
 

 
 
 
 

Leaseholder Handbook 
 

for the leaseholders of Stroud  District Council 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



EMERGENCY 

Key Information 
 

Your Details 

Name of leaseholder(s) 
 

.............................................................................. 
 

.............................................................................. 

Address 

............................................................................. 
 

............................................................................. 
 

............................................................................. 

Postcode............................ 

 

Lease started on................................................ 

Type of lease..................................................... 

Council Tax Reference Number.............................. 

 
 
 
 
 

Your Right to Buy Officer 

Name 
 

.............................................................................. 
 

 
Address 
 

............................................................................. 
 

............................................................................. 
 

............................................................................. 

Postcode............................ 

 

 

Phone  Number................................................ 
 

E-mail Address.....................................................

 
 
 
 

Where do I find? 

Electricity fuse box................................................................................................................................... 
 

............................................................................................................................. ................................... 

Water stop  cock...................................................................................................................................... 

............................................................................................................................. ................................... 

Gas supply shut-off lever..........................................................................................................................  

............................................................................................................................. ................................... 

Gas meter............................................................................................................................. ................... 

Electricity meter........................................................................................................................................ 

 
 

Out of hours Emergency  Repairs call “Messagelink” on 01453 222104 
To report a Gas leak (at any time) call National Grid on 0800 111 999
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Welcome to your 

Leaseholders Handbook 
 
 

Heres 4 reasons why you should keep this safe at all times:- 
 
 

has all our contact details 

answers all your questions 

sets  out your rights 

contains  useful tips



Service Standards and 

Customer Care 
 
 

We are pleased to provide services  for our leaseholders, that 

is why we are here. 
 

 

This section  covers:- 

• our service standards for leaseholders 

• providing you with information about  what to do when things go wrong



Section 1 

Section 1 - Service Standards and Customer Care 
 

We will provide a high quality service for

leaseholders that recognises their needs 

are different to those of tenants. 
 

 

To achieve this we will: 
 

 

Provide you with accurate information about  your 

responsibilities by: 

 
•  Giving you an information pack that explains your 

lease,  your rights and responsibilities 

•  Making sure your service charge  bill is accurate 

and fair 

•  Sending  you a service charge  bill either annually or 

six monthly, depending on the terms of your lease 

•  Consulting you on any major work that we plan to 

undertake to the building that will cost  you more 

than £250 

•  Giving you a dedicated contact number  to query 

service charges and respond within ten working 

days of any request 

•  Offering you a range of ways to pay your service 

charge  bills 

•  Keeping you up to date  and consulting you on all 

issues  that affect your lease 

Compliments and Complaints 

Is it too much to hope  that we may get a 

compliment? 
 

Please  tell us if we are doing well. It really does  make a 

difference to know that you are happy with the service 

you receive. 

 

 

We Will: 
 

 

Provide you with the opportunity to 

contribute to service improvements by 

listening to what leaseholders tell us 

about the service we provide. 
 

 

 
 

 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

However we recognise that things do go wrong and 

that we may not always get it right. If so, we want to 

hear from you. Your complaint is important to us.
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Section 1 - Service Standards and Customer Care 

How do I complain? 
Firstly, you should raise the matter with your 

Right to Buy Officer: 

 
•  Tel: 01453  754074 

•  E-mail: righttobuy@stroud.gov.uk 

 
Most complaints  are resolved  at this early stage as 

our first priority will be to sort o u t  the problem. 
 

 
 
 

What if my complaint is still not 

resolved? 
 
If you are not satisfied with the initial response you 

get, you can take the matter to the next stage by 

either:- 

•  writing to the “Complaints Officer” at Ebley Mill, 

Stroud,  GL5 4UB 

•  completing  the on-line complaints  form on the 

Council’s website  (www.stroud.gov.uk) 

•  e-mail to complain@stroud.gov.uk 
 

 

Full details of  the Council’s complaints procedure can be found 

on the website: 

 

https://www.stroud.gov.uk/council-and-

democracy/about-the-council/contact-us/compliments-

and-complaints/complaints 

 
If you have not received  the service to the time and 

standard promised (and to your full satisfaction) then 

we will put the matter right. 

 
For example,  if a repair was not done  in the agreed 

timescale  then we would first make sure the work 

was completed and then try to work out why we had 

not delivered on our promises. 

 
Next, we would apologise and then learn from our 

mistakes. 

 
What if I don’t agree with the final 

response? 
You have the right to submit your complaint to the 

Local Government  Ombudsman (go to www.lgo. 

org.uk). This is an independent body set up by the 

government to investigate complaints  that cannot  be 

resolved  locally. 

 
You can, of course, also contact your local Member 

of Parliament. 

 
If my complaint is upheld, will I receive 

compensation? 
The Council will consider  making a compensation 

payment  if you can clearly demonstrate that you have 

suffered a direct financial loss as a consequence of 

the failure to deliver a service to you. 

 
If your complaint proceeds to the Ombudsman and is 

upheld, the Ombudsman may request that we make 

an ex-gratia payment to you.
 

www.stroud.gov.uk 
Leaseholders Handbook 

Stroud  District Council Section 1

http://www.stroud.gov.uk/
mailto:complain@stroud.gov.uk
https://www.stroud.gov.uk/council-and-democracy/about-the-council/contact-us/compliments-and-complaints/complaints
https://www.stroud.gov.uk/council-and-democracy/about-the-council/contact-us/compliments-and-complaints/complaints
https://www.stroud.gov.uk/council-and-democracy/about-the-council/contact-us/compliments-and-complaints/complaints
http://www.lgo/
http://www.stroud.gov.uk/


Your Lease 
 
 

In this section  we cover everything you need  to know about 

your lease.  We explain your rights and responsibilities and 

the responsibilities of the Council. 
 

