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Garden Competition
– the results are in!
The annual tenant garden competition
returned again this summer for the fifth
year running.

This was Miss Kasher’s first time
entering the competition and we
hope to get more first timers next year.

The competition was open to any
Council tenant and there were
categories for the best hanging basket /
balcony, best sheltered court garden,
best communal garden and best
individual house / flat garden.

A special judges’ award for outstanding
achievement was presented to Mr and
Mrs Dews of Anstey for their spectacular
effort. High street vouchers were
awarded to the winners and runners up
who were presented with their prizes by
the Mayor of Charnwood, Cllr Sandie
Forrest, at an event at Loughborough
Town Hall on 14 August.

Miss Kasher, Sileby – house/flat garden
The Mills at Quorn – communal garden
Mr Farmer, Longcliffe Road,
Shepshed – hanging basket/balcony
St Peter’s Court, Syston – sheltered
court garden

Emily Clarke, Customer Engagement
Officer, said: “The judges are finding it
increasingly difficult to judge the gardens
each year. We were all really impressed
with the effort and creativity of the
entrants. It is a fantastic opportunity to
celebrate all of the great things that
people are doing with their gardens and
surrounding environments.”

“

“

Four judges assessed around thirty
entrants and awarded the following first
place prizes:

...increasingly
difficult to judge the
gardens each year...

The Tenant Scrutiny Group needs you!
Our Tenant Scrutiny Group (TSG) is looking
to recruit more members and become
even stronger. Helen Isaac, member of TSG,
said: “Tenant scrutiny is essential to coregulation. We are looking for people who
are passionate about housing and making
improvements to the services that we
receive. If you are able to work well as part

of a team, can express views clearly and are
able to challenge constructively, then we
want to hear from you.”
We will provide you with training and
support to make sure that your voice
is heard and ensure you can contribute
to improving services. We can also
provide assistance with transport and
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contribute to child care or carer costs if you
need them.
There’s a scrutiny taster session in
November which will be an opportunity to
find out more about our award winning
scrutiny panel.
To book, please call the Customer
Engagement Team on
01509 634931 or email
involvement@charnwood.gov.uk

Annual Report 2012/13

Help keep communal
areas clear and safe!
Tenants in blocks of flats are being urged
to keep communal areas clear as part of
our drive to promote safety for our tenants
The Council is speaking with tenants to
make sure everyone knows nothing
should be stored to block communal
hallways or stairwells which are used as
key fire escape routes.
The move is part of our efforts, in
partnership with Leicestershire Fire and
Rescue Service, to make our properties
safer for tenants and to comply with strict
fire regulation and health and safety laws.

Recent inspections revealed several escape
routes were blocked by motorbikes, sofas,
filing cabinets and other large items, which
could have proved disastrous in the event
of a fire by blocking exits or by assisting the
fire to take hold and spread more quickly
Eileen Mallon, Strategic Director of
Housing, Planning and Regeneration and
Regulatory Services, said: “The safety of
our tenants is our number one priority and
so it is crucial that communal areas are kept
completely clear in case there is a fire.
“The Council is happy to help tenants move

larger items. The most important thing is
that all fire escape routes are clear and safe
for tenants and nothing is stored which
could help cause a fire or assist it to spread
more quickly”
Council officers have already started
visiting tenants to spread the word and
offer assistance in moving unauthorised
items.
Officers will visit properties and ‘tag’ any
unauthorised items. If nobody claims
responsibility for them within 10 days, the
items may be removed.

Please help us to keep everyone safe by keeping communal areas clear.

What to do in an emergency
Would you know what to do if there was
a fire in your block of flats? Please take the
time to read the information below to
keep you and your family safe.
When there is a fire somewhere in your
block, but not in your flat, we have a Stay
Put policy. This simply means that in the
event of a fire within your block of flats,
you should remain in your flat until or
unless told otherwise by the fire service.
Purpose built blocks of flats are designed
so that if a fire has started somewhere in
the building, you are able to stay in your
flat safely until you are told to leave.
The "Stay Put" policy is based on
the following:
• a current fire risk assessment
• suitable fire doors on all flats, communal
areas, cupboards and plant rooms
• emergency escape lighting in
communal areas (dependent upon
complexity of property and level of
‘borrowed’ light available)
• annual ‘gas safety’ inspection and test
(where appropriate)

