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SHAPING A
CUSTOMER-CENTRIC
SERVICE CHARGES PROCESS
Deliver value for your organisation and make a real difference in
the communities you serve. The annual Leaseholder and Tenant
Service Charges Conference is an open forum welcoming both new
and experienced service charges professionals. This is the only
event that covers all the topics that matter to your team, including
essential updates on leasehold reform and case law.

SAVE

£100
BOOK BY
12 JULY

UNDERSTAND THE
BIGGER PICTURE

VITAL INFORMATION
AND RESOURCES

PRACTICAL
SOLUTIONS

How can you prepare for
the political, economic
and legal changes that lie
ahead?

Updates from The Law
Commission, Ministry of
Housing, Communities and
Local Government, and the
All-Party Parliamentary
Group for leasehold reform.

We’ll discuss managing
new fire safety costs,
interfacing new service
charge software and the
use of Qualifying Long
Term Agreements.

A well-organised, informative and
inclusive event, with experienced
and knowledgeable speakers.
Golding Homes, 2018

BOOK YOUR PLACE TODAY • CALL 020 7067 1066

@NATFEDEVENTS #SERVICECHARGES19

AGENDA

We’ll equip you with practical takeaways and a strong understanding of the
changes on the horizon to help you improve the way services are charged.
Join our peer-to-peer roundtables to share your ideas around those challenges
where there is not yet a set benchmark.

Event Chair: Dawn Growcott, Leasehold Management Officer, Liverpool Mutual Homes
Dawn will set out key sector priorities and challenge our expert line-up across the day.
09:00

Registration, networking and refreshments

10:00

Chair’s welcome and opening remarks

10:10

Panel debate
Reality check: preparing for political, economic and legal changes

Join the debate on how service charges practitioners can prepare for the challenges ahead.
• Assessing the current climate and predicting possible consequences of government actions.
• Opportunities and threats from the market place: how could these shape your service
		 charge strategy?
Jim Fitzpatrick MP, Co-Chair, All-Party Parliamentary Group on Leasehold Reform
John Bryant, Policy Leader, National Housing Federation
10:50

Keynote
The annual service charge case law update
What do the most recent legal changes mean for your organisation?
Ranjit Bhose, Barrister, Cornerstone Barristers

11:30

Networking and refreshment break

The National Housing Federation is the voice of housing associations in England. Our vision is
a country where everyone can live in a good quality home they can afford. Our members provide
two and a half million homes for six million people. And each year they invest in a diverse range
of neighbourhood projects that help create strong, vibrant communities.

BOOK YOUR PLACE TODAY • CALL 020 7067 1066

12:00

Breakout sessions

				

B3

B4

2019 sector update
The implementation of
leasehold reform
Officials from the Ministry
of Housing, Communities
and Local Government
(MHCLG) and the Law
Commission share their
visions on leasehold and
commonhold reform.
Discover MHCLG’s
findings on the leasehold
abuses consultation.

Case study
Unadopted areas in new
developments
Streetlights, public
spaces, roads and estate
management are all
essentials for tenants
and leaseholders.
This session will focus
on managing service
charges when the local
authority doesn’t adopt a
new development.

Peer-to-peer discussion
Pros and cons of using
Qualifying Long Term
Agreements (QLTAs)
This discussion looks at
the benefits of using
QLTAs, alongside the
issues from the
leaseholder perspective.
Join the discussion on
what information and
consultation a landlord
should provide.

