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What would you like to read in TLC? 
This magazine is all about tenants, leaseholders 
and the housing services you’re at the heart of. 

If you have an idea for a story or want to let us 
know your views on the magazine, we’d love 
to hear from you! 

Send your 
comments to 

communications@ 
norwich.gov.uk  

If you would like this information in another language 
or format such as large print, CD or Braille please visit 
www.norwich.gov.uk/Intran or call 0344 980 3333. 

Follow us @NorwichCC Norwich City Council Norwich City Council 

www.norwich.gov.uk/Intran
mailto:communications@norwich.gov.uk


 

 

 

 

 

 

 

 

 
 

 

 

 
   

 

 

Introduction from  
Cllr Beth Jones 
Welcome to the spring issue of TLC magazine 

Deputy leader and cabinet member for housing and community safety 

Happy New Year to all our 
tenants and leaseholders. 
In this spring 2024 edition of 
the Tenants and Leaseholders 
Magazine (TLC) we’ve got 
lots of important news, some 
exciting announcements and 
plenty of information which 
I hope you will fnd useful. 

As both the cabinet member 
for housing and community 
safety and a nurse I am 
committed to making a 
difference to peoples’ lives 
by promoting independent 
living and building safe, 
healthy and sustainable 
communities. These are core 
priorities for this administration. 

I’d like to thank all those who 
have contributed to this issue 
especially those from our 

Tenant Involvement Panel 
(TIP) who have told us about 
some of the topics which 
are important to them. We 
have included some articles 
addressing these issues which 
we hope you fnd useful. 

I am pleased to congratulate 
Chris Hancock on his recent 
appointment as director of 
housing and communities. 
Chris has a wealth of 
experience in housing having 
worked across a variety of 
management and offcer roles 
at Norwich City Council over 
the last 20 years and has 
shown a real commitment 
to the residents of our city. 

In November 2023 Chris was 
awarded The Community Hero 
award at the YMCA Norfolk 

Awards. Chris was recognised 
as someone who had made a 
considerable difference to the 
lives of young people across 
Norfolk. Commenting on the 
award a YMCA spokesperson 
said: “We are extremely grateful 
to our winner, Chris Hancock, 
who’s been responsible for 
several strategic developments 
in supported housing across 
the City including our own 
provision at Norwich Central, 
My Place and the various 
shared housing units we have. 

“He also steered the 
introduction of Pathways, 
a partnership involving a 
range of agencies, including 
the YMCA, in tackling the 
issues faced by those with 
complex needs who fnd 
themselves rough sleeping”. 
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Chris Hancock (back row 5th from the left) with all the winners at the Norfolk YMCA Awards 
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Fulflling our responsibilities 
In a previous edition of TLC, we  
informed you about the Social  
Housing Regulation Bill’s progress  
through Parliament, aimed  
at implementing the reforms 
outlined in the Social Housing 
White Paper and addressing 
concerns raised after the 
Grenfell Tower tragedy in 2017. 

In July 2023, the Bill received  
Royal Assent, offcially becoming  
law. The new Social Housing  
Regulation Act is set to take effect
from April 2024, marking it the  
most signifcant change to social  
housing regulation in a decade.   
This change directly impacts  
councils such as Norwich City  
Council, responsible for owning  
and managing social housing. 

 

The key focus of the new 
regulation is to empower the 
Regulator of Social Housing 
(RSH) in enforcing standards 
that safeguard tenants and 
drive enhancements in landlord 
services. Expectations for social 
housing providers like us will 
increase, adopting a stricter 
regulatory approach akin to 
‘Ofsted’ style inspections. 

This development is positive  
news for our tenants, 
ensuring the provision of  
safe, high-quality homes and 
services. Tenants will also gain  
a stronger voice in infuencing 
decisions that affect them. 

Under the new regulation, 
there are additional 
requirements for us, such as: 

• Ensuring key of fcers possess 
relevant professional 
qualifcations. 