Welcome to Charnwood Borough
Council’s (the Council) 2012/2013 annual
report for tenants and leaseholders. The
Landlord Services department currently
manages 5,804 houses/flats and 289
leasehold flats and 14 shops.
This report will show you how we’ve
performed in the last financial year (from
1 April, 2012 to 31 March, 2013) and also
how we plan to improve.
The year has seen many changes, including
the return of Landlord Services to the

Eileen Mallon

Council’s control after five years of being
managed by Charnwood Neighbourhood
Housing (CNH).
Since this change took place in November
2012, with your help and feedback, we’ve
aimed to provide services that are better
value for money, improve performance
and increase customer satisfaction.
We hope that you’ve seen improvements.
If we haven’t met the standards you
expect we will, with your feedback, take
steps to be better in the future.

- Strategic Director of Housing, Planning
and Regeneration and Regulatory Services

Cllr Jane Hunt

- Lead Member for Housing

Customer Involvement

• We held our first tenant recognition
awards event

• place items like wet towels or a
bedspread along the bottom of the door
to prevent smoke seeping into the room
• raise the alarm by calling 999

We work with tenants through the following formal groups:

• no smoking policy in communal areas

• await the arrival of the fire service.

• Charnwood Housing Residents’ Forum

• Reading panel

• good housekeeping standards in
communal areas (see article above).

If the fire is in the corridor
or another flat:

• Housing Management Advisory Board

• Focus groups and project groups

• Scrutiny Panel

• Senior Citizens’ Forum

What should I do if I discover a fire inside
my flat?

• stay in your flat

• Neighbourhood Monitors

• Leaseholder Forum

• effective self-closing devices on fire doors
(excluding those required to be kept closed )

• close the door to the room where the
fire has started
• leave your flat, closing the front door
behind you
• do not go back to your flat to collect any
belongings

• raise the alarm by calling 999
• keep your front door closed
• wait for instructions from the
fire service
• if smoke starts to enter your flat from
beneath your door, place a wet towel
at the bottom of the door.

• do not use the lift

We support 7 resident groups, helping them to organise events
and gain access to funding and training.

• go into a room which is unaffected by
smoke, preferably one which faces the
outside of the building

If we need to evacuate you
from the building we will
do so on the advice of the
fire service.

• We held a successful tenant roadshow,
speaking to over 600 tenants
• We developed a project group with
tenants enabling them to have input
into the appointment of a new
contractor to carry out major works
to properties
• We worked with tenants to develop a
new Charnwood Housing Standard to
improve the standards of our homes
If you want to get involved, in any way
that suits, please call 01509 634931 or
email involvement@charnwood.gov.uk

What we said we would do

What we did

Continue to support the Tenant Scrutiny group.

The group has completed two scrutiny exercises and we
have trained more tenants to join the group.

Assist groups in identifying and bidding for external funding.

We have developed the Community Initiatives Scheme which
enables tenants to bid for funding for small one-off projects.

Support the new Neighbourhood Monitors Scheme.

The group is well established and is having a positive impact on
the standard of our grounds maintenance service.

You wanted to ensure that tenants would still be
involved in the decision making process for your housing
service following the transition back to the Council.

We established a Housing Management Advisory Board within
the Council’s governance structure. Tenants, leaseholders and
councillors sit on the Board and it is chaired by a tenant.

• raise the alarm by calling 999
If you become trapped in your flat because
the fire is between you and the front door:

• 43% (2,941) of our tenants were involved
in providing feedback on our service
• We appointed four tenants/leaseholders
to sit on the new Housing Management
Advisory Board

Customers are at the heart of everything we do and we try to ensure that there are
opportunities to have your say and get involved in a way which suits you. We have a
dedicated Customer Engagement team and during 2012/13 we spent around £100k on
customer involvement.

• annual portable appliance testing (PAT)
in communal areas

Key Achievements

Next year we will…achieve Quality Assured Accreditation from the Chartered Institute of Housing for our Tenant Scrutiny Group
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What the Repairs service said it would do…

Property
Investing in our council properties to
make them decent places to live for our
tenants is one of our key priorities. In
addition to responding to your repairs
needs, we delivered a £19.8m planned
improvement programme to your
homes which included new kitchens,
bathrooms and heating systems.

Key achievements
• 96% (5,587 of 5,845) of your homes meet the government’s
Decent Homes Standard
• We secured a £60 million capital investment programme over
the next five years
• 3,000 stock condition surveys commissioned to your homes
to enable us to better plan our future investment priorities
We made savings by:

What we said we would do

What we did

Carry out further improvements to our IT systems to make
sure we continue to improve on delivering repairs right first
time and keeping appointments.

