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Introduction

The advice and guidance within the attached document have
not yet been updated to reflect the decision not to proceed with
Phase Two of HS2 published in ‘Network North: Transforming British
Transport’ on 4 October 2023.

In January 2024, HS2 safeguarding was removed across the majority
of the former Phase 2a route (West Midlands to Crewe). Safeguarding
was retained close to Handsacre to allow Phase One of HS2 to connect
to the West Coast Main Line so that HS2 trains can reach cities in the
north of England and Scotland on the existing West Coast Main Line.

In July 2025, HS2 safeguarding was removed across the majority of
the former Phase 2b Eastern Leg route (West Midlands to Leeds). A
short section of safeguarding was retained in Central Leeds to allow
for potential enhancements to the existing station. The Government
will set out more detailed plans in due course, including further details
of a disposal programme for land and property acquired for HS2 that
is no longer required.

Any land acquired for Phase 2 that is no longer required will be sold in
line with Treasury rules.

High Speed Two (HS2) Ltd is working with the Department for
Transport and we will update our policies and procedures when
further information is available.


https://assets.publishing.service.gov.uk/media/65290f86697260000dccf78b/network-north-transforming-british-transport-print-version.pdf
https://assets.publishing.service.gov.uk/media/65290f86697260000dccf78b/network-north-transforming-british-transport-print-version.pdf

Update of HS2 Guide to Property Schemes - Phase One

This guide is an overview of the eligible statutory and discretionary
property schemes available on Phase One of HS2.

The 4 October 2023 and subsequent announcements do not impact on
eligibility for property schemes on Phase One.

When will this document be updated?

When changes are required, HS2 Ltd will update this guidance
document as soon as possible.

Need more information?

We regularly update our ‘Frequently Asked Questions’ webpage. It
includes questions about our land and property programme and
provides the most up to date information. These can be viewed here:
https://www.hs2.org.uk/in-your-area/assistance-for-property-owners/
project-rescoping-phase-two-cancellation/

If you have further queries, the easiest way to contact us is via

the HS2 Helpdesk. The HS2 Helpdesk is open all day, every day on
08081 434 434 (freephone); Minicom: 08081 456 472; or email us at
HS2enquiries@hs2.org.uk.


https://www.hs2.org.uk/in-your-area/assistance-for-property-owners/project-rescoping-phase-two-cance
https://www.hs2.org.uk/in-your-area/assistance-for-property-owners/project-rescoping-phase-two-cance
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Introduction

High Speed Two (HS2) is the new high-speed railway for Britain. We
(HS2 Ltd) are the company set up by the Government to build HS2.

This guide summarises the property schemes available if your land
or property is affected by the construction or operation of the new
railway.

The railway will be built in phases. Phase One of HS2 is the railway
between the West Midlands and London. Phase 2a is between the
West Midlands and Crewe, and Phase 2b is between Crewe and
Manchester and the West Midlands and Leeds.

This booklet is specifically for Phase One.

If you are affected by Phase 2a or Phase 2b,
please see the appropriate guide.



Property owners who have ‘a qualifying interest’ and are directly
affected by major infrastructure projects can claim statutory
compensation. (See page 10 for more information on qualifying
interest.)

As well as statutory compensation (the compensation set out in law),
the Government is offering further discretionary property schemes to
help you to make decisions that best suit your circumstances. These
are set out in this guide.

The Government has also recognised that people in certain special
circumstances may need further help (see page 26).

When applying for any HS2 property scheme, you are entitled to clear
communication. Our Residents’ Charter sets the standards under
which we will communicate with you. The Residents’ Commissioner
will make sure we meet these standards. You can read more about
the Residents’ Charter and the Residents’ Commissioner on page 27
of this guide.

We hope you find this guide helpful. However, please do not make a
decision on a scheme without reading the guidance and application
forms, which you can find at https://www.hs2.org.uk/in-your-area/
assistance-for-property-owners/apply-for-property-assistance-schemes

Our Helpdesk is here to help at any time. You can contact us on 08081
434 434 (or minicom 08081 456 472 for callers with hearing or speech
difficulties). Or, you can email us at hs2enquiries@hs2.org.uk

You can also contact us to ask for help and information in a different
format or language.


https://www.hs2.org.uk/in-your-area/assistance-for-property-owners/apply-for-property-assistance-sch
https://www.hs2.org.uk/in-your-area/assistance-for-property-owners/apply-for-property-assistance-sch
mailto:hs2enquiries%40hs2.org.uk?subject=

Useful terms

We have tried to make this guide as straightforward as possible, but
there are a number of technical terms that we need to use, which are
explained below.