• An obligation to disclose the  
names of senior executives 
accountable for meeting the 
new standards, particularly  
in Health and Safety matters. 

•   We will be required to collect  
and publish information  
on standardised Tenant 
Satisfaction Measures (TSM)   
to enable scrutiny of our 
performance and facilitate 
comparisons with other 
housing providers. 

Our current performance 
statistics can be found in the 
‘How are we doing?’ section. 

Tenant Satisfaction 
Measures 
To independently conduct the 
TSM survey, we have enlisted 
the services of Viewpoint, and 
extend our gratitude to the  
750 tenants who have already 
participated in the survey.  
We also encourage any tenant  
contacted by Viewpoint to 
share their feedback. 

Complaints 
Starting from April 2024, 
the Housing Ombudsman has 
been granted new powers to 
enforce a complaint handling 
code applicable to all housing 
providers. This ensures a timely 
and effcient response to 
complaints, demonstrating 
our commitment to learning 
and addressing concerns. 

If you have lodged a complaint 
with us that remains unresolved 
through our internal process, 
please contact the Housing 
Ombudsman for further 
investigation. More information 
about the Housing Ombudsman 
Service can be found at www. 
housing-ombudsman.org.uk 



Tenant involvement panel:  
What it does and why it’s important 
The tenant involvement panel 
(TIP) meets every six weeks  
at City Hall where housing 
policy and fnance issues are 
reviewed, and housing service 
performance is scrutinised. TIP 
members gain an understanding  
of housing departments and 
can question council offcers 
about their function and the 
problems they encounter  
when performing their duties. 

These activities are vital to  
ensuring that tenants understand  
what their housing departments  
do and have an infuence over 
their work. Housing in Norwich  
will get better when there  
is a partnership between the 

council and the tenants –  
with a shared vision  
to constantly improve  
everyone’s living conditions. 

An important area of scrutiny   
is the annual rent increase 
discussions with the senior 
management and the fnance 
department. Detailed analysis 
for all the contributing factors 
to the increase are studied 
along with how the income  
will be utilised. 

TIP members can also be  
involved in consultations   
about important changes   
to services or to infuence the  
future direction of the council. 

One member of the TIP  
is a representative on the 
Association of Retained  
Council Housing (ARCH) 
tenants’ group. The tenant 
representative attends quarterly  
meetings to discuss topics of 
interest to all council tenants 
throughout England and   
then reports back to the TIP. 
Further information about 
ARCH can be found at  
www.arch-housing.org.uk 

The tenant involvement   
panel is always looking   
to gain new members   
and particularly welcomes 
applications from members  
of minority groups so please 
email involvement@norwich.  
gov.uk to fnd out more. 

Training will be provided to 
ensure that members will have 
the skills required to make the 
most of the panel activities. 

TIP members who attended the ARCH conference that was held in 
Stevenage in September included Peter Warren-Ward and Cym Cant. 

SCAN 
ME 

www.norwich.gov.uk/TIP 

QR Codes 
We’ve received a great deal   
of feedback from readers   
that they were keen for us   
to move forward with making  
TLC more interactive and  
downloadable, so in this  
edition we are trialling the   

use of several QR codes for  
readers with smart phones.   

We are keen to receive any  
feedback on this. Please   
email communications@ 
norwich.gov.uk 
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Housing regulator gives 
all-clear on safety checks 
A two-year programme  
of work to address safety 
checks across hundreds of  
city council properties has now  
been successfully completed. 

In December 2023, the 
Regulator of Social Housing 
confrmed that the issues 
which saw them work closely 
with the council on overdue 
and follow-up safety checks 
across some council properties,  
have all now been resolved. 

In a press release councillor 
Beth Jones, deputy leader and  

cabinet member for housing  
said: “The regulator’s action   
to lift the notice marks a 
signifcant milestone in  
our comprehensive work 
programme. It shows we  
have been able to evidence 
that we are completely up to  
date with all the necessary 
safety checks. 