Text messaging repair notification is now fully operational;
customers are now able to receive text messages when new
repair work is raised after the initial call to the Contact Centre.

Provide training and support to our staff to make sure we
continue to improve satisfaction with the service.

150 days of training and support has been provided for our
staff improving customer satisfaction.

Work with Sure Group to make sure you receive an improved
gas servicing and repairs service.

We appointed Sure group in May 2012 to replace our previous
failing contractor. The number of properties with no annual
gas safety certificate was reduced from 20 to 4 and formal
complaints with the gas service reduced by 60%.

Next year we will…
• Publish the 2013/14 Major Improvement programme in April
• Publish a draft 2014/15 Major Improvement Programme by October
• Work with tenants to appoint a new contractor to carry out the major improvement programme by 2014
• Agree a new Code of Conduct for Contractors working in tenants homes
• Fund energy efficiency improvements to 640 homes with solid walls
• Continue our programme of improvements to homes by upgrading kitchens, bathrooms and heating systems

• reducing the number of trade vehicles
• agreeing a 20% reduction in lease charges of our vans for 2013/14
(Repairs completed first time according
to customer telephone surveys)

• appointing external contractors for door and garage door repairs
saving up to 40%

Tenancy

We aim to support our tenants in any way we can. This includes offering help and advice on financial
worries, supporting vulnerable tenants, improving your neighbourhood and providing a warden service.

What Tenancy Support said it would do…

Key achievements

What Property and Investment said it would do…
What we said we would do

What we did

Deliver £12.9m investment as part of the £60m programme
to improve your homes over the next five years.

We successfully secured additional funding which allowed us
to invest £19.8m in our housing stock this financial year.

Deliver heating improvements and insulation on the
Shelthorpe estate, addressing fuel poverty.

The CESP (Community Energy Savings Programme) EONfunded project was delivered on time and has had a major
impact on helping tenants living in solid wall properties
reduce their fuel costs, the works have also improved the
look of the estate.

Continue to improve the knowledge of the housing stock
by carrying out further stock condition surveys.

Research opportunities for additional funding to maximise
the investment in your homes.

We were able to increase the number of surveys carried out
from the planned 1,500 to 3,000. This data will allow us to
develop future investment programmes based on the
condition of our stock.
We were able to secure an increase in the CESP grant funding
from £881k to £1.1m and we also secured other energy
efficiency funding of £500k. We also secured additional HCA
(Homes and Communities Agency) funding of £5.7m in
December 2012 which we spent by March 2013.

• We supported 90% (541 out of 602)
of new tenants to sustain their tenancy
for at least 12 months.

What we said we would do

What we did

Continue to work to reduce tenancy
failure by providing direct tenancy
support or arranging support from
partner agencies.

We referred 79 vulnerable tenants to
external tenancy support agencies and
we opened 434 tenancy support cases.

• We installed 229 new Lifelines for
customers across the borough

Continue to maximise Housing Benefit
income for vulnerable tenants in order to
improve income collection and tenancy
sustainment.

We secured £133,971 of additional
Housing Benefit income as a direct
result of support workers’ intervention.

• Wardens attended 186 out-of-hours
emergencies with 100% meeting the
target response time of 45 minutes

Refer safeguarding concerns about
children and vulnerable adults to
relevant agencies.

We made 79 safeguarding referrals.

• Direct intervention by tenancy
support prevented two evictions
from taking place.
• We supported 143 tenants identified
as being vulnerable

• We re-focused our warden service to
provide personalised support when
customers need it most.
• We received a Level 1 ‘It’s Your
Neighbourhood’ award from the Royal
horticultural Society, acknowledging the
improvements made by the planting
project on the Warwick Way Estate.
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Tenancy

Customer Service

What Tenancy and Estate Management
said it would do…
What we said we would do

What we did

Launch a new Neighbourhood
Monitors Scheme.

Launched the Neighbourhood
Monitors scheme in April 2012
which is helping us to target areas
for improvement.

Carry out a programme of new tenant
visits to support customers.

Key achievements

What Supported Housing and Charnwood
Lifeline said it would do…
What we did

Develop a set of service standards.

We consulted with our Senior Citizens’
Forum to agree a set of standards.