You can find fuller explanations in the guidance documents.

Compensation code: A collective term for the principles, taken
from Acts of Parliament and case law, relating to compensation for
compulsory purchase.

Deed or contract of receipt: A legal document under which we

will pay cash offers and homeowner payments, with conditions on
repayment under specific circumstances. For more information,
please see the guidance documents at https://www.hs2.org.uk/in-your-
area/assistance-for-property-owners/apply-for-property-assistance-
schemes

Extended Homeowner Protection Zone: An area that is no longer
safeguarded (see ‘Safeguarding’ below) by the Secretary of State but
within which people can still apply for Express Purchase for five years
from the date safeguarding was removed.

Line of route: The proposed route of the railway. Distances from
the route are measured from the centre line. On a typical track layout,
the centre line is between the two sets of tracks.

Owner-occupier: Anyone who owns a property that is their main
home or place of business.

Part 1 compensation: Compensation you may be able to claim under
the Land Compensation Act 1973 if the value of your property goes
down because of the physical effects of the railway being used. You
can claim after the railway has been in public use for one year.

Reluctant landlord: A person who has been forced to let the home
they own, where letting the property is only a temporary solution,
and they do not own another home.


https://www.hs2.org.uk/in-your-area/assistance-for-property-owners/apply-for-property-assistance-schemes/ 
https://www.hs2.org.uk/in-your-area/assistance-for-property-owners/apply-for-property-assistance-schemes/ 
https://www.hs2.org.uk/in-your-area/assistance-for-property-owners/apply-for-property-assistance-schemes/ 

Royal Assent: When the HS2 bill for the relevant phase becomes an
Act of Parliament.

Safeguarding: Safeguarding is an established part of the planning
system. Itis designed to protect land which has been earmarked for
major infrastructure projects from conflicting developments which
might otherwise take place. From the date safeguarding directions
are issued, local planning authorities must consult the authority which
issued the directions on planning applications they receive that are
within the safeguarded area. Safeguarding also triggers ‘statutory
blight'. This means that property owners within the safeguarded area
may be able to serve a blight notice asking the authority to buy their
property before any compulsory purchase.

Statutory blight: A statutory scheme where an owner-occupier
in safeguarding can ask the Government to buy their property.

Blight notice: A formal application by the owner of a property
in safeguarding, asking the Government to buy the property.

Surface safeguarding: Local planning authorities must consult

on all planning applications they receive that fall within areas where
surface safeguarding applies. For HS2, the land that is identified for
surface safeguarding generally involves surface works and structures
associated with the railway where the route is above the ground.

Subsurface safeguarding: In locations where subsurface
safeguarding applies, local authorities do not usually have to consult
on applications for planning permission, unless the proposed
development would extend below ground level. For HS2, subsurface
safeguarding is usually put in place when the proposed line of route
is in a bored tunnel.

Unblighted open-market value: The market value of a property as
if there were no plans to develop HS2.
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Express Purchase

Where does Express Purchase apply?

This scheme applies to properties in the surface safeguarding area.
People living in this area who have a qualifying interest (see page

10) can serve a blight notice on the Government. If the Government
accepts the blight notice it will buy the property at its unblighted open-
market value, as if there were no plans for HS2.

Under the Express Purchase offer, the Government relaxes some
of the rules that normally apply to statutory blight, making it easier
for owner-occupiers to sell their property to the Government.

If your property is in the surface safeguarding area, you may qualify
for compensation under statutory blight and be able to ask the
Government to buy your home (see ‘How do | apply?’ on page 14).

Express Purchase is not available in subsurface safeguarding areas -
for example, properties over deep-bored tunnels.

If you do not qualify for Express Purchase you can still apply to sell
your property with a blight notice, but the Government will only buy
your property if it is needed for the construction of HS2.