“Our dedicated team of 
experts have been working 
incredibly hard to address  
the issues. Throughout this 
whole programme, we have 
been honest, open and 

accountable – particularly  
with those who matter the 
most, our residents who live  
in the affected properties. 

“While we are incredibly 
pleased with all we have done  
to get on top of our safety 
checks, we fully acknowledge  
this should never have 
happened in the frst place. 

“We now have a robust  
system of audits, checks and 
maintenance programmes in 
place to help safeguard against  
this ever happening again.” 

Help with the cost of living 
If you are facing diffcult fnancial 
choices at the moment, our 
expert budgeting and money 
advice team can help. They 
offer a range of services from 
getting the most from your 
budget to in-depth debt advice. 

Money advice team 
facts and fgures 

• Last year the team received 552 
referrals with a total annual 
saving of almost £600,000. 

This equates to an average 
increase of +£20.81 per 
household each week. This 
was achieved via increasing 
income, reducing expenditure 
and receiving one off 
awards/grants. 

• We collaborate closely with 
the food bank, the Household 
Support Fund at Norwich City 
Council, and the Client 
Hardship Service at Norfolk 
County Council. Our 
partnership aims to assist in 
various ways, including 

offsetting budgets and 
providing fnancial aid for 
essentials such as food, 
energy, water, and more. 

• Self-help preferred? Check 
whether you might be 
eligible for a grant by using 
a grant directory such as 
www.turn2us.org.uk 
and www.ncab.org.uk/ 
grants-directory 

• Visit www.norwich.gov.uk/ 
moneyadvice for more 
information or email 
BudgetingAndMoneyAdvice 
@norwich.gov.uk directly. 
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Making tenant engagement inclusive 
Norwich City Council will soon  
be introducing ‘Community  
Pages’ on the digital, interactive  
online platform, ‘Get Talking  
Norwich’ to inform, engage,  
and build relationships within  
the Norwich community. 

The pages will be a safe space 
for you, our tenants, to have 
your say about important 
matters, infuence the service 
we provide, get involved in 
discussions with other tenants, 
share your views and opinions, 
make suggestions and give  
us your feedback. 

You will be able to take part  
in surveys, questionnaires,  
polls and estate inspections. 
There will be a facility to 
pinpoint locations on a map  
of your area to indicate where 
improvements can be made, 
what you like in the vicinity 
and anything else you think 
might be of interest to your 
neighbours. You can take  
part in forum discussions  
and collaborate on ideas. 

We will also be sharing useful 
information about clubs and 
groups in your area, local 
events as well as important 
dates for your diary. 

You can also contribute to your  
estates by taking part in regular  
inspections into the quality of  
all aspects of your environment.  
The results of the inspections  
allow us to maintain and  
improve standards in our estate  
management. Helping us with  
estate inspections will improve  
your environment. 

The estate inspections will  
be promoted in your estate 
before they take place. You can  
come along to the guided walk  
around of the area along with 
estate management offcers and  
councillors. If you don’t wish  
to join the walk around you 
can complete a questionnaire 
about the quality of your area  
or you can pin a fag onto a 
virtual map of your area to 
show us ideas for improvement. 

We’d love you to tell us what  
you’d like to see on these pages  
by emailing communications@ 
norwich.gov.uk, tell us how  
we could make them more 
interesting and what would keep  
you coming back! Would you 
like to enter a photography 
competition or perhaps vote for  
your community champion? Or  
is there someone who works 
here at the council who you 
think deserves a thank you? 

These will be YOUR community 
pages and we need your help 
to make them a success! 

Mr and Mrs Paliulis receiving 
the keys to their new home 

New eco-friendly homes for Bowthorpe 
In December the council took 
ownership of 22 new eco-
friendly homes off Saxoncote 
Avenue. The properties mark  
a signifcant step in the city 
council’s commitment to offering  
high-quality, sustainable 
housing for local residents. 

