•  Loud music

•  Car repairs and inconsiderate 
parking

•  Noisy pets.
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Section 2:  About your lease

Selling or letting 
your home

Section 8

Trent & Dove may also be entitled to a 
proportion of any increase in the value of 
the property.

Your solicitor will be able to explain what 
selling your property within the discount- 
repayment period could mean for you.

You will not have to pay back the discount 
if the sale is to your spouse, or another 
member of your family who has lived with 
you for at least 12 months.

•  In the first year – all of the  
discount is repayable

• In the second year – 80%

• In the third year – 60%

• In the fourth year – 40%

• In the fifth year – 20%.

Repayment of discount
If you bought your home from us under the Right to Buy or Right to Acquire schemes,  
you will have received a discount..

If you then sell your home within five years of owning it, you’ll have to pay back your 
discount according to how long you have owned your home, as shown below:

You do not need our permission to sell your 
property, but you must tell us about any change 
of ownership, in writing, within one month of any 
change of ownership.

If you do not tell us that you have sold your property, you will still  
be responsible for service charges to the property or block.

Within one month of selling your property, your solicitor or licensed 
conveyancer will need to ensure that Trent & Dove has received a  
Notice of Assignment, with a fee of £40 plus VAT.

If you want to sell your home, you need to be aware of the following:
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Right of first refusal
If you wish to sell your home within the 
first ten years of buying it from us, the 
property must be first offered back to us as 
we will have the right to buy it from you or 
nominate someone who will. We will pay 
you the market value for your property if 
we choose to buy it back. If we do not want 
to buy it back or have not accepted your 
offer within eight weeks, you are free to sell 
it on the open market.

For details about how to offer your home 
back to us, call our Leasehold team on: 
01283 528528.

Solicitor’s questionnaires
We will make a charge to your legal  
adviser for any enquiries they make in 
respect of your proposed sale and for 
providing the information required. We 
aim to provide this information to your 
legal adviser within ten working days.

Assignment
It is the responsibility of your purchaser’s 
legal adviser to ensure that we receive 
a copy of the notice of assignment 
once completion has taken place. We 
make a small charge for processing this 
notification.

Notice of charge
Your mortgage lender will normally send 
us a notice of charge advising us of their 
interest in your property. We make a small 
charge for processing this notice.

Service charges
You are responsible for paying your service 
charge (where applicable) for the whole 
of the financial year. When you sell your 
property, your legal adviser will usually 
apportion the service charge between you 
and your purchaser.

Variations to your lease
Leaseholders with older style leases can 
often find when selling their property that 
their lease proves unacceptable to their 
purchasers mortgage lender. If this is the 
case, we will update your lease so that it 
complies with the Council of Mortgage 
Lenders requirements. We make no charge 
for this service.

Extending your lease
If you wish to extend the period of your 
lease, then please contact the Leasehold 
Team on 01283 528528 or leaseholdteam@
trentanddove.org to find out more.   
The Leasehold Advisory Service also have 
information on lease extension -  
www.lease-advice.org.

Outstanding fees and charges
When you sell your home, you should make sure that your service charge account, 
and any other money you owe to Trent & Dove is cleared.

If you cannot clear your account, we may not permit the sale to go ahead.

We may apply to the County Court for a money judgement order against you. This 
could result in extra costs for you and affect your ability to get credit in the future.

41



42 Leaseholder Handbook 2022

You have the right to let your home under the conditions 
set out in your lease. However, you must tell us about this 
and you need to keep us informed of your current contact 
details and the contact details of any managing agents. 

All your tenants must keep to the terms of your lease; otherwise we will take action 
against you. We have no legal relationship with your tenants. This means that you will 
be responsible if your tenants cause anti-social behaviour or use the premises in such 
a way that this has a deleterious effect on adjoining property or residents.

Before letting your home, we would strongly advise you to seek independent legal 
advice about your rights and responsibilities as a landlord. You may also need to get 
permission from your mortgage lender before you can let the property.