 

This section  covers:- 

• your lease 

• leasehold Law 

• your rights as a leaseholder 

• your responsibilities as a leaseholder 

• our responsibilities to you 

• your responsibilities if you sublet your property 

• the responsibilities of any sub-tenants 

• selling your home



Section 2 - Your Lease 

 

What is a lease? 
 

 

Leasehold  ownership  of a flat simply 

means a long tenancy,  which is the right to 

live in and use the flat for a long period – 

known as the ‘term’ of the lease. 
 

 

The lease is the formal contract between 

you and Stroud  District Council.  Both 

you and the council have a duty, by law, 

to keep to this agreement.  By signing 

the lease,  you and we are accepting the 

responsibilities that are described in the 

lease. 
 

 

Under the terms  of the lease we can raise 

the service charge  to cover the costs we 

incur in providing services,  however,  we 

must be reasonable at all times and be 

able to prove the costs we have incurred, 

consulting with you in advance for any 

major costs or changes. 
 

 

Other than this, we can only change the 

conditions of the lease if you agree  or a 

First Tier Tribunal or court decides 

upon application,  that it is 

reasonable to do so and gives permission 

accordingly. 

 
 

 
It is your responsibility to read and 

understand your lease or to ask someone 

to explain it to you.  If there is something 

in the lease that you don’t understand, 

contact us and we will help.  There is also 

a glossary of terms at the back of this 

handbook which you may find useful. As 

most leases are written in legal language, 

you may want to get more detailed advice 

from your solicitor. 
 

 

Leasehold  Law 
 

 

There are two main areas of  law that 

control service charges.  The first is 

the lease itself, which explains your 

responsibility for paying service charges 

and the second is any relevant national 

legislation. 
 

 

Sections 18 to 30 of the Landlord and 

Tenant Act 1985 are the most relevant 

but this and other Acts can be amended 

from time to time.  The Landlord and 

Tenant Act explains what a service charge 

is and what your rights as a leaseholder 

are in relation to the service charge.  The 

Commonhold and Leasehold  Reform Act
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Section 2 

 
 
 

2002 (CLaRA) empowers leaseholders 

further and includes further legislation 

on Section  20, major works and 

consultation. 
 

 

You can find more information about 

leasehold law on the Communities  and 

Local Government’s website  at: 

www.communities.gov.uk. 
 

 

You can also visit the website  of the 

Leasehold  Advisory Service (LEASE) at : 

www.lease-advice.org 

or e-mail them at: 

info@lease-advice.org.uk . 

LEASE is an independent agency. 

If more than three-quarters of the 

properties in your block are leasehold, 

you and the other residents may be able 

to buy the freehold of the block as long as 

you meet the necessary legal conditions. 

This is called collective enfranchisement. 

You should contact a solicitor for more 

advice. 

Section 2 - Your Lease 

 

Your rights as a leaseholder 
 

 

•  To use your legal rights and your rights 

under the conditions  of the lease 
 
 

•  To live in your property peacefully 
 
 

•  To be consulted on major work to the 

block or estate that your flat is in 
 
 

Our responsibilities to you 
 

 

We must  do the following: 
 

 

•  Maintain the structure  and outside 

of your property,  the services  to the 

building, and all shared areas  of the 

building and estate, including any 

communal entry doors. 
 
 

•  Ensure that the building is insured 

against  damage, loss or vandalism 

(this does not include the contents of 

your flat) and give you a summary  of 

buildings insurance cover.
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Section 2 - Your Lease 
 

 
 
 

•  Ensure service charges are reasonable 

and explain how we have worked them 

out 
 
 

• Consult you before carrying out any 

Major Work costing  more than £250 

for each flat in a block. 
 
 

•  Consult you before entering into a 

long term agreement (more than 12 

months) which may cost  you over 

£100 in any one year. 
 
 

Respect your right to live in and enjoy 

your home. 
 

 
 
 

If you  think  that  we  have 

failed  to  carry  out  any  of 

our  duties, please contact 

us and we will try to resolve 

the problem. 

 
 
 

Your responsibilities as a 

leaseholder 
 

You must  do the following: 
 

 

•  Pay your service charges, ground  rent 

and Council Tax on time.  Your service 

charges and your Council Tax are 

separate and you must pay them to 

different sections in the council. 
 
 

•  Maintain and repair your home and all 

the services  used  in your home.  It is 

also your responsibility to ensure that 

relevant fire safety standards are 

complied with in respect of any 

fixtures, fittings and appliances (eg 

smoke detectors).  
 
 

•  Allow us into your home  to carry 

out any work that is needed to the 

property or the block 
 
 

•  Use the premises only as a private 

home.  You cannot  run a business from 

your home 
 
 

•  Give up the property at the end of your 

lease
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Section 2 

Section 2 - Your Lease 
 
 

You must not do any of the following: 
 

 

•  Carry out any structural  alterations to 

your property without our permission 

in writing – for example,  you must ask 

us if you want to put in a new heating 

system.  Please  contact us if you are 

planning to make any changes. 
 

 

•  Cause any nuisance to or annoy your 

neighbours or allow any other persons 

who reside with you or any visitors 

to your home  to do so.  You are 

responsible for the conduct of others 

who reside with you and any visitors 

you may receive. 
 
 

As long as you do not break the 

conditions of your lease, you have the 

right to stay in your home  for the duration 

of your lease. 
 

