Major works
and how they affect you
The Leaseholders’ guide to consultation

The Leaseholders’ guide to major works consultation

Introduction
CityWest Homes is committed to
involving you in the planning and delivery
of major works to your property.
Our major works programme is delivered
by our better homes team. It is a key
objective for us to keep Westminster
City Council’s properties in good
condition so that they retain their value.
We are responsible for carrying out the
Council’s freeholder responsibilities
to maintain the common parts and
fabric of the building, which includes
some elements inside your home
such as window frames and
building services.

The five key steps
to the major works process:

1. Deciding what
works are carried
out and when
2. Consulting with
residents, including
statutory lessee
consultation
3. Carrying out
the works
4. When the works
have finished
5. Major works bills and
payment options

Information on benefits for leaseholders
can be found on page 12 of this booklet.
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STEP 1:
Deciding what works are carried
out and when
In order to produce a five year major
works programme, we regularly carry out
stock condition surveys to determine the
works necessary to keep Westminster City
Council’s properties in good condition.
We also look at aspects of the property
which have needed frequent attention
in the past, such as the number of lift
breakdowns and repairs to roofs and
windows.
Through our regular estate inspections
with resident representatives we also
obtain local knowledge of maintenance
issues that may need to be included in our
programme of work.
All of this information helps us to prioritise
and programme the work on our estates.
The programme usually covers a period of
two to five years and is formally approved
by Westminster City Council.
The agreed programme is published
on the CityWest Homes website and is
available at each estate office. We update
residents on how they can find out more
about forthcoming works programmes
through our local newsletters. If there
are works planned for your area, we will
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provide you with opportunities to discuss
the works and what they will mean to you.
Depending on the type of work planned,
we may need to undertake a full survey
of your block or estate to help us plan the
work in detail. At this stage we may write
to you to arrange access to your home to
determine the extent of the work needed
and to help us plan how best to carry it
out. These more detailed surveys also help
us to decide whether to repair or replace
certain elements of the building. When the
surveys are finished we will inform you of
the results and seek your views, along with
those of everyone who is affected by the
scheme, before deciding on the scope of
the scheme.
We will then draft a specification of the
work needed, which will be available for
you to review.
We have a duty to maintain the Council’s
properties to a high standard and to
get good value when spending both
leaseholders and public money.
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STEP 2:
Consulting with residents, including
statutory lessee consultation
When the works have been specified, we
will write to you explaining how you can
find out more about our plans. We will
also invite you to a drop in session to give
you the opportunity to discuss the works
with our surveyors.
At this time we will also issue you with
the first formal consultation notice required
under section 20 of the Landlord & Tenant
Act 1985, as amended by section 151
of the Commonhold and Leasehold
Reform Act 2002.
This formal consultation notice is served
where we are proposing to carry out
works that we estimate will cost more
than £250 per lessee. The consultation
requirements differ depending on the
overall value of the works and the length
of the contract.

Most of our major works programmes
are carried out under individual contracts
of less than 12 months. If the cost of the
works means that any individual lessee
in your block will have to pay more than
£250, you will receive a formal notice
giving the following details:
• A description of the works (or the
address and opening hours of a place
at which a description of the proposed
works may be inspected)
• The reasons for considering it
necessary to carry out the works
• An invitation to nominate a person
from whom we should try to obtain
an estimate
• The name and address where any
written comments about the works
may be sent
• The date by which any comments
must be received
You will have 30 days from the date of
the notice to give your comments and
observations on the proposed works. It is
very important that you give your views at
this stage as it helps us to fine-tune the
final specification before contractors are
invited to tender for the works.
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The next stage is to invite a number of
carefully selected contractors to bid for
the works.
The bids, or tenders, will be assessed on
cost and quality to make sure that we get
‘value for money’. We will invite you to be
involved in the evaluation of tenders for
work to your block. This is not part of the
statutory process but is an important part
of our process.
When the tenders have been returned,
you will receive the second formal notice
known as the Notice of Landlord’s
Proposals. This notice sets out the details
of the contractors who have submitted

tenders, their costs for the works and the
name of the company we recommend
awarding the contract to. Again,
you will have 30 days in which to
make any observations.
We will report our recommendations
for award of contract to Westminster
City Council. This includes any lessee
observations in the report so that the
Council can take them into account when
making their decision.
We will then award the contract. If we
award the contract to a company that did
not submit the lowest tender we will write
to you again to let you know.
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STEP 3:

STEP 4:

Carrying out
the works

When the works
have finished

Shortly before works start we shall write
to you to provide information about the
upcoming works and invite you to meet
the contractor. We will advise you in
advance if scaffolding is going up and to
remind you to advise your home contents
insurance company.
The information will contain a summary
of the work that we intend to do and
approximately how long it will take.
We will also let you know what
inconvenience the work may cause you,
so that you can prepare for it.