By law, as a landlord, you are legally responsible for making sure that gas fires and 
boilers are kept in good order and checked for safety at least every 12 months. You 
must keep a record of these checks and a competent, Gas Safe registered technician 
must carry them out.

You will also be responsible for all electrical appliances and ensuring that all furniture 
and furnishings comply with fire safety regulations.

The fitting of a smoke alarm is strongly recommended if not already fitted.

Right to manage
Leaseholders have a right to form a 
company to manage the building 
This right allows leaseholders to take 
responsibility for managing their block.

If you are interested in exercising your 
right to manage, you should seek 
independent legal advice.

Subletting your home

Section 8:  Selling or letting your home
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Resident involvement  
& feedback

Louder

Stronger

Trent & Dove Housing is committed to listening to residents. In 
2022 we launched our Louder & Stronger campaign which sets 
out our plan for customer engagement and includes new ways 
for residents to get involved.

See our website for up-to-date information and for details of the 
ways you can make your voice heard www.trentanddove.org

Section 9

43Leaseholder Handbook 2022
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Section 9:  Resident involvement & feedback

Leaseholder Handbook 202244

Comments, compliments 
and complaints
We would also like to hear from you if our 
staff have provided you with outstanding 
service or if you have any comments to 
make on how our service can be improved.

Our aim is to provide an excellent service 
to all our residents. However, we do know 
that sometimes things can go wrong 
and there may be occasions when you 
feel our service has fallen short of your 
expectations. 

We would welcome the opportunity to deal 
with these matters as quickly as possible 
and would ask that you speak to us about 
your concerns first to allow us the chance 
to put matters right.

Should you still feel that the issue has  
not been dealt with to your satisfaction, 
then please call customer services on  
01283 528528, or complete an on-line form 
on our website at www.trentanddove.org 
or email us at enquiries@trentanddove.org

Customer Committee 
Members of this Committee are customers 
and stakeholders who scrutinise services 
and make sure that we are listening to our 
customers,  One of the places is taken by 
leaseholder or shared owner.  If you would 
like to get involved then please contact us 
on 01283 528528.

Mediation
If you are not satisfied with the way your 
complaint is progressing, or the resolutions 
we may suggest; you can request mediation 
as a way of resolving your complaint at 
any stage. Mediation is a voluntary means 
of resolving a dispute with the help of a 
neutral third party to find a compromise, 
which all parties agree to.

The Leasehold Advisory 
Service
The Leasehold Advisory Service provides 
free advice on the law affecting residential 
long leasehold property and commonhold.  
You can book a telephone appointment via 
their website at www.lease-advice.org

Housing Ombudsman
The Ombudsman will investigate your 
complaint only if you have been through 
all stages of our customer complaints 
procedure and you still remain dissatisfied. 
You can contact the ombudsman at:

www.housing-ombudsman.org.uk
info@housing-ombudsman.org.uk 

The First Tier Tribunal 
(Property Chamber)
This Tribunal is the body appointed to 
make decisions on disputes between a 
landlord and residential leaseholders. The 
FTT is an independent body unconnected 
to either party or any other public agency.  
You can apply to the FTT here: 

www.gov.uk/courts-tribunals/first-tier-
tribunal-property-chamber

Feedback

http://www.trentanddove.org
http://www.lease-advice.org
http://www.housing-ombudsman.org.uk
mailto:info%40housing-ombudsman.org.uk?subject=
http://www.gov.uk/courts-tribunals/first-tier-tribunal-property-chamber
http://www.gov.uk/courts-tribunals/first-tier-tribunal-property-chamber
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General policies  Section 10

Data protection
We take our responsibilities towards 
collecting and recording personal data  
very seriously and are committed to 
ensuring that we record all data accurately 
and carefully.

We’ll only hold data that is relevant, 
accurate and related to the purpose for 
which it is held and won’t keep it any 
longer than is necessary.

You have a right to access personal 
data about you and can request this by 
completing a Data Subject Access Request 
form available via our website. There may 
be a fee chargeable.