 

If you break the conditions of your lease, 

we will write to you and try to sort out 

the problem with you.  If you continue to 

 

break the conditions,  we may take legal 

action and ultimately may seek  to end 

your lease. 
 

 

Your responsibilities if you 

sublet your property 
 

 

If you sublet your property,  it means that 

you rent your home  to a sub-tenant but 

you are still responsible for paying the 

service charges and ground  rent, and for 

damages and repairs.  You can sublet 

your property as long as your tenants 

keep to the conditions in your lease. 
 

 

You would need to give us your new 

contact address in writing, email address, 

and contact phone number  for you, in 

case of emergency. 
 

 

You may also need permission  from your 

mortgage provider and your insurance 

provider before you can sublet your 

property.
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Section 2 - Your Lease 
 

 
 
 

Gas safety 

The main risk of not servicing or 

maintaining gas equipment is a serious 

gas explosion or carbon monoxide 

poisoning. 
 
 
 

Landlords   are    required     by    law    to 

service  all   gas-related   equipment  at 

least once every  12  months. Landlords 

are    also     responsible    for    providing 

tenants  with   instructions  for  the   safe 

use of  gas  appliances and  equipment. 
 
 

 
What used  to be called a CORGI gas 

safety certificate has been  replaced with 

what is now known as Gas Safe. Instead 

of being run by CORGI, the government 

has set up its own system of registration 

for gas engineers. 
 

 

If you are a landlord, any gas appliances 

such as boilers and heaters within your 

property must be inspected once  a year 

and a certificate (sometimes also called 

a CP12  report) produced by a registered 

engineer and any work done  to make it 

safe to set standards laid down by Gas 

Safe. This report must be given to your 

tenants within 28 days of being 

completed. 
 

 

Electrical Safety 

The electrical wiring in your property 

must be safe and in good working 

order throughout. You should have an 

inspection carried out every time you 

let your property (this is to ensure  that 

your tenant  hasn’t made  any changes). 

Contact an electrician approved by the 

NIC/EIC or NIC/IEE and check that you 

are meeting  all current regulations. 

Keep all electrical testing reports for your 

own records. 
 

 

Other Issues 

Make sure your tenants know how to use 

any door-entry system  and are aware 

of any parking restrictions.  You are also 

responsible for making sure that all your 

furniture and furnishings meet current fire- 

safety regulations.
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Section 2 

Section 2 - Your Lease 
 

 
 

You are responsible for the behaviour of 

your tenants and you may have to pay 

our costs if we have to get involved in 

any disagreements arising from nuisance 

caused by your tenants. 
 

 

You must have a written tenancy 

agreement with your tenant so you should 

speak  to a solicitor about  this.  We would 

advise you to take up references before 

you choose a tenant. 
 

 

You will need to tell all the necessary utility 

companies (for example,  the gas and 

electricity suppliers) and give them your 

tenant’s name. 
 

 

Make sure your tenant understands 

the responsibilities of living in a block 

of flats. 
 

 

 

Responsibilities of sub- 

tenants 
 

 

These responsibilities are about  behaviour 

and generally come  under the heading 

of ‘being a good  neighbour’.  Remember 

that when you live in a flat, you need  to 

consider  other people  in the block. 
 

 

As a sub-tenant, you are responsible for 

the behaviour of: 
 
•  anyone who lives in your home 

 

•  anyone who visits you 
 
•  your visitors when they arrive or leave (for 

example,  if they are noisy), especially very early in 
the morning or very late at night 

 
•  any pets  that belong to you or your visitors 

 
•  anyone  who lives with you when they use the 

shared areas  (for example,  the stairs, landings, 
hallways and shared gardens) 

 

 

Selling your property 
 

You are free to transfer or sell your 

lease to someone else but we ask that 

you notify our Right  to Buy Officer  

of your intention to sell as soon  as 

possible. 
 

 

In any event, you must notify us in 

advance of the sale to ensure  that all 

your invoices are paid and your account 

is clear. We will also need  to calculate 

final service recharges on your lease.  You
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Section 2 - Your Lease 
 

 
 

must tell us about  any transfer within one 

month of exchange of contracts or parting 

with possession, whichever is sooner. 

We can only end your lease by taking 

legal action.  We will usually only do this 

when you have broken the conditions  of 

your lease,  for example  if you do not pay 

your service charges 
 

 

Purchasing your flat under the Right to 

Buy Scheme 
 

 

If you bought your flat under the Right to 

Buy scheme after 18th January  2005 and 

you sell it within five years of buying it, 

you will have to pay back some  or all of 

the discount  you were given.  You should 

discuss this with your solicitor. Also, if you 

want to sell your property within ten years 

of buying it, you will have to give Stroud 

District Council first refusal to buy it.  You 

should also discuss this with your solicitor. 
 

 

Re-selling your flat 
 

 

If you are buying another  of our leasehold 

properties, make sure your solicitor 

writes to us to check  whether  there is 

any money owed on this new property’s 

account. 
 

 

Make sure you tell our Right  to Buy  

Officer, the Council Tax section  of the 

Council and the utility companies (gas, 

water, electricity and phone), that you are 

moving. The Right to Buy Officer can 

then calculate  final charges. 
 
 
 
 
 
 
 

 
When   you   sell   your   property,    give 

the  buyer  all the  documents that  are 

relevant to your property.   This includes 

any instruction  booklets  for appliances 

in your  home,   the  written  permission 

you    had    from   us    for   alterations, 

and    any   window   and    door    keys.
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Service Charges 
 
 

Ask any leaseholder what is the most important thing for us 

to get right and the answer  almost always will be SERVICE 

CHARGES! 
 