If you are not sure whether your property is within the safeguarded
area, please call our Helpdesk on 08081 434 434,



Am | eligible?
To qualify for Express Purchase, you will need to show that:

« your property is (or was - see Extended Homeowner Protection
Zone in ‘Useful terms’ on page 6) within the surface safeguarding
area (thatis, where the route is above ground);

+ you have a qualifying interest, which means that:
a. you are an owner-occupier; and

b. you have either the freehold of the property or a lease
which has more than three years left to run; and

+ you have been occupying the property for at least six months
before you apply for Express Purchase or, if the property is
empty, you have occupied it for at least six of the last 18 months.

If only part of your property is in the safeguarded area, you may still
be eligible for the Express Purchase scheme. To qualify, any part of
your home or over 25% of the total area of your property (usually your
home and garden but also other land included in the property) must
be within the safeguarded area. To see if you are eligible, please read
the full guidance available online, or call our Helpdesk.

What will | receive?

If you are eligible, you can ask the Government to buy your property
at its unblighted open-market value - that is, the value on the open
market as if there were no plans for HS2. You will also receive the
following extra payments that are set out in the compensation code.

+ The reasonable costs of moving - for example, stamp duty on
a replacement property of similar value, reasonable surveyors’
and legal fees, and removal costs.

« A home loss payment, equal to 10% of the property's
open-market value (up to £81,000), as long as you meet the
qualifying conditions.

10



How do | apply?

You will need to fill in a form called a blight notice and send it to

us. You can find the form on our website (https://www.hs2.org.uk/
documents/collections/express-purchase), along with a Guide to
Statutory Blight and Express Purchase that contains more information.

We will make a decision within two months of receiving your blight
notice. If we accept the notice, it means that we will agree to buy your
property in line with the compensation code.

You can accept our offer to buy your property at any time within three
years of us accepting your blight notice. For more information on
renting back your property, please see ‘Rent Back’ on page 21.

Do | need professional advice?

If you are considering submitting a blight notice, we recommend

that you take professional advice from a suitably qualified chartered
surveyor (see ‘Where can | get help?’ below). Advisors should also read
our guidance.

If we agree to buy your property, you can include the reasonable cost
of professional advice in your claim for extra costs.

You and your advisor can find blight notice forms and detailed
guidance online at
https://www.hs2.org.uk/documents/collections/express-purchase

1


https://www.hs2.org.uk/documents/collections/express-purchase/
https://www.hs2.org.uk/documents/collections/express-purchase/
https://www.hs2.org.uk/documents/collections/express-purchase/

Where can | get help?

Once you have applied for a scheme, one of our case officers will be
your main point of contact.

If you have any further questions, please ring our Helpdesk on
08081 434 434,

The Royal Institution of Chartered Surveyors (RICS) customer helpline
scheme can put you in touch with suitably experienced firms, some of
these firms may offer up to 30 minutes free consultancy. For further
information visit the RICS website at: www.ricsfirms.com/helplines

The Central Association of Agricultural Valuers (CAAV) also offer an
initial free consultation and can refer you to a firm in your area.
Their contact number is 01452 831 815.

Useful information

To see the safeguarding maps, please go to www.gov.uk/hs2 and
search for HS2 property schemes.

For guidance and an application form, please go to
https://www.hs2.org.uk/documents/collections/express-purchase

12


http://www.ricsfirms.com/helplines
http://www.gov.uk/hs2
https://www.hs2.org.uk/documents/collections/express-purchase/

Rural Support Zone

The Rural Support Zone (RSZ) is the area outside the safeguarded area
and typically up to 120 metres from the centre line of the HS2 railway
in rural areas.

In the RSZ there is the choice of two discretionary schemes - cash offer
or voluntary purchase scheme. The application process is the same

for both. You do not need to choose an option until your property has
been valued.

The two options

The cash offer is designed to help people who do not want to sell their
home and would prefer to stay within their community.

Under the voluntary purchase scheme, owner-occupiers can ask the
Government to buy their property for its full unblighted open-market
value.

Am | eligible?
For either scheme, you will need to show that:
* you are an owner-occupier;

+ you have either the freehold of the property or a lease which has
more than three years left to run;

« your property is fully or partly in the RSZ (if partly in the RSZ,
either your home or 25% of the whole area of your land must be
in the zone); and

+ you were not aware of the proposed HS2 route in your area
when you bought your property.

13



What will | receive?