Expand the range of telecare solutions
to meet customer needs.

We are working with our partners and
the strategic team develop future
delivery of the service.

Provide regular news bulletins for
each sheltered housing court.

We have improved the feedback
provided at court meetings through
our new ‘Court Catch Up’ newsletter.

What the Leaseholders service said it
would do…

• 96% satisfied with responsive repairs

• Levels of customers satisfied with the
outcome of their ASB complaint
increased from 70% to 82%

• We developed service standards
for the Supported Housing and
Lifeline services

• 98% (1,466 of 1,483) of customers were
satisfied with the major improvement
works carried out on your homes

• We introduced satisfaction surveys
for customers of the Tenancy
Support service

• £483k was spent on adaptations
to our homes last year

• We fully responded to 74% of
complaints within our target of 10 days

• 285 out of 288 Lifeline customers
surveyed were happy with the service
they receive

• 96% satisfied with their gas servicing

We conducted 429 new tenancy visits
this year.

What we said we would do

We take customer service very seriously and ‘putting customers at the heart of
everything we do’ is one of our core values. We strive to ensure people receive
the highest possible customer care and if problems arise, we take swift action to
resolve them.

• Levels of customer satisfaction with
Anti-Social Behaviour (ASB) case
handling increased from 78% to 82%

• We introduced customer satisfaction
surveys for leaseholders

• 334 referrals were made to the
Tenancy Support Team
• 52,703 calls were made to our contact
centre and 84% were answered within
30 seconds

What Anti-Social Behaviour (ASB) service said it would do…
Next year we will…
• Support tenants struggling to cope
with the impact of the welfare
benefit changes that came into
effect in April 2013
• Monitor the levels of satisfaction
customers have with the tenancy
support service and use feedback to
make improvements to the service
• Strengthen our approach to Fire
Safety by developing a policy for
communal areas with the help
of tenants

What we said we would do

What we did

Ensure Estimates and Certified
Summaries are audited before being
sent to customers.

Estimates and Summaries are audited
for accuracy before being sent.

• Bid for additional money to
introduce a targeted response
to tenancy fraud

Introduce customer satisfaction surveys
for leaseholders.

Satisfaction surveys were introduced
and received 70 responses.

Increase the collection of profile
information for leaseholders.

We collected 29.5% of leaseholder
profile information, an improvement
from the 16.1% held at the start of
the year.

• Promote the use of the Probation
Service Community Payback
scheme in Charnwood
• Use findings from the new
leaseholder satisfaction surveys
to improve services in 2013/14

What we said we would do

What we did

Review the impact of our specialised ASB team

Performance has improved significantly in the key areas of
outcomes for complainants and satisfaction with way cases
are dealt with

Carry out a review of our ASB procedures

This has been delayed and will be looked at this year

Refresh our pre-eviction protocol to take account of new
Equalities Law

Protocol was refreshed

Work with Leicestershire County Council to support the roll
out of the government’s Troubled Families programme

This is known as ‘Leicestershire Supporting Families’ and
launched in April 2013.

What we said we would do to help understand and respond to
the diverse needs of our customers…
What we said we would do

What we did

Provide further training for our staff to help them understand
and meet your needs.

Delivered training to staff on areas such as mental health
awareness and dementia awareness.

Explore options for delivering our newsletters to you in
alternative ways.

We now include the Leaseholder newsletter in the Your Homes
Matter newsletter to stop duplication and save money.

Ensure our policies and practices meet our Equality and
Diversity requirements.

We carry out equality impact assessments on our policies
and procedures.

Next year we will…
• Regularly promote ASB team performance and case studies to customers
• Further improve customer satisfaction levels with ASB case handling and outcomes
• Continue to ensure that our policies and practices meet our Equality and Diversity legal requirements
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Leaseholder News

Finance

Issue 4 October 2013

During 2012/2013 we spent
a total of £8.6 million in delivering
our service to you, in addition to
the £19.6million capital funding
on major improvements.

Message from your Leasehold Officer
It’s been a really busy time this year with
two contracts changing, fire risk
assessments and an election of a new
Chair for the Leaseholders’ Forum.

The £8.6m was divided as shown. >>
The Council will make savings of
more than £550,000 after restructuring
Landlord Services and transferring
the management of the service from
Charnwood Neighbourhood Housing.