 

In the sections below you should be able to find out all you 

need  to know about  what these  charges cover, how we 

work them out and how to pay. 
 

 

This section  covers:- 

• services  provided 

• working out your service charge 
 

• how to pay your service charge



Section 3 - Service Charges Section 3 - Service Charges  
 
 
 

 

Service charges 
 

All leaseholders have to 

pay service charges. 
 
 

Stroud  District Council 

tenants also pay some 

service charges as part of 

their rent. 
 
 

As a leaseholder, you will 

need  to pay for some  or 

all of the charges listed 

on the following pages, 

depending on the type of 

accommodation you are 

in. 

We make these  charges to 

cover the cost  of : 

• managing 

• maintaining 

• repairing 

• insuring 

• and providing services 

to all the blocks or estates 

we are responsible for. 
 
 

The tables  on the following 

pages tell you about  the 

services  we provide for 

which you are recharged.
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Section 3 - Service Charges Section 3 - Service Charges  
 
 

Section 3 

 
 
 
 

Service we provide Explanations 

Communal Cleaning Some  blocks of flats with communal  doors,  stairs 

and hallways are cleaned by our communal  clean- 

ing contractor. A summary  of the Communal Clean- 

ing Service Standard can be found in section  7. 

Communal Window cleaning services Communal windows are cleaned once a year 

Electricity We provide lighting to shared areas  such  as stair- 

cases and landings and some  outside  lighting. 

Charges are divided between the number  of flats 

using the meter. 

Grounds  Maintenance We maintain the gardens and grassed spaces in 

communal  areas.  Some  sweeping and hedge cut- 

ting also takes  place.  A summary  of the Grounds 

Maintenance Service Standard can be found in 

section  7. 

Insurance We insure the structure  of the block and the shared 

areas.  The insurance covers  ‘all perils’ including 

subsidence (land caving in or sinking). It does  not 

cover you for damage to or loss of the contents of 

your flat, but you may be able to claim for damage 

caused by flooding from another flat. 

An up to date summary of insurance can be found on 

our website.  The policy itself can be viewed by 

appointment at Ebley Mill. 
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Section 3 - Service Charges Section 3 - Service Charges  
 
 
 
 
 

 

Service we provide Explanations 

Painting We paint the inside and outside  parts  of the shared 

areas.  There is currently a rolling seven  year pro- 

gramme of work for this. 

Repairs We carry out any day to day repairs needed in the 

shared areas of the block 

Door-Entry-System We maintain and repair the door entry system 

Ground Rent We charge  £10.00 per year for ground  rent. This is 

for renting the land on which the property stands. 

Television Service Many of our blocks of flats have a communal  digital 

television aerial.  You must get our permission  in 

writing if you want to put up a satellite dish or any 

other outside  aerial. 

Administration Charges This charge  covers  our administrative costs and we 

currently work it out as 15% of your service charge 

Management Fee Some  of our leaseholders are charged a manage- 

ment fee.  This is currently £50.00 per annum 
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Section 3 - Service Charges Section 3 - Service Charges  
 
 

Section 3 

 

 

Working out your service 

charge 
 

 

The repair and maintenance service 

charge  covers  day-to-day and major 

works to the structure  of your block 

and the shared areas. It is calculated 

by working out the percentage of floor 

area of your flat compared to the total 

floor area of all the flats in your block. 

This percentage is stated in your lease. 

Other charges are calculated by dividing 

costs by the number  of flats in the block. 

Insurance  premiums  are calculated 

according to the re-instatement value of 

individual flats. 
 

 

Either once  or twice a year, depending 

on your lease we will work out the actual 

costs of your previous six or twelve 

months  services.  Our financial year runs 

from 1st April to 31st March.  Demands 

for payment  will usually be around  June 

and December. 
 

 

We can only charge  you for costs that 

are reasonable.  If you disagree with any 

charge, you can appeal  to us in the first 

 

instance  and we will work with you to 

resolve the issue.   You can also appeal 

to a Fi rs t  Tier  Tribunal but should in 

the first instance  give us the 

opportunity to address the issue. 
 

 

 

How to pay your service 

charge 
 
We will send  you an invoice / statement of 

account either once  or twice a year.  

 

You are reminded that under the terms of 

your lease you are required to pay any service 

charges and ground rent within 28 days of 

being invoiced using one of the following 

methods of payment:- 
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Section 3 - Service Charges Section 3 - Service Charges  
 
 
 
 

Automated Telephone Payment by 

Debit or Credit Card 

 

Using your telephone, 24 hours a day, by 

phoning 0300 4560 510 – select “pay an 

invoice”.  You will need the invoice 

reference number starting with 40 or 41. 
 

 

Online by Debit or Credit Card 

At www.stroud.gov - select “pay an 

invoice” on the Pay for it link on the 

home page. You will need the invoice 

reference number starting with 40 or 41. 

 

At the Council Offices 

Using the cash machine in Reception at 

Ebley Mill between the hours of  8:45am 

- 5:00pm Monday to Thursday and 

8:45am – 4:30pm Friday. You will need 

the invoice reference number starting 

with 40 or 41. 

 
 

 
 
 

Direct Debit 

 

If you wish to pay by Direct Debit, the 

balance due will be taken in one payment. It 

will take two weeks for your mandate to be 

set up so please allow for this and also ensure 

you select your preferred collection date on 

the mandate.  If you wish to make a one off 

payment using this method please ask the 

Income Management Officer for a mandate 

form which you will need to complete and 

send back to us. 
 

