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Service Charges
Conference

Book your place at www.housing.org.uk/events
call 020 7067 1066 email events@housing.org.uk

•	Case study: placing value for 
 money at the heart of your  service 

charge strategy with Paradigm 
 Housing Group

•	Legal update: including implications 
 of the Phillips and Francis LVT decision

•	Refocus your service charges strategy 
around Universal Credit

•	Guide to an effective communication 
strategy

•	Introductory service charges 
 workshop: how to calculate, best 

practice and what to avoid
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Programme

The National Housing Federation is the voice of affordable housing in England. We believe that everyone should have the home they need at 
a price they can afford. That’s why we represent the work of housing associations and campaign for better housing. Our members provide 
two and a half million homes for more than five million people. And each year they invest in a diverse range of neighbourhood projects that 
help create strong, vibrant communities.

Leaseholder and Tenant 
Service Charges 
Conference 2014
Wednesday 3 September 2014
America Square Conference Centre, 
London

Learn about the strategic issues around services charges with 
a fresh look at the types of services, business processes and 
business plans. The conference will include a look at recent 
changes in the regulatory and political environment around value 
for money, risk management and major changes in housing 
benefit and other welfare reforms. 

5 REASONS TO ATTEND
1. Attend specialist sessions covering both leasehold and tenant 

issues around service charges

2. Discover how to provide value for money by delivering the most 
effective service for tenants, residents and customers

3. Share best practice in consultation, communication, collection, 
standards and engagement

4. Understand how to deal with housing benefit changes and 
Universal Credit

5. Learn how to manage third party agents effectively 

Placing affordability and value for money at the 
heart of your service charge strategy 

•	Striking the balance between maximising service 
charge income and delivering affordability and value 
for money for your tenants and leaseholders

•	 Implementing new strategies to keep procurement 
costs down 

•	Understanding the impact of welfare reform
•	Communicating value for money to your customers 

even when using managing agents
Lynda Hance, Associate, HouseMark
Jane Harrison, Deputy Finance Director, 
Paradigm Housing GroupSP
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09:45

Improving your relationship with third party 
managing agents 

•	Getting managing agents to understand service 
charge apportionment 

•	Building sufficient trust to ensure transparency when 
dealing with residents

•	How to offer great customer service through third 
party managing agents

•	Ensuring your managing agent is up to speed with 
legislative change 

Michelle Banks, Chief Executive, Association of Residential 
Managing Agents (ARMA)

B1

BREAKOUT SESSIONS10:30 

Overcoming the challenges of fixed and variable 
systems for charging for services

•	Understanding current definitions of fixed and 
variable service charges

•	How to appear reasonable with variable 
 service charges
•	Moving smoothly from fixed to variable and vice versa 
•	Evaluating how variable service charges will interface 

with the benefits system in the longer term 
Matthew Saye, Assistant Director, One Housing Group 

B2

Chair’s welcome and opening remarks
Steve Michaux, Group Director of Leasehold Services, 
A2 Dominion

09:30 

Refreshments and networking11:15  

Book your place at housing.org.uk/events  call 020 7067 1066  email events@housing.org.uk

EXHIBITING AND SPONSORSHIP OPPORTUNITIES
Exhibiting or sponsorship at this event offers the perfect 
opportunity to influence and engage with decision-makers 
from housing associations in the most effective way possible, 
face-to-face. 

For information please contact Foremarke Exhibitions on 
020 8877 8899 or julian.hurst@foremarke.uk.com

Registration, refreshments and networking08:00 

OPTIONAL INTRODUCTORY WORKSHOP08:30

Calculating and apportioning service charges in an 
accurate and transparent manner
•	Assessing the technical support and advice available
•	Establishing best practices of identifying and 

calculating service charge costs for your 
 property portfolio
•	Projecting future service charge costs earlier to 

minimise disruption to your organisation
Adrian Waite, Managing Director, AWICS 
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FORTHCOMING EVENTS
SORP Roadshows Sept – Oct 2014
Understand the key changes being introduced by FRS 102 
and get practical advice on how to apply the new framework 
in your organisation.  

Taking place in London, York, Exeter, Birmingham and 
Manchester throughout September and October 2014. 

To register your interest email marketing@housing.org.uk

Include a publicity leaflet in our delegate packs for £330 + VAT 
email marketing@housing.org.uk. 



Follow us on Twitter @natfedevents
Join in the conversation #NHFLHSC

Find us on Facebook 
National Housing Federation

Integrating depreciation costs into your service 
charge strategy

•	Understanding of the costs of depreciation within 
rental and leasehold properties

•	Assessing if depreciation costs will be covered by 
housing benefit as the market develops

•	Explaining depreciation charges to residents in a fair 
and transparent manner

•	Assess the best ways of managing reserve funds 
•	Depreciation verses sinking funds
Dawn Thomas, Leasehold Services Manager, Plus Dane 
Housing Group (invited)

B3

Reviewing service charge technology – maximising 
efficiencies and return on investment 

•	Compare and contrast different technologies for 
managing service charges 

•	 Is your software flexible enough to cater for the 
impact of welfare reform?

•	Future-proofing your systems to cater for 
developments in the marketplace

•	How can you work together with technology providers 
to improve future service charge management? 