Cash offer: This is a lump sum equal to 10% of the unblighted open-
market value of your property. (The lump sum will be no less than
£30,000 and no more than £100,000.)

Voluntary purchase scheme: Under the voluntary purchase scheme,
the Government will buy your property for 100% of its unblighted
open-market value, as assessed by at least two independent valuers.
The Government will not cover extra costs, such as legal fees or
removal costs.

How do | apply?

Step one - Take time to consider your options

The schemes will be open until one year after the HS2 line is open for
public use. This gives you time to consider your circumstances and
apply when the time is right for you.

Step two - Fill in an application form

Fill in the form and submit it with your supporting evidence. Please
give us as much evidence as you can.

Step three - We process your application

We will acknowledge that we have received your application and check
it to make sure that it is complete. A case officer will write to you and
will be your main point of contact throughout the process. He or she
will take your application to the next stage.

Step four - Notification of valuation

We will tell you whether we have accepted your application or refused
it. If we acceptit, the next stage is to arrange a valuation of your
property to find its unblighted open-market value.

14



Step five - Valuations
There are two different valuation routes.

1. Under the first route, two independent valuations will be carried
out. You can choose the first valuer, who must be registered with
the Royal Institution of Chartered Surveyors (RICS) and keep to
the RICS ‘Red Book' principles. The other valuer will be from our
(HS2 Ltd) panel of RICS valuers. We pay for both valuations.

If the valuations are within 10% of each other, the value we will
agree on will be the average of the two (calculated by taking

the difference between the two values as a percentage of the
higher value). If the valuations differ by more than 10%, we will
get a third valuation and take the average of the two closest
valuations. The third valuer will consider the evidence of the two
previous valuations, but we will not tell them what the valuations
were (to make sure the process is fair).

2. Or, if you think your property is likely to be valued at £250,000 or
less and you already know that you want to take the cash offer,
you can opt for a streamlined valuation. This is where we choose
the valuer from our RICS panel and they carry out a ‘desktop’
valuation (where they don't visit the property but use available
information to value it). If they value your property at £250,000
or less, we will offer you the minimum cash payment. If your
property is valued at more than £250,000, we will use the full
valuation process.

Step six - Offers
We will write to you with two offers:
+ aformal cash offer; and

+ how much we would buy your property for under the voluntary
purchase scheme (unless a desktop valuation was done).

We would base both of these amounts on the unblighted value of your
property. You will have one year from the date of our offer to choose
which option to take.

15



Step seven - Choice of options

If you choose the cash offer, we will pay you 10% of the value of your
property. (This will be no less than £30,000 and no more than £100,000.)
You will need to instruct a solicitor as we will need you to sign a deed

or contract of receipt so that we can make the payment. We will pay up
to £500 (plus VAT) towards the costs of instructing a solicitor.

If you choose the voluntary purchase scheme, we will buy your
home under the normal conveyancing process. You will need to
instruct a solicitor, at your cost, as you would normally do when
selling your property.

Step eight - Further valuations

If you don’t want to choose either scheme yet, there is no pressure
to accept either offer.

Although the offer will end after a year, you can reapply if you
want to. However, we would ask you to contribute towards the cost
of new valuations.

If | accept a cash payment, can | still apply for other
schemes?

If you accept the cash offer, you won't be able to apply for the
voluntary purchase scheme at a later date. However, you can still
apply for the Need to Sell (NTS) scheme (see page 18).

If you successfully apply for the NTS scheme, we will take the value
of the cash offer from the purchase price. We will reclaim the cash
amount, which would be increased by the statutory interest rate,

which is currently set at 0.5% below the Bank of England base rate.

We will also reclaim the value of the cash offer if you sell to us under
statutory blight or Express Purchase or any other compulsory
purchase scheme.

If you accept the cash offer, you can still claim for statutory loss of
value due to physical factors under Part 1 of the Land Compensation
Act 1973.

16



Do | need professional advice?

No. We have designed the application process so that you do not need
anyone to act on your behalf. Once you apply for a scheme, one of our
case officers will be your main point of contact.

If you want to ask someone to help you with your application, you

are welcome to do so. You may want to ask a friend, relative or a
professional. Your application must say what the relationship is
between you and any representative who is receiving correspondence
on your behalf.