 

 

 

 

Late payments and financial 

difficulties 

If you are having difficulties making a 

payment,  please  talk to us about  this 

as soon  as possible  so that we can 

give you advice.    
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RSection 4 - Repairs and insurance 

 

Repairs 
We are responsible for: 
 

•  the main structure  of the building, including walls, 

windows,  foundations  and roofs 
 

 

•  all electrical, plumbing and drainage  that is 

supplied  to the whole building 
 

 

•  painting the outside  of the building and all 

communal  areas  inside, such  as the stairways 
 

 

•  the upkeep of any estate area that your property 

or block forms a part of or enjoys the benefits of 
 

 

During office hours (8.45am  to 5.00pm or 4.30pm on 

Fridays) you can report a repair on 01453  754852 or 

e-mail anytime to housing.repairs@stroud.gov.uk 

 
For out of hours emergencies you can phone  “mes- 

sagelink” on 01453  222104  o r  01452  532467. 

 
All repairs have a target  date  when they should be 

completed and we will give you this information when 

you report the repair. 

 
We do not carry out repairs that are your responsibil- 

ity. We may be able to help in exceptional  circum- 

stances (for example,  if you cannot  do the repairs 

yourself and this is causing  problems for other resi- 

dents) but you will have to meet the full cost  of the 

repair including VAT and pay for the work before it 

is carried out. 

 

 
 
 
 
 
 
 
 

You are responsible for: 
 
•  all parts  inside your home,  including services  only 

you use 
 

 

•  fixtures and fittings in your home 
 

 

•   cables, pipes and drains in your home 
 

 

•  decorating the inside of your home 
 

 

•  If your lease states that you are responsible for 

your front door and its frame you must ensure 

that it meets current fire safety regulations. 
 

 

•  heating and hot water systems 
 

 

For repairs inside your flat and for your own safety 

and peace of mind, you should use approved con- 

tractors  and, if possible,  ones  who have been  rec- 

ommended to you.  We would also advise you to 

get several estimates for work before you choose 

one.  Trade associations and professional  organisa- 

tions vary, but you can always contact the relevant 

association for information about  your contractor or 

supplier.  Utility companies (gas, water and electricity) 

and most insurance companies also provide break- 

down cover for the equipment in your flat.
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In the  interests of  your  own  safety 

and   the   safety  of  others  living  in 

your  block   please make   sure  that 

a ‘GAS SAFE’ registered engineer 

services  any   gas  heating system 

every  year,  including the  boiler  and 

its fixtures and fittings, and gives you 

a copy  of the  inspection certificate. 
 

 
 
 

Make sure that an NIC/IEE Part P qualified electri- 

cal engineer  carries out any electrical work to your 

property and gives you a copy of a valid certificate if 

you ask. 

 
You must  immediately report any gas leaks 

to the National  Grid Emergency on: 

0800 111 999 
 

 

Major repair work 
 
From time to time we may have to carry out major 

work to your block such  as re-roofing.  If this will cost 

more than £250 for each  flat, we will class  it as a ma- 

jor work.  If you have bought  your flat from us under 

the Right to Buy scheme, you will have a schedule 

listing the major work we have planned  for five years 

after the date  you bought  your flat.  This is the only 

major work that we can charge you for during this five 

year period. 

 
Consultation on major works 
Under section  20 of the Landlord and Tenant Act 

1985,  you are entitled to be formally consulted before 

we plan to carry out major repair work. 

 
Except in emergencies, we will consult with you 

about  major repair work in accordance with legisla- 

tion before we ask for tenders (this is when we ask 

companies to give us their prices and schedules of 

work). 

 
We will send  you detailed information on the tenders 

and process. We will ask you to comment on the 

tenders and you can inspect  them in further detail. 

You will also be given an opportunity to nominate  a 

contractor (although they will need  to meet certain 

criteria). 

 
Payment  will be demanded on the next invoice for 

service charges following completion  of the works.  If 

the demand is for a large amount,  you may have a 

right to apply for a Government  loan.  

 
If you think you will have difficulty paying any invoice 

for service charges then please  contact us as soon 

as possible  for advice.
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 Carrying out your own  improvements 
 

Being a leaseholder does  not necessarily  mean  that 

you can do whatever you want in and with your flat. 

Your lease comes with conditions  and one of those 

conditions  is that you cannot  carry out any alterations 

or add anything to your property without our permis- 

sion in writing. 

 
You may have problems selling your property if you 

have made  any alterations without our permission, 

and it could be expensive  if you have to get permis- 

sion after you have already done  the work. 

 
We have a legal right to put right or undo any work 

you have undertaken without   permission  from us 

and restore  the property to it’s original condition, and 

to charge  you the entire costs for doing so. 

 
You should always write to us for permission  and give 

us details of the work you are going to carry out. 

 
We have  the right to inspect any work you 

do carry out. 

Insurance 
 
Stroud  District Council owns the building that your flat 

is in and is responsible for insuring it. Your part of the 

premium for this insurance is listed separately as part 

of your service charge. The insurance value of your 

flat is also listed on the invoice for service charges. 

 
The   contents  of   your   flat,   such  as   your 

personal   belongings   and    furniture,    are 

your responsibility.            You    should   take 

out   your   own   contents  insurance  policy. 
 
 
 

A summary of the buildings insurance can be viewed 

on the website.  The full policy is too large to 

photocopy but can be viewed at the Council Offices 

at Ebley Mill by appointment. Please telephone to 

arrange  this. 

 
Should you need  to make a claim, please  contact the 

Right to Buy team.
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Being a good  neighbour 
 

Make sure you help to keep your building a pleasant 

and safe place to live. 