To see our privacy policy, please visit our 
website at: 

www.trentanddove.org/privacy-notice/

Safeguarding
The protection of children and vulnerable 
adults is important to us and we take 
our responsibilities seriously.  For more 
information please visit the website at:

https://www.trentanddove.org/residents/
safety-at-home/safeguarding/

Freedom of Information
As a charitable registered social landlord 
(not a local authority), Trent & Dove 
Housing is not governed by the Freedom 
of Information Act 2000, but we do make 
information about our operations and 
performance freely available through our 
website and other publications.

Equality and diversity
Trent & Dove Housing is committed to 
eliminating discrimination on the grounds 
of the nine protected characteristics as 
defined in the Equality Act 2010 which 
includes: race, disability, gender, sexual 
orientation, gender reassignment/identity, 
age, religion, pregnancy and maternity, 
marriage and civil partnerships.

We also include within this those who have 
caring responsibilities, unrelated criminal 
activities, are HIV positive or with AIDS, or 
any other matters which cause a person to 
be treated with injustice.

All relevant policies can be found on our website  
www.trentanddove.org

http://www.trentanddove.org/privacy-notice/
https://www.trentanddove.org/residents/safety-at-home/safeguarding/
https://www.trentanddove.org/residents/safety-at-home/safeguarding/
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Glossary of terms usedSection 11

Listed below are some words and phrases we use in this handbook, together with 
brief explanations.

Arrears Any leaseholder debts, including service charges and ground rents, which 
remain unpaid after the due date.

Assignee The person buying the lease ie the purchaser.

Assignment The term used when you sell your lease.

Assignor The person selling a lease ie the leaseholder.

Block The building described in your lease in which your property is situated.

Common parts / 
Communal

The parts of the building or complex which you share with other 
residents, for example, entrance hall and staircases, lifts, paths, communal 
gardens and drying areas.

Consultation The process of informing you about major works, their cost and  
long-term agreements.

Covenants Legally binding obligations and responsibilities contained within your lease.

Demised premises The parts of the building that have been sold to you.

Enfranchisement The process where leaseholders may be able to buy the freehold of  
their block.

Exceptions and 
reservations

Rights we keep as landlord over your home.

First Tier Tribunal The body which make decisions about service charge disputes between 
landlords and leaseholders. It is made up of a panel of people with 
experience of property disputes such as solicitors and surveyors.

Fixtures and fittings The fittings in your flat that you are responsible for maintaining and 
replacing, for example kitchen units, bathroom suite, central heating 
system but not including any communal boiler.

Forfeiture The process whereby we can lawfully terminate your lease and repossess 
your property, usually for non payment of service charges and ground 
rent or for breaches of covenant.

Freehold Outright ownership of the property and the land upon which it stands.

Ground rent An annual payment to the landlord, usually £10 per annum.
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Glossary of terms used

Landlord or Lessor The person who owns the freehold of the property and who grants a lease 
to a leaseholder.

Lease A legal agreement which sets out the rights and responsibilities of both 
the leaseholder (you and your landlord (Trent & Dove Housing)

Leaseholder or 
Lessee

Someone with the right to possession of a flat or maisonette, for a fixed 
period of time, usually 125 years.

Leasehold Ownership of a property in a building subject to the payment of service 
charges and ground rent for a fixed period of time, usually 125 years.

Management and 
admin fee

The fee charged by the landlord to cover the cost of managing your lease 
and managing the provision of services.

Major works Works to the building or internal/communal areas resulting in a cost to 
individual leaseholders of more than £250.

Mortgage A loan secured on your property, usually from a bank or building society 
to buy or improve your home. Your home may be at risk if you do not keep 
up repayments on it.

Mortgagee A bank or building society that lends money to enable a purchaser to buy 
a property.

Quiet enjoyment The right to live in your home without interference from the landlord. This 
has nothing to do with noise.

Service charges Payments that you have to make to your landlord to cover the cost of 
maintaining, repairing and possibly improving the common areas and 
exterior of the structure.

Sinking fund Advance payments collected through service charges to fund items of 
major expenditure, for example roof repairs. 

Tender The process of advertising and selecting contractors to undertake work 
and services.

Term The length of the lease, usually 125 years.
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