Lesley Kiayias is your new Chair of the
forum and I would like to give her a warm
welcome. Thank you everyone who helped
us elect Lesley and especially Helen Isaac
who has been your Chair for two years or
more and has worked hard to represent
you as a leaseholder. There was no
appointment of a vice-chair so I will be
stepping into that position until one is
elected. If you are interested in being a
vice-chair, please get in touch.

The savings made will be re-invested to
improve the quality of your homes, and
to improve the standard of the housing
stock through the housing investment
programme.
Key achievements
• Reduced the number of empty properties from 145 to 116, reducing the amount of rent loss from empty properties

What we said we would do

What we did

Continue to maximise income collection

We collected £19.6m of £20.1m available rent in 2012-13

Evaluate the impact of the Welfare Reform Act

We identified all properties affected by the ‘Bedroom Tax’ and
carried out a publicity campaign including roadshow events

Use our profiling information to offer help to those who
need it

Identified and targeted personal support to tenants who were
potentially affected by the Welfare Reform changes

You will have received two Section 20 Legal
Notices - one for the Open Spaces
contract (Grounds Maintenance and
Environmental Services) and one for the
Capital Expenditure Programme 20142019. There’s an article called ‘Section 20
Notice – the basics’ on page 10 to help
explain what they’re all about.
At the moment officers are working hard
to score the tenders from potential

suppliers to make sure you receive the best
possible service while working to achieve
value for money.
In the next few months you will receive
another Section 20 Legal Notice
which will tell you which contractor has
been appointed.
Some of you will have received Section 20
Notices because you are having work
carried out to your property which will cost
you more than £250. Please read ‘Section
20 Notice – the basics’ so you have an
understanding of what is happening. If
you need further information please
contact me.

you have already received letters asking
you to replace your front door with an
FD30 door. Please contact me if you need
the specification for the replacement door.
I have been lucky enough to have an
assistant working with me at this busy
time, so if you call and I am not available
there are other members of the team so
please feel free to explain your query and
they will help you if possible.
Remember to get in touch with
any questions or concerns on
01509 634830 or email
sarah.taylor@charnwood.gov.uk
Regards

If you are transferring your lease (selling
your flat) please ensure that the new
leaseholder has the Section 20 Notices for
their safe-keeping.

Sarah Taylor
Leasehold Officer

All our communal blocks have had a fire
risk assessment carried out and we
are currently working through the
recommendations. The main issue for
leaseholders is the front door and many of

Next year we will…
• Introduce new ways of contacting
tenants, for example making better
use of text message facilities
• Continue to build relationships with
external partners to support our
tenants through Welfare Reform.
• Continue to look for opportunities
to identify value for money

A MARVELLOUS
OPPORTUNITY!
Are you worried about money? Would
you like to talk to someone who can
help? The Council is working with MA –
the Money Advice Service to offer you
help and advice.
MA is an independent service, set up by
government to help people make the
most of their money. It offers free,
unbiased money advice.

Appointments are available for tenants
to speak to MA on Thursdays during
October and November.
Ring 01509 634666 to find out more
and to book an appointment.

Sessions will be held at the
Council Offices, Southfield Road,
Loughborough.

Meet Lesley, your new Chair Person
Hi,
I’m Lesley Kiayias and have just become
the Leaseholder Chair Person.
I have lived in Victoria Street since July
1976 and became a leaseholder at the
same address in 1992. I have been involved
with various leaseholder forums since
that time.
Having worked for Charnwood Borough
Council for 35 years, I’m now retired so
have no conflict of interests but have a
wealth of knowledge with regard to how
the Council works.

I worked in Warden Services for the Council
for 35 years and finished my career as
Warden Services Manager.
It would be lovely to see more people
getting involved with the forum. It’s the
place to air your views and complaints so
please feel free to attend the meetings the more people attending the better.
If you have any problems or questions
with regard to your lease property
please contact Sarah Taylor our
Leaseholder Officer.
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Regards

Lesley kiayias
Chair

Yours
views
count!

Section 20 Notice - The Basics
Section 20 Consultation must take place
for any contract involving leaseholders
that:

• the name of the officer you need to
contact if you have any enquiries
relating to the work being carried out

• will last for a year or more, which will
cost a leaseholder £100 plus per
annum or

• which companies have tendered for
the works

• planned* or responsive* work which
will cost over £250 per leaseholder

• the cost of the works broken down
to a property level – before
work commences

The Council will divide costs equally
among a block. Therefore if there are
ten flats and the work will cost £1,000
they will be charged £100