Christine Land, Lawyer,
Law Commission
Representative from
The Ministry of Housing,
Communities and Local
Government

Kevin Dunleavy,
Head of Homeowner
Services, The Guinness
Partnership
Chair: Kirsty Skinner,
Leasehold and Service
Charge Manager,
Coastline Housing

Scott Jeffreys,
Leasehold Officer,
Irwell Valley Homes
Martin Boyd, Chair,
Leasehold Knowledge
Partnership
Chair: Hazel Makinson,
Head of Rents and
Services Charges, The
Guinness Partnership

B1

Panel debate
Fixed vs variable
agreements for tenant
service charges
Gain a comprehensive
understanding of both
agreements, and get
your questions answered
by leading practitioners.
Matthew Saye, former
Group Director of
Customer Services,
One Housing
Chair: John Bryant,
Policy Leader, National
Housing Federation

12:50

Networking lunch		

13:50

Breakout sessions
B5

Joint presentation
The Government’s new
oversight regime for
supported housing
Tenants in supported and
sheltered housing can
claim Housing Benefit to
cover rents and service
charges, but the
Government still plans
changes to improve the
oversight of spending in
this area. Find out what
this means for services.
Darrell Smith, Senior
Policy Advisor, Supported
Housing Programme,
Ministry of Housing,
Communities and
Local Government
Anne Taylor, Chief
Executive Officer,
Thorngate Churcher
Trust

New
stream

		

B2

B6

B7

B8

Ask the expert
The procedural and
technical issues of
Section 20
• Practical issues
and complications
that can emerge in
implementing major
works.
• Ensuring you are
working within the
legal requirements,
learning from the
latest case law.
• Identifying procedural
failings, which can
lead to losses for your
organisation, and how
to avoid them.

Case study
Designing out service
charges in new
developments
• Having the right
people on the design
panel.
• Ensuring legacy isues
are recognised.
• Overcoming
challenges of a
mixed tenure
development.

Peer-to-peer discussion
Alexa… how do I
successfully interface
my new service charge
system?
How to implement new
service charge
software so it interfaces
successfully alongside
your current asset
management, housing
and finance systems.
Bring your knowledge to
this roundtable discussion
and learn from
shared experiences.

Steve Michaux, Director
of Residential Services,
A2Dominion Group
Chair: John Bryant,
Policy Leader, National
Housing Federation

Philip Rainy, Barrister,
Tanfield Chambers

BOOK YOUR PLACE TODAY • HOUSING.ORG.UK/SERVICECHARGES

BOOK FOUR OR MORE PLACES
AND GET £150 OFF YOUR BOOKING
14:40

Networking and refreshments		

15:10

Breakout sessions
B9

B10

B11

B12

In conversation with
New developments and
impacts in context of
sheltered housing
• Service charge setting
in new developments.
• Wellbeing and
communal areas.
• Services to meet a
mixed community
of need.
• Building safety and
the challenges ahead.

Ask the expert
Calculating and
collecting sinking funds,
reserve funds and
depreciation costs
Learn how to make
accurate asset
replacement cost
calculations whilst
meeting end users’
expectations, dealing
with management
agencies and Universal
Credit eligibility.

Panel debate
Fair apportioning of
procurement costs
• How do you split the
costs of maintenance
contracts, third party
management fees
and utilities fairly
among residents?
• How to present
charges in a way that
is transparent and
demonstrates value
for money for tenants
and leaseholders?

Peer-to-peer discussion
Service charges and fire
safety works
Join the discussion on
apportioning and
charging for fire safety
improvements. Leave
with practical ideas to
implement, as we get
closer to a sector best
practice.

Debbie Matusevicius,
Leasehold Consultant,
Anchor Hanover Group
Chair: Sue Ramsden,
Policy Leader, National
Housing Federation

16:00

Stephen Craig,Rents and
Service Charge Manager,
Curo Group
Chair: Pascale Mézac,
Consultant, Plan2moro

Helen Beckett, Service
Charge and Leasehold
Specialist, Equity
Housing
Kevin Dobson, Resident
Charges Accountant,
Housing and Care 21
Chair: Annmarie
Roberts, Service
Charges and Rent
Manager, One Housing

Ben Robinson, Partner
(Real estate litigation),
Penningtons Manches
LLP
Chair: Amy Simmons,
Head of Policy, National
Housing Federation