 
•  Respect your neighbours and their visitors 

 

 

•  If your building has a door entry system, make 

sure that you close the door behind you 
 

 

•  Only let someone in the building if you know them 
 

 

•  Keep noise to a reasonable level, especially if 

your windows are open 
 

 

•  Do your washing,  vacuuming and DIY activities at 

reasonable times 
 

 

•  Don’t throw or drop anything from upper 

balconies or windows,  or let your children or 

visitors do so 
 

 

•  Use the bin areas  provided and recycle your 

rubbish if possible 
 

 

Help keep shared areas  clean and free from 

obstructions 

 
•  Do not change oil or empty fuel tanks in any 

vehicles within the boundary  of the block or in the 

neighbouring roads 
 

 

•  Park your car in marked parking areas where 

possible 

 
 
 

Nuisance  neighbours 
 
Examples  of noises  that cause complaints  include 

amplified music, DIY activities, barking dogs,  fans, 

motors,  etc. In many cases the persons causing 

noise may be unaware  that they are causing  a 

problem. 

 
In those  instances a polite request can often resolve 

the problem in an amicable way. For further advice 

contact the council’s Environmental Health team. 
 

 

Anti-Social Behaviour 
 
Whilst accepting that all anti-social behaviour is 

unacceptable, we divide it into two categories. High 

Priority - e.g. violence, sexual harassment, alcohol 

or drug related abuse, intimidation, criminal damage, 

and Secondary Priority - e.g. graffiti, vandalism, 

boundary  disputes, littering, spitting, shouting  and 

swearing. 

 
We do not tolerate any of this behaviour and 

will deal  with every  complaint we receive via the 

Neighbourhood Management Officers. 

 
Your support is crucial and we value your contact.
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Communal Areas 
 

Grass  cutting and landscape 

maintenance 
We take pride in maintaining the grassed areas  and 

landscaping on our estates. The level of maintenance 

will vary according to the seasons of the year. The 

grounds maintenance service standard gives more 

details and can be found as an appendix. 

 
The cost  for this is included in your service charge 

and will be listed separately. 

 
Pest Control 
You can phone  Stroud  District Council’s pest  control 

officer on 01453  754919 should you need  help with 

wasps nests, ants,  mice or other type of animal or 

pest.   There is a charge  for this service. 

 

Removal of graffiti 
Graffiti can be ugly and sometimes offensive. Please 

ring our repairs line on 01453 754852 who will 

arrange for its removal within 5 days or much quicker 

if it is of an offensive nature. 

 

Abandoned Vehicles 
These can be unsightly and dangerous, particularly to 

children. 

 
If we think that the vehicle is clearly abandoned then 

we will arrange  for its removal. The owner then will 

have a fixed period (7 days) to recover the vehicle 

and pay all relevant costs. If this does  not happen the 

vehicle will be taken away and disposed of. 

Should the owner of the abandoned vehicle be our 

tenant  then we may take action against  them as a 

breach of their tenancy  agreement. 

 
Communal cleaning 
We provide a regular cleaning service in some 

blocks of flats where the occupants concerned have 

agreed to pay the costs. If your block is cleaned 

by the council’s contractor, the charge  will be listed 

separately in your invoice for service charges. 

 

Removal of litter and rubbish 
Residents are responsible for keeping shared areas 

clean, tidy and free from rubbish.  The Council runs 

a service for collecting large items such  as furniture. 

Please  phone  01453  754424 or book online on the 

Councils website. 

 
Fly-tipping and the dumping of rubbish in our 

residential areas  are totally unacceptable. 

If you see  anyone  doing this, then please  tell us. We 

will respect your confidentiality and investigate 

every incident. 

 
Rubbish on our land will be cleared  within 5 working 

days of you telling us or of identifying the problem. 

However, should it be dangerous (for example,  used 

hypodermic  needles)  then we will clear it within 6 

hours. 
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Consultation  under Section 

20 
 

We send  notices  to every leaseholder who must pay 

towards  work or services.  These notices  are called 

 
 
 

Examples  include; agreements for supplying 

goods or services  (such as cleaning) and 

agreements for maintenance work (such as day 

to day repairs).

Section  20 notices.  They contain information about: 

 
•  What work we are planning to do. 

 

 

•  The opportunity to take part in a process of 

consultation. 
 

 

•  The timescales involved. 
 

 

•  How you will be consulted (letters, surveys, 

meetings  etc). 
 

 

•  Your obligation to pay for work as a leaseholder 

of the property. 
 
 

 

We will consult you before doing the following: 

 
•  Carrying out any work that costs any one 

leaseholder more than £250 in a year. This covers 

repairs, maintenance and improvements to your 

building or estate. 
 

 

•  Entering into any long-term agreements (more 

than 12 months) with outside  contractors for 

work, supplies  or services  where the cost 

to anyone  will be more than £100 per year. 

We will tell you about  our plans that could affect your 
home and the services  we provide for you. Where 

possible,  we will contact you in plenty of time. 

 
We will ask for your opinions about  important housing 

issues  such  as: 

 
•   Changes in policies and procedures 

 

 

•  Major repairs, improvements and planned 

maintenance 
 

 

•  New services 
 

 

When you give us your feedback, we will do all we 

can to take your views into account before we make 

a decision.   We believe you have the right to be 

involved in decisions  about  the ongoing services  you 

receive. We want you to have a real say in how your 

services  are provided
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Less formal ways to 

get  involved 
 
 

 

 

 

Surveys 
 

These can be postal,  by phone  or by e-mail.

Section 6 - Consultation  and having your say 

 

Involving 

Residents 
 

We want you to be involved in decisions  that affect 

your home and your community.   We need  your views 

to make a difference. There are many ways in which 

you can help. Some  are more formal; others  do not 

require you even leaving your front door.