Lion Homes, the council-owned  
housing delivery company  
formerly known as Norwich  
Regeneration Ltd, have worked  

in partnership with the council’s  
in-house Housing Delivery team 
to provide the 76 eco-effcient 
properties on this site. 

The remaining 54 homes are 
scheduled for handover between  
February and September this year. 

www.norwich.gov.uk/Bowthorpe 

SCAN 
ME 

mailto:communications@norwich.gov.uk
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How are we doing? 
We monitor the performance of the housing service by asking residents to 
take part in our TSM satisfaction survey and measuring key performance 
indicators. Here are the latest quarterly results: 

Above or on target 

Target not yet set 

Below target 

of tenants are satisfed with 
the service we provide 

of tenants feel we listen 
and act on their views 

of rent was collected 
(including arrears 
brought forward) 

of tenants feel their 
home is safe and secure 

of households who 
asked for help were 
prevented from 
becoming homeless 

days is the average time it
took to relet empty properties 

Visit www.norwich.gov.uk/ 
HousingPerformance for 

more information. 

65%65% 

of tenants feel we provide them 
with a well maintained home 

65%65%5454% %
94.27%94.27% 

78%78% 

69%69% 

of reviewed homeless 
decisions were overturned 

0%0% 

6161 

Award for INTERACT 
Congratulations to all those who  
work as part of our INTERACT  
team which has received an  
award at the recent Norfolk &  
Waveney Integrated Care System  
Social Prescribing Conference. 

INTERACT is a partnership 
which includes Age UK 
Norwich and Norfolk Citizens 
Advice, a team co-ordinator 
and housing specialist from 
Norwich City Council, an 
integrated care co-ordinator 
from Norfolk County Council 

and a volunteer development 
worker from Voluntary Norfolk. 

They work alongside our Home 
Improvement Team to help 
people with health issues 
improve their housing situation 
and home environment. 

INTERACT’s Social Prescriber from  
Norfolk Citizen’s Advice, Stacey  
Staines (second from the right in  
the photo), was also nominated  
for Norfolk and Waveney Social 
Prescriber of the year. 

The INTERACT team with their 
trophy and certifcate. 
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BE SAFE.
BE TIDY. 

Keeping you safe 
Following an audit of multiple 
occupancy properties, we are  
in the process of introducing  
the following: 

• r evised fre safety signage  
to ensure it is compliant 
(available in a variety 
of languages) 

• a fr e safety leafet for  
all residents (available in  
a variety of languages) 

•  n ew communal area signage  
encouraging people to be 
tidy and safe 

•   a new web page has been 
launched dedicated to improving  
safety in communal areas.  
www.norwich.gov.uk/ 
CommunalAreas 

Tenancy consultation 

FIRE!
KEEP SAFE 

IF A FIRE BREAKS OUT IN ANOTHER PART 

OF THE BUILDING 

• Stay put it is normally safe to do so 

• Listen to all direction provided by the Fire and 

Rescue Service 

• Leave immediately if there is any sign of heat or 

smoke inside your home 

• Leave immediately if you feel unsafe 

IF THERE IS A FIRE IN YOUR HOME 

• Alert as many people as possible, and leave 

immediately, closing all doors behind you 

• GET OUT, STAY OUT, AND CALL 999 

REMEMBER 

• Close all doors in your home at night 

• Plan your escape routes and keep your exits clear 

• Keep communal areas clear 

• Do not smoke within the communal areas 

• Avoid storing or charging devices with lithium batteries 

(mobility scooters, e-bikes, and e-scooters) indoors. 

If indoor charging is necessary, choose a room with a 

closable door. Avoid locations that may obstruct your 

exit, such as hallways or communal areas. 

To view this sign in other languages please

visit www.norwich.gov.uk/FireSafety or 

scan this QR Code with your smart phone. 

Items lef in communal areas can bedangerous. Keep this area clear so youcan escape in an emergency, and avoidtrips, falls, and other risks. Be tidy. Be safe. 

www.norwich.gov.uk/CommunalAreas 

Keep this area clear. 