Jacqui Stoggall, Director of Consultancy, Sovereign Business 
Integration (invited)

B4

Refocusing your service charges strategy around 
Universal Credit

•	Evaluate the impact of Universal Credit on service 
charge eligibility and collectability and how to 
manage this

•	How to effectively communicate Universal Credit 
implications to your customers in both rented and 
leasehold properties

•	Highlighting the key pitfalls of Universal Credit to 
avoid costly mistakes  

Sue Ramsden, Policy Leader, National Housing Federation
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Building a transparency strategy suitable for both 
rental and leasehold properties 

•	How to achieve service charge transparency to 
maximise trust with your customers

•	Maintaining transparent communication while 
providing the maximum amount of information to 
tenants and leaseholders 

•	Understanding the importance of transparency when 
your service charges are challenged 

Cecilia Brodigan, Managing Director, 
Leasehold Consultancy Services 
Ben Haynes, Finance Officer, Service Charges, Longhurst 
Group (invited)

B5

BREAKOUT SESSIONS11:45  

Networking lunch12:30 

BREAKOUT SESSIONS14:15  

Legal update – understanding how you should 
respond to the latest legislative developments

•	Responding to section 20 consultation and section 11 
•	New EU law regarding procurement of services
•	 The Implications of the Phillips and Francis LVT decision
•	Update on the Daejan v Benson case 
•	Understanding the implications of billing 

leaseholders for works in light of the Wolker case 
Nicholas Kissen, Senior Legal Adviser, The Leasehold 
Advisory Service
Bill Bullivant, Consultant, Commercial Property, 
Clarke Willmott 

B6

Refreshments and networking15:00  

Placing excellent customer service at the heart of 
your service charges strategy

•	Building a strategy that puts excellence at the heart 
of every service charge communication

•	Assessing how third party managing agents fit into 
your customer service strategy

•	Avoiding key pitfalls
•	Understanding the best ways to measure 
 customer satisfaction
Paula Goodacre, Finance Manager, Housing, Places for People 
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BREAKOUT SESSIONS15:30 

Minimising service charges to drive affordability for 
your customers

•	Understanding which chargeable services are valued 
 by customers
•	Minimising the costs of utilities when overall prices 

are sharply rising
•	Putting measures in place in the development stage 

to ensure lower cost services
Adrian Waite, Managing Director, AWICS
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16:15 What does an effective service charge communications 
strategy look like?

•	What are the most effective approaches of 
communicating your service charge initiatives to 
tenants and leaseholders?

•	How can we make changes to the welfare system 
more understandable, accessible and digestible for 
tenants and leaseholders?

•	What type of communications do tenants and 
leaseholders value the most?

Richard Towes, Founder and Director, Leasehold Training & 
Consultancy Services
Jeff Platt, Chief Executive, Institute of Residential Property 
Management (IRPM)
Julie Vickers, Director of Business Support, New Charter 
Housing Trust (invited)

Conference close17:15  

Chair’s summary and closing remarks17:00  

Book your place at housing.org.uk/events  call 020 7067 1066  email events@housing.org.uk



I understand that payment must be made at the time of booking.
 I enclose a cheque payable to the National Housing Federation
 I have paid by BACS and attach the remittance advice (Please quote SC0914 on all BACS transmissions)
National Housing Federation bank account details are: LloydsTSB, Kings Cross Branch, 344 Grays Inn Road, London, WC1X 8BX 
Federation Sort Code: 30-94-73 Account No. 00113238

 Please debit my debit/credit card: Visa / Mastercard / Maestro /Solo / Electron (We do not accept Diners Card or AMEX)

BOOKING FORM
Leaseholder and Tenant Service Charges 
Conference 2014
Wednesday 3 September 2014
America Square Conference Centre, London

Priority Code: SC0914WEB

DISCLAIMER: This programme is correct at the time of going to press. In the event of one or more of the advertised speakers being unable to attend, for reasons beyond the control of the conference 
organisers, we reserve the right to make alterations or substitutions to the programme as deemed fit. All timings are provisional and may be subject to change. Views expressed by speakers are their 
own. The National Housing Federation disclaims any liability for advice given or views expressed by any speaker at the event or in notes or documentation provided for the delegates. 

ALL CANCELLATIONS MUST BE MADE IN WRITING. Cancellations will be charged a £55 administration fee. The full fee is payable for any 
cancellations received after 19 August 2014. 

1st Delegate

Delegate name Job title

Mobile no. Organisation

Address

Delegate email (MUST BE SUPPLIED)

Tel

Contact email (if different) Contact name (if different)

Other requirements (eg wheelchair access)Dietary requirements 

Security 
code

Start
Date

Expiry
Date

Issue no.
(debit cards only)

Name 
on card

Signature Date

(last 3 digits on back of card)

2nd Delegate

Delegate name Job title

Mobile no.

Other requirements (eg wheelchair access)Dietary requirements

Email

3rd Delegate

Delegate name Job title

Mobile no.

Other requirements (eg wheelchair access)Dietary requirements

Email

Tel

*Delegates can only attend ONE session at any time. Sessions are subject to availability at the time of booking.

Members £275
Associate members £315
Non-members £345

Where did you hear about the conference? 
 Direct mail      Email      Web      Telephone      Employer        Inside Housing       24housing      Federation external affairs manager      
 Other           

4 ways to book

www.housing.org.uk/events

+44 (0)20 7067 1066

events@housing.org.uk 

Business Sales and Support Team, 
National Housing Federation, Lion Court, 
25 Procter Street, London, WC1V 6NY

DATA PROTECTION: The National Housing Federation gathers personal data in accordance with the Data Protection Act 1998. This information may be forwarded to third parties to be used for marketing 
purposes or for mailing information about goods and services that may be of interest. 

 Please tick the box if you do not wish to receive information about existing and future policy work, briefings, products and services provided by the National Housing Federation.
 Please tick the box if you do not wish to have your details passed to third party organisations.

Session choices*
08:30-09:00 10:30-11:15 11:45-12:40 14:15-15:00 15:30-16:15

1st Delegate Workshop B1 B2 B3 B4 B5 B6 B7 B8
2nd Delegate Workshop B1 B2 B3 B4 B5 B6 B7 B8
3rdDelegate Workshop B1 B2 B3 B4 B5 B6 B7 B8