As the works progress we will send you
updates on a regular basis. If your estate
has a residents’ association or residents’
panel we will keep in regular contact with
them. We will also provide regular reports
to your area management committee
(made up of residents from your area) on
progress of the work.
If you experience any problems throughout
the work, please let your resident relations
team member know.

When the works finish we will write to
you and ask you if there are any issues
that need to be resolved. You will also be
asked to complete a satisfaction survey.
We hold back part of the contract
payment for a period of time to make
sure that any incomplete or faulty work
is sorted out. This period is called the
‘defects period’.
Depending on the nature of the work, we
may need to inspect your home to check
the quality of the work.

Please take the time to tell us if you are
not completely satisfied with the work.
It is important that you return the survey
form as it helps us to learn from any issues
and to remedy any problems before the
contractor leaves site.
Approximately one year after the works are
complete we will contact you to carry out
a defects inspection. We will try to inspect
all homes to check that all of the work has
been done.

We will include details of the key people
that you can contact if you have any
questions or concerns at any time
during the work.
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STEP 5:
Major works bills and payment options
We know that most lessees will want to
budget for the cost of major works. We
will try to help you to do this by giving you
as much notice as possible of proposed
works and by providing a range of
payment options.
You will be billed for major works in
the following ways:
• We will send out an estimated bill six
to eight weeks after the works have
started. This will give you a more
accurate estimate of the amount you
need to pay. The bill will take into
account any individual deductions you
are entitled to.
• We will send your final bill once we have
paid the contractor’s final invoice. You
will have 21 days to pay the bill. If you
need help to pay the bill within 21 days
we can provide you with advice on any
financial assistance which you may be
eligible for.
We offer a number of ways to help you
pay for work. If we send you an estimated
bill for more than £200 you can choose
to pay in instalments. There are a number
of instalment options, depending on how
much you need to pay:

£200—£2,000
If the bill is under £2,000 you can
spread your payments over a year in
equal monthly payments. No interest or
administration fees will be payable.

£2,000—£5,000
If you receive a bill for more than £2,000
you can spread payments over two years
in equal monthly payments. No interest or
administration fees will be payable.

£5,000 and above:
If your bill is for more than £5,000 you
may be able to spread payments over five
years. To be eligible, your property must
be your main home and you will not own
any other property.
In years one and two, no interest will be
charged. In years three, four and five,
interest will be charged at one per cent
above the Bank of England base rate. An
administration fee of £120 will be payable
at the beginning of the scheme. Please
note that this administration fee may be
reviewed and subject to change in the
next five years.
For charges over £10,000 you can
contact the Lessee Services Team
for advice.

Information on benefits for leaseholders can be found on page 12 of this booklet.
10

11

As one of our leaseholders
you benefit by:
• Not paying VAT on major works charges
• A range of payment options for major
works including interest-free instalments
• Lots of opportunities to engage in
informal consultation on all issues
affecting you, not just formal section 20
consultation on major works

• Support from a highly accredited,
dedicated leaseholder team
• A key lessee scheme with opportunities
for involvement in service charges
• Having a landlord that is interested in
its residents, the community and in
providing high quality services

• Not being charged for community
functions and activities such as estate
events, hall activities and residents’
association support

You are also safe in the knowledge that
you have a stable and financially secure
landlord who is open, transparent and
committed to delivering a great service.

• Ground rent fixed at £10 p.a.
(for 99.3% of all lessees) and not linked
to property value

For further information, please contact:

• Some estate works are funded through
community funding, which you don’t
have to contribute to
• A formal complaints process and
access to an Independent Housing
Ombudsman
• Paying service charges over six months
by a range of means

CityWest Homes Limited
21 Grosvenor Place
London SW1X 7EA
Telephone: Resident relations team on
020 7245 2900 or leaseholder services
on 020 7245 2106.
Email: lesseemajor@cwh.org.uk
Website: www.cwh.org.uk