        Give us your views from the comfort of your  

own armchair on a range of topics or possible     

ways to improve our services. 
 
 
 

Estate Inspections 
 

Accompany  Tenancy Management Officers 

when they undertake their routine inspections 

of estates to check  standards of cleanliness  

and general upkeep and to identify any local 

problems. These visits will be either monthly 

or three monthly depending on the priority 

category  of your estate 
 

Interested in any of these? Then give us a ring on 

01453  754174 / 754147 

Tenants and Resident Groups 
These are formal structures for tenants and residents 

in their local area to get together  and voice their 

opinions. Groups  are given financial and practical 

support by the Council. 

 
Rural and Street Representatives 
These provide opportunities for individuals to get 

involved in representing smaller numbers of residents 

in both towns and rural areas. 
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Project Teams 
Usually staff and tenants working together  on a 

specific issue such  as developing contracts for 

replacing kitchens  or one off improvements. 

 

Housing Management Forum 
The Housing Management Forum meets regularly 

and is made  up of tenants and Councillors. They 

discuss important housing policies and make 

recommendations to the Cabinet Member for 

Housing. 

 

Keeping in touch 
It is important for us to keep you informed 

about  the work we are doing, local 

events and any opportunities to become 

involved. 
 

Keynotes (our Tenants’ Newsletter) 
Keynotes  is sent out to all tenants and leaseholders 

at least t w i c e  a year. Articles in Keynotes  give 

information on new policies and practices, staff 

changes and news from all our tenants’ and residents 

groups. 

 

 
It is edited by a panel of tenants and is available on 

CD for all sheltered schemes and tenants who request 

it. Whilst involvement is voluntary, we do have funds to 

reimburse  you for travel costs incurred in attending 

formal meetings. 
 

 
 

Our Annual Report 
Every year we produce an annual report for our 

tenants and leaseholders which sets  out what we 

have been  doing during the previous financial year, 

our performance and any local services  we have 

developed or are proposing to develop. 

 
The annual report i s  e n c l o s e d  w i t h  

K e y n o t e s  a n d  provides you with useful 

information about  how we are doing and provides us 

with an opportunity to ask our customers what things 

they would like to see  improved or what they think 

about  any improvement  proposals we may suggest. 
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Information  Leaflets 
We have produced a series of summary  leaflets on 

every aspect of our service. You will be able to find 

these in reception at Ebley Mill or ask your 

Tenancy Management Officer. 

 

Our website 
Why not visit our website.  This has been designed 

with you in mind and contains a huge amount  of 

detailed information on everything covered in this 

handbook and much more. It is well worth a visit. 
 
 
 
 
 

 

    How to find 

our website 
 
 

•  Go to www.stroud.gov.uk 

•  Then “Housing”, “Council Tenants & Leaseholders”  

•  “I’m a Leaseholder” 
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Contacting us 
 

We can be contacted in a number  of ways: 

 
In Writing – Right to Buy, Tenant Services, 

Ebley Mill, 

Westward  Road, 

Ebley, 

Stroud, 

Gloucestershire 

GL5 4BU 

     Telephone  - 01453  754074 

 
E-mail  
righttobuy@stroud.gov.uk  

 
 
 

Other useful contacts 
 

First Tier Tribunal 
0845 6003178             

www.rpts.gov.uk 
 

A government leaflet for those thinking of buying a 

flat where the freeholder is a local authority or other 

social housing provider is available at 

www.righttobuy.gov.uk/resource/thinking-of-

buying-your-council-flat 

 

 
Gas leaks 
National Grid immediately on 0800 111 999 

Out of hours  Emergency Repairs 
01453  222104 or 01452 532467 

 

All other  repairs 
Call - 01453  754852 

E-mail - housing.repairs@stroud.gov.uk 

Report repair “on-line” www.stroud.gov.uk 

Text - 07851  729229. Start your message “Repairs” 

(please include name  and address) 

 
Planned Maintenance/Disabled Adaptations 
Call - 01453  754077 

E-mail - planned.maintenance@stroud.gov.uk 

 
Anti- Social Behaviour 
Call - 01453  754168 

E-mail - housing.management@stroud.gov.uk 

 

01453  754919 (office hours only) 

Environmental Health 
Advice (Noise) 01453  754478 

Removal of household items  
01453  754424
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LEASE (Leasehold Advisory  Service)  

0140145014500
0014537547545
59/75754559/16
4  754164 

0207 8 3 2 2 5 0 0  

Pest Control 
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Formal Complaints 
E-mail - complain@stroud.gov.uk 

Write to - Complaints  Officer, Ebley Mill, Stroud, 

Gloucestershire, GL5 4UB 

Fill in an “on-line” complaints  form - at www.stroud. 

gov.uk 

 
Gloucestershire Domestic Violence Support 

and Advocacy Project (GDVSAP) 
Call - 7 day confidential helpline on 01452  524553 

Visit - www.gdvsap.org.uk 

 
Free Legal Advice 
National Helpline on 0345 345 4345 

 
Housing and Money  Advice 
Citizens Advice (Stroud) Call – 

0808 800 0510 

Visit - www.citizensadvice-

stroudandcotswold.org.uk 

 
Housing and Money Advice National Debt Line (offers 

free debt advice) 

 

 

 

 

 

 

 

 

 

 

 

 

Call - 0808 808 4000 

Visit - www.nationaldebtline.org 

 
Homeless Advice 
Shelter Call - their free helpline on 0808 800 4444 

Visit - www.shelter.org.uk 

 
Local Government Ombudsman 
Call - their Advice Team on 0300 061 0614 

Visit - www.lgo.org.uk 

 