We or the Department for Transport will not refund any professional
fees you have from the application process.

Useful information

To see the Rural Support Zone on maps, please go to www.gov.uk/hs2
and search for HS2 property schemes.

For guidance and an application form, please go to
https://www.hs2.org.uk/documents/collections/rural-support-zone

17


http://www.gov.uk/hs2
https://www.hs2.org.uk/documents/collections/rural-support-zone/ 

Need to Sell

This scheme is available to owner-occupiers who can show that they
have a ‘compelling reason’ to sell their property, but have been unable
to do so (other than at a greatly reduced price) as a direct result of the
announcement of the route of HS2.

The Need to Sell scheme (NTS) is available in urban and rural areas.
To apply, you must:

18

have been occupying the property for at least six months or,
if the property is empty, occupied it for at least six of the last
18 months; and

provide evidence that meets the following five criteria.

. Property type - you must:

a. be an owner-occupier; and

b. have either the freehold of the property or a lease with
more than three years left to run.

Or, you may be acting as a reluctant landlord (see page 6).
Mortgage lenders or personal representatives may also be
eligible - see the NTS guidance at https://www.hs2.org.uk/
documents/collections/need-to-sell

.Location - The NTS scheme is for properties that are likely to

be substantially affected by the construction or operation of the
railway. However, there is no fixed distance from the route within
which a property must be situated.

. Effort to sell - The property must have been marketed without

success for at least three months, with no offers within 15% of its
realistic unblighted asking price.


https://www.hs2.org.uk/documents/collections/need-to-sell/
https://www.hs2.org.uk/documents/collections/need-to-sell/

4. No prior knowledge - You must have bought your property
before the initial preferred route for each phase of HS2 was
announced.

There may be cases where you bought your property, or a lease
was completed after the initial announcement of the route, but
where you were not aware of the proposals or that the property
would be within a certain distance of the route. In these cases,
you can provide evidence to show that you could not have
known the possible impact of HS2.

5. Compelling reason to sell - You must provide evidence of a
compelling (convincing) reason to sell your property now, or that
you would be put under an unreasonable burden in the next
three years if you were unable to sell your property.

What will | receive?

If your application is successful, the Government will agree to buy
your property for 100% of the unblighted open-market value.

The Government will not cover extra costs, such as legal fees or
removal costs.

How do | apply?

Step one - Fill in an application form

Fill in the application form and send it to us with as much supporting
evidence as possible.

Step two - We review your application

A case officer will write to you to acknowledge your application. If there
is any information missing from your application, or they think you
haven't provided enough evidence, they will ask you if you would like
to provide it. In most cases, they will ask the estate agents marketing
the property for the information.

19



Step three - Consideration by a panel of professionals

Three professionals who are independent of us and the Department
for Transport will make a recommendation.

Step four - Decision

A senior civil servant or minister will consider the panel’s
recommendation and make a decision on your application. If your
application is successful, your case officer will write to you to confirm
that you have been accepted on to the NTS scheme.

If you are unsuccessful, your case officer will write to you to

explain why. You can reapply if there is a significant change in your
circumstances or if you can provide new evidence that is relevant to
the reason that your application was unsuccessful.

Do | need professional advice?

No. We have designed the application process so that you do not need
anyone else to act on your behalf. Once you have applied for a scheme,
one of our case officers will be your main point of contact.

If you want to ask someone to help you with your application, you are
welcome to do so.

You may want to ask a friend, relative or a professional.

Your application must say what the relationship is between you and
any representative who is receiving correspondence on your behalf.

We or the Department for Transport will not refund any professional
fees arising from the application process.

For guidance and an application form, please go to https://www.hs2.
org.uk/documents/collections/need-to-sell

20



Rent Back

Renting back is a way of continuing to live in your home, having sold it
to the Government under an HS2 property scheme. All homes that the
Government agrees to buy can be considered for Rent Back, as long as

they meet the eligibility criteria.

Am | eligible?

To be eligible for the scheme, you have to meet the following three
conditions.

+ The costs of the property, once assessed, must make
maintaining the property a reasonable use of taxpayers’ money.

+ The Government must follow its own regulations on rented
properties, making sure they are safe and suitable for tenants.
The standard for renting a property from the Government is
higher than for renting from a normal landlord or property
owner.