Between July and September  
2023, we invited our tenants for  
feedback on our revised tenancy  
strategy, policy, and agreement.  
In addition to tenants, we also 
asked for feedback from social 
housing providers and others 
who work with us. 

We were grateful to receive  
more than 500 responses,   
this feedback was used to  
shape the fnal tenancy  
agreement, tenancy strategy  
and tenancy policy which   
was approved by cabinet   
on the 15 November.  

Below you will see some 
extracts from 
comments  
made by  
tenants and  
the responses  
from Norwich  
City Council. 

The city 
council asked Tenant response The city council’s response 

What is 
missing from 
the tenancy 
agreement 
or policy that 
you think 
we should 
include? 

• Storage and 
charging facilities 
for mobility vehicles. 

• We are currently developing a mobility 
vehicle policy which will provide further 
advice and guidance on our approach 
to safe storage and charging of mobility 
vehicles for our tenants and leaseholders. 

• We are currently developing a new anti-
social behaviour policy which will provide 
further advice and guidance on our 
approach to tackling anti-social behaviour. 

• Be clearer on what is 
anti-social behaviour 
and what the Council 
will do about it. 

You can see all the comments, suggestions, and responses by visiting the Norwich City Council 
website and searching for Appendix four in the Cabinet Report from 15 November 2023. 

We will write to all those affected by the revised agreement and policy in the coming weeks. 
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High praise for kitchen makeover 
We were really pleased to 
be tagged on Facebook by 
a tenant who was ‘over the 
moon’ with her new kitchen. 

Describing her experience on 
Facebook Julia said: “Old to new. 

Now to clean my home and 
make food! Thank you Norwich 
City Council, your workers were 
all just brilliant! I love my kitchen.” 

We love to receive positive 
feedback, thanks Julia. 

10 • TLC magazine • Spring 2024 

Recycling 
We can all play our part in  
ensuring that Norwich continues  
to be a great place to live by  
keeping it neat and tidy and  
recycling whenever we can.  

If you still have an unwanted 
Christmas tree hanging   
around from the festive period  
remember you can chop it   
up and put it in your garden 
waste bin (if you subscribe),  
if not you can dispose of real  
trees at recycling centres. 

www.norwich.gov.uk/CleanStreets www.norwich.gov.uk/Fly-Tipping www.norwich.gov.uk/Recycling 

Fly-tipping 
You may not be aware that   
fy-tipping is a criminal offence  
and can be punishable with   
an unlimited fne and up to   
fve years in prison. 

It is everyone’s responsibility  
to report fy-tipping and you 
can do so on our website. 

City Streets targeted  
by clean up teams 
Over 170 streets, cycleways and  
footpaths have been cleared   
of litter, rubbish, fy-tipping   
and overgrown vegetation  
across key residential areas   
in Norwich as part of the   
Love Norwich campaign. 

Teams from Norwich City 
Council and Norwich City 
Services Ltd (NCSL), which 
provides environmental services  
on behalf of the council, have 
been working on a rolling 
programme of neighbourhood 
clean-up visits to remove 
fy-tipped rubbish, litter and 
graffti in public areas, tidy 
grass edging and shrubs,  
clean down pavements  
and sweep hard surfaces. 

SCAN 
ME 

SCAN 
ME 

SCAN 
ME 
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Alleyway clearances 
Since June 2023 and in  
collaboration with Communit
Payback (The Probation  
Service) we have carried  
out 34 alleyway  
clearances.  

y  

We are very pleased 
ith this progress 
nd will continue  
ith this work. 
ext are  
ome before 
nd after 
hotos. 
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Rent increase 
If you are a tenant, you will 
receive your annual rent notice  
at the beginning of March  
explaining what the weekly rent  
for your tenancy will be from  
April 2024 to March 2025.  

Council rents are agreed each  
year following rules set by central  
government and taking into  
account factors such as average  
manual wages, council property  
values and the number of  
bedrooms in your home.  