Panel debate
Working with tenants and leaseholders on service charges – time for a new 		
approach?
The Social Housing Green Paper and the National Housing Federation’s Together with Tenants points
to the need for housing associations to reconsider how they involve tenants. Join the discussion on 		
what that looks like for tenants and leaseholders when it comes to service charges.
Peter Hodgkin, Resident Charges Manager, Housing and Care 21

16:40

Chair’s closing remarks

SPONSORSHIP OPPORTUNITIES
To discuss sponsorship opportunities, please contact James Moscicki, Account Director on
0207 067 1055 or james.moscicki@housing.org.uk

BOOK YOUR PLACE TODAY • CALL 020 7067 1066

BOOKING FORM

Service Charges Conference 2019

Priority code: SC19DM

BOOK FOUR OR MORE PLACES
AND GET £150 OFF YOUR BOOKING
1ST DELEGATE
Delegate name

Job title

Delegate email

Organisation

Mobile no.

Contact name

Tel no.

Contact email

Address

Twitter / @

Breakout session

B1

B2

B3

B4

B5

B6

B7

B8

2ND DELEGATE
Delegate name

Job title

Delegate email

Dietary/other requirements

Mobile no.

Twitter / @

Breakout session

B1

B2

B3

B4

B5

B6

B7

B8

3RD DELEGATE
Delegate name

Job title

Delegate email

Dietary/other requirements

Mobile no.

Twitter / @

Breakout session
4TH DELEGATE
Delegate name
Delegate email
Mobile no.

B1

B2

B3

B4

B5

£150 OFF

Breakout session

B1

B2

B3

B4

B6

B7

B8

B9

B10

B11

B12

B9

B10

B11

B12

B9

B10

B11

B12

B9

B10

B11

B12

Job title
Dietary/other requirements
Twitter / @

B5

B6

B7

B8

WHERE DID YOU HEAR ABOUT THE CONFERENCE?
Letter/leaflet

Twitter

Email

Phone call

Search engine

External Affairs Manager

Employer/colleague

Other (specify)

DELEGATE FEES no vat payable
The conference fee includes attendance at all sessions, refreshments and lunch on the day.
Member
Not for profit/Public sector
Early bird (until 12 July) £365
Early bird (until 12 July) £415
Standard
£465
Standard
£515

Private sector
Early bird (until 12 July)
Standard

£535
£635

PAYMENT
Total payment £
Pay by Invoice (you must include a Purchase Order number or reference here: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _)
Paid by BACS with remittance advice attached. (Quote CM0319 on all BACS transmissions). National Housing Federation bank account details are: Lloyds
Plc, Kings Cross Branch, 344 Grays Inn Road, London, WC1X 8BX. Sort Code: 30-94-73 | Account No. 00113238.
Pay by debit/credit card please (we will contact you to take payment). We do not accept Diners Card or AMEX.
Cheque enclosed payable to the National Housing Federation.
ALL CANCELLATIONS MUST BE MADE IN WRITING.
Cancellations will be charged a £100 cancellation fee per person. The full fee is payable for any cancellations received after 16 August 2019.
GDPR PRIVACY NOTICE
The National Housing Federation is committed to protecting your personal data and will process the personal data you provide to us subject to the provisions of the Data Protection Act 1998
and the EU. General Data Projection Regulation (GDPR) and any subsequent national legislation (i.e. Data Protection Bill 2018) our full privacy notice can be found online www.housing.org.
uk/event privacy
Please tick the box if you wish to receive information about existing and future products and services provided by the National Housing Federation.
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.
Please note that filming and photography may be taking place at this event for promotional purposes. If you would prefer not to be captured please let the conference staff know on the
day.

Customer Service Team, National Housing Federation, Lion Court
25 Procter Street, London, WC1V 6NY
housing.org.uk/servicecharges

events@housing.org.uk

SAVE £100
020 7067 1066

Book by 12 July

HouseMark is one of the UK housing sector’s largest membership organisations, providing solutions and opportunities to drive performance improvements. www.housemark.co.uk

Dietary/other requirements