* You must meet the credit-check and references criteria and have
the right to rent (Immigration Act 2015).

Rent Back is voluntary, so you decide whether it suits your
circumstances and whether you are happy with the tenancy
agreement being offered.

21



How do | apply?

When arranging to sell your property, ask your case officer to explain
the options.

We would assess your property to decide:

+ the cost of any repairs, improvements, or testing service
installations; and

+ its open-market rental value, once the necessary changes are
made, compared with similar properties.

What happens then?

If you want to take up the Rent Back option, and as long as we are
satisfied with references we have asked for, you will need to sign a
tenancy agreement.

For guidance, please go to https://www.hs2.org.uk/documents/hs2-
rent-back-scheme

22



Homeowner Payment

The Homeowner Payment scheme is for owner-occupiers of rural
properties near the line of route. The aim of the scheme is to make
sure that people who live near the line of route receive an early share
in the benefits of HS2.

The scheme is open for applications for people in Phase One and
Phase 2a. If you think you are eligible for this payment, please contact
our Helpdesk on 08081 434 434,

What will | receive?

Currently, eligible owner-occupiers will be able to claim from £8,000
to £24,000.

« For properties between 120 metres and 180 metres from
the line of route - £24,000.

+ For properties between 180 metres and 240 metres from
the line of route - £16,000.

+ For properties between 240 metres and 300 metres from
the line of route - £8,000.

We will review these payment levels when the scheme is launched
for each phase of HS2, and if necessary we will adjust them to reflect
inflation.

We expect that most people who receive money under this scheme
will not have to pay tax on it.

We will contribute up to £500 (plus VAT) to legal fees for a deed or
contract of receipt (see ‘Useful terms’ on page 6).

23



Am | eligible?
You are eligible if:
+ you are the owner-occupier;

+ you have either the freehold of the property or a lease which has
more than three years left to run;

« your property is fully or partly in the Homeowner Payment Zone
(if partly in this zone, either your home or 25% of the whole area
of your land must be in the zone); and

+ you were an owner of the property by 9 April 2014 (the date
when proposals for the Homeowner Payment scheme were first
outlined).

If your land is covered by more than one Homeowner Payment band,
you will be eligible for the band the main building of your property is
in. If the main building of your property is outside the bands but your
land is within them, you may also be eligible. If the main building of
the property itself is in more than one band, you will be eligible for the
higher payment.

For agricultural units to qualify for the Homeowner Payment scheme,
they must include a property that acts as a main home.
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If | accept payment, can I still apply for other schemes?

If you claim the Homeowner Payment, you will need to sign a contract
of receipt. You can apply for the Need to Sell scheme or statutory
blight (if you become eligible for this) in the future. If your application
is successful, we will take the value of the Homeowner Payment you
received from the purchase price. This would be increased by the
statutory interest rate, which is set at 0.5% below the Bank of England
base rate.

If you accept the Homeowner Payment, it will not affect your ability to
claim statutory compensation for loss of value due to physical factors
under Part 1 of the Land Compensation Act 1973.

Useful information

To see the Homeowner Payment Zone on maps, please go to
www.gov.uk/hs2 and search for HS2 property schemes.
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Special circumstances or
atypical properties

The Government recognises that there may be some residents

and businesses near the HS2 route who need assistance despite

not meeting the strict eligibility requirements of the HS2 property
schemes. This assistance could include the Government buying their
property, making a payment, or providing some other form of support
that would not normally be offered. The Government is willing to
consider these types of cases, which involve special circumstances or
‘atypical’ properties, on their individual merits.

How can | request that my circumstances are considered
under these arrangements?

You can write to us to explain why you believe your circumstances
are special or why you believe your property is atypical. We will make
recommendations to the Department for Transport.

Where can | get more information?

If you need more information, including about special circumstances
or atypical properties, you can contact our Helpdesk on 08081 434 434
or email hs2enquiries@hs2.org.uk. There is also a Freephone minicom
number for callers with hearing and speech difficulties. This number is
08081 456 472.
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Residents’ Charter and
Residents’ Commissioner

We want to make sure that we treat residents in a fair, clear, competent
and reasonable manner. We have published our Residents’ Charter,
which sets out how we should communicate with people affected by
HS2.

Our Residents’ Commissioner makes sure we meet these standards.