This year’s 7.7% increase  
represents an average rise of 
£6.91 per week. The increase 
will help cover rises in infation 
and make sure the council can 
continue to: 

• Maintain council homes    
and estates. 

• Pr ovide kitchen, bathroom  
and electrical upgrades. 

• Build mor e council homes.  

Previously we notifed you of the  
rent increase and service charge  
increase in two separate letters.  

This year, we will be 
communicating both your rent 
and service charges within the  
same letter. We will contact  
you directly about your rent  
and anything you need to do  
regarding your payments. If  
you pay by Direct Debit, you  
don’t need to do anything,  
your payments will update  
automatically. If you receive  
Universal Credit, you will need  
to update your journal with  
the increase in rent or you  
won’t receive all the beneft  
you’re entitled to. 

Dealing with rising costs 
Many residents are feeling the  
effects of rising living costs.  
Don’t forget, you can speak  
to an income offcer at any 
time if you have concerns or 
questions about your rent. 

Email them at: HousingIncome  
@norwich.gov.uk  

The city council is committed  
to supporting those hit hardest 
by the cost-of-living crisis. 

Free money and budgeting 
advice is available to all council 
tenants. Visit www.norwich. 
gov.uk/MoneyAdvice for 
more information. 

Rent 
2023/24 
£83.71 
£139.09 
£63.75 

Increase 
(7.7%) 
£6.91 
£10.71 
£4.91 

Proposed Rent 
2024/25 
£90.62 
£149.80 
£68.66 

Average 
Maximum 
Minimum 

mailto:HousingIncome@norwich.gov.uk
https://www.norwich.gov.uk/moneyadvice


  

 

    

 

 
 

  

 

Contacting 
Norwich City 
Council 

ONLINE You can report 
repairs, access council 
services and make 
online payments. 

www.norwich.gov.uk 

Register for ‘My Account’ to 
check your rent and council 
tax balance. Take a look at 
‘My Norwich’ to see what 
services are available in 
your area. 

POST Norwich City Council, 
City Hall, Norwich NR2 1NH. 

Out of hours emergencies: 
01603 412180. 

Free phone payment hotline: 
0800 021 7784 (a 24/7 service). 

Money advisers: 
BudgetingAndMoneyAdvice@ 
norwich.gov.uk 

Text relay users only: 
18001 01344 980 3333 
(9am to 4pm, Monday 
to Friday). 

Leaseholders: 
For help and advice on your 
rights and responsibilities, 
email the home ownership 
team on HomeOwnership@ 
norwich.gov.uk 

Housing Ombudsman: 
info@housing-ombudsman.org.uk 
0300 1113000 
www.housing-ombudsman.org.uk 

Report repairs 
online 

To report non-urgent repairs  
(and for a chance to win £50): 

•  Log in to ‘My Account’  
•    Sign up for ‘Housing Online’ to report  

and book your repair, where you can 
also manage other elements of your 
tenancy, including your rent account. 

or
Available 24/7 and w ks on 

PCs, tablets and smartphones 

A c
t

hance
£50!!

o win  
 

*T&Cs apply 


 

You will need to set up two separate log-ins for both  
My Account and Housing Online if you’ve not logged  
in before.  Afer you have signed up, you’ll only need to 
sign into My Account to access Housing Online features.  

When signing up for the frst time, you will need your 
unique rent reference number, which can be found  
on your recent rent notifcation.  

Loss of gas or electricity? 
If you have lost your gas or electricity supply you should 
contact your energy supplier directly in the frst instance. 

Need space for your car? 
Are you confdent that you can secure a parking space every 
time you drive to work? Would you like secure off-street 
parking at home? Why not rent a garage or parking bay 
from Norwich City Council? Garages are located throughout 
the city and available to rent whether you live within the 
city boundary or not. 

For more information, go to www.norwich.gov.uk/garages 

www.norwich.gov.uk/garages
www.housing-ombudsman.org.uk
www.norwich.gov.uk
https://www.housing-ombudsman.org.uk