 

Police 
 

 

•  Emergency 

DIAL 999 

 
•  Non Emergency 

DIAL 101
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Glossary of Terms 
Block 
Your ‘block’ is the building described in your lease for 

which you are responsible for paying your share  of 

the running and management costs 

Breach of covenant 
When a duty set out in the lease is broken 

Collective enfranchisement 
Buying the freehold of the block by a group of 

leaseholders 

 
Commonhold 
A new form of flat ownership  that does  not apply to 

council leaseholders 

Commonhold and Leasehold Reform  Act 

2002 
The new law which gives leaseholders more rights to 

buy the freehold, to be consulted on works and 

contracts, and be given information about  money that 

is spent  on the building 

Consents 
Written permission  you require from the council to do 

various things, such  as make structural  alterations or 

additions 

Consultation 
Your right to be told about  expensive  works and 

contracts, and in some  cases to suggest someone to 

carry out the job 

Demised premises 
The parts  of the building you have bought  and are 

responsible for - the interior parts,  along with any 

gardens or out-buildings 

Forfeiture 
Ending of the lease and repossession by the landlord 

because the lease conditions  have not been  met 

Improvements 
The provision of something new to the building - for 

instance, wheelchair access or CCTV 

Inspection of accounts 
Your right to see  the documents and receipts  used  to 

work out your charge 

Landlord and Tenant  Act 1985 
The original Act of Parliament,  now changed by other 

Acts, which sets  out what a service charge  is, that 

it must be ‘reasonably  incurred’, how you should be 

consulted, and your right to inspect  accounts  

First Tier Tribunal  
An independent and impartial body given binding 

powers  by the Government  to settle Service Charge 

disputes instead  of going to court 

Long-term agreement 
A contract for more than 12 months  to provide works 

or services  - for instance, the grounds maintenance 

contract or the lift maintenance contract 

Management charge 
The part of the Service Charge  that covers  the 

council’s Leasehold  Management costs 

Qualifying works 
Works that cost  you £250 or more, and on which you 

will generally be consulted in a specified way 

Section 125 Notice 
The notice of Right to Buy purchase price which sets 

out major works costs for the first five years of the 

lease,  and the most the council can charge  during 

this period 

Sub-letting 
When you let your flat to someone else - if you do this 

you become a landlord and are responsible for the 

actions  of your tenants. You have to tell the council all 

the details within one month; otherwise  this becomes 

a breach of covenant
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GROUNDS MAINTENANCE 
If you live near grassed areas  and borders owned  and 

maintained  by Tenant Services,  you can expect  the 

following service: 

 
Grass  Cutting 
•  Starts  in April and ends  in October. 

•  Grass is not collected.  Cutting height will be a 

minimum of 25mm.  

•  Cutting will take place 10 t i me s  during the 

cutting season dependant on weather 

conditions. 

•   Obstacles will be strimmed, and all grass  blown/ 

swept  off footpaths and hardstanding areas. 

•  Herbicide will be applied to communal  grassed 

areas  in April/May and July/August (only 30% of 

the contract area is carried out each  year). 
 

 

Hedge Cutting 
•   Hedges owned  and maintained  by Tenant 

Services,  will be cut between May and November. 

•  Most will be cut once during the cutting season. 

•  Hedge  bases will be forked, and weeds removed 

during the winter months  (November to February). 

 

 
 

 

Shrub Beds and Borders 
•  These will be tended throughout the year and 

will be weeded, litter removed,  and edged with 

shears as required. 

•  Shrubs  will be pruned  twice a year. 

•  Beds  will be forked and edges cut once  a year 

between November  and February. 

•  Residual herbicide will be applied between 

January  and February and fertilizer applied April 

to May. 
 

 

Your Tenancy Management Officer inspects the 

communal  areas on a regular basis,  and shortfalls in 

standards are addressed directly with the 

contractor, and put right immediately. 

 
If you wish to report any issues with grounds 

maintenance, please us. 

  

Tenancy Managemnt Officers: 
Telephone:  01453  766321 

Email: housing.management@stroud.gov.uk. 

 
Or use the website at: 
http://www.stroud.gov.uk/docs/housing/new/your_ 

neighbourhood_ind.asp
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COMMUNAL CLEANING 
If you live in a flat served  by communal  doors,  stairs 

and hallways, which are cleaned by our communal 

cleaning contractor, you can expect  the following 

service: 

 
•  Internal areas  cleaned once  a week - April to 

September. 

•  Internal areas  cleaned twice a week - October  to 

April. 

•  Floors and stairs swept  and washed weekly. 

•  Doorwell mats  (if applicable) cleaned weekly. 

•  Handrails, banisters and door handles  cleaned 

monthly. 

•  Ceilings, walls, ledges  and overhead fittings 

dusted monthly where accessible. 

•  Window fittings, surrounds, skirting cleaned 

monthly. 

•  Light shades and diffusers cleaned annually, 

where accessible with telescopic equipment. 

•  Windows in communal  areas are cleaned 

once a year 
 

 

Your Tenancy Management Officer inspects the internal 

communal areas  at least monthly, and any shortfalls 

in required standards are addressed directly with the 

Contractor, and put right immediately. 

 
If you wish to report any issues  with the cleaning, 

please  contact your Tenancy Management 

Officer directly or use one of the following 

methods: 

 

 

Tenancy Management Officers: 
Telephone:  01453  766321 

Email: housing.management@stroud.gov.uk. 

 
Or use the website at: 
www.stroud.gov.uk/docs/housing/new/your_ 

neighbourhood_ind.asp
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