Residents’ Charter

We recognise that, as we develop, design and build the new railway,
our activities will affect the communities we will be working in. We

are committed to being a good neighbour by treating communities
with respect and consideration, and by focusing on keeping the
impact of our work to a minimum, while making best use of the
benefits, both locally and nationally. Our Residents’ Charter sets out
our 10 commitments to you and explains the roles of the Residents’
Commissioner and Construction Commissioner in making sure we are
accountable for the commitments we make. We will keep checking on
our progress and looking for ways to improve how we do our business.
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Our commitments to you

We will:

28

continue to build respectful, long-term relationships with
communities and encourage our workforce to listen to local
concerns and be considerate and accountable for their actions
at all times;

work with communities to develop local two-way involvement
and communication programmes, making sure they are
accessible and tailored to local needs;

make sure we tell communities beforehand about any activities
taking place in their area;

run a Freephone community helpline 24 hours a day, 365 days
ayear;

make health and safety a priority for communities and our
workforce;

respect the wellbeing of communities, keeping disruption to
their lives to a minimum through local plans and activities,
while making sure we meet the standards set out in the Code
of Construction Practice;

leave a positive and sustainable legacy for communities, which
will benefit future generations;

respond to questions and complaints quickly and efficiently, by
acknowledging them within two working days and responding
fully within 20 working days if we cannot answer your question
straight away;

promote awareness of all our property schemes so that anyone
who may be eligible has all the information they need and knows
what support is available; and

include the Residents’ Commissioner’s and Construction
Commissioner’s contact details, and information about our
helpline and complaints procedure, on all relevant materials.



The Residents’ Commissioner

The independent Residents’ Commissioner holds us accountable to
the commitments made in the Residents’ Charter.

The Residents’ Commissioner oversees and monitors our
commitments to you, produces a regular report, published at
www.gov.uk/government/collections/hs2-ltd-residents-commissioner,
and meets regularly with our Chairman about emerging trends

and concerns.

The Residents’ Commissioner does not investigate individual cases,
act as an arbitrator for individual residents’ concerns, or deal with
complaints.

You can contact the Residents’ Commissioner by emailing them at
residentscommissioner@hs2.org.uk
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Construction Commissioner

The independent Construction Commissioner monitors how we
manage and respond to complaints about construction of the
HS2 route.

They will act as a mediator in any unresolved disputes about
construction between us and individuals or organisations,

and advise members of the public on how to make a complaint
about construction.

They meet regularly with our Chief Executive Officer to raise any
concerns or emerging trends across the project.

You can contact the Construction Commissioner by emailing
complaints@hs2-cc.org.uk or you can visit the website at www.gov.uk/
government/collections/hs2-independent-construction-commissioner
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Keeping you informed

We are committed to keeping you
informed about work on HS2. This
includes making sure you know
what to expect and when to expect
it, as well as how we can help.

Our independent
commissioners

’

We have an independent Residents
Commissioner whose job is to

make sure we keep to the promises
we make in our Residents’ Charter.

Our independent Construction
Commissioner’s role is to mediate
and monitor the way in which

we manage and respond to
construction complaints.

For more information visit
www.hs2.org.uk/in-your-area

Holding us to account

If you are unhappy for any reason,
you can make a complaint by
contacting our HS2 Helpdesk team.
For more information visit
www.hs2.org.uk/how-to-complain

Property and compensation

You can find out all about HS2

and properties along the line of the
route by visiting our website.

You can also find out if you're
eligible for compensation. Visit
www.hs2.org.uk/in-your-area

Contact us

Our HS2 Helpdesk team are
available all day, every day. You
can contact them by:

Z& Freephone
08081 434 434
g Minicom
08081 456 472
Email
hs2enquiries@hs2.org.uk
Write to
FREEPOST
HS2 Community Engagement

Website www.hs2.org.uk

To keep up to date with what is
happening in your area, visit:
www.hs2inyourarea.co.uk

Please contact us if you'd like

a free copy of this document

in large print, Braille, audio or
easy read. You can also contact
us for help and information in a
different language.

HS2 Ltd is committed to
protecting personal information.
If you want to know more about
how we use your personal
information please see our
Privacy Notice (www.gov.uk/
government/publications/high-
speed-two-Itd-privacy-notice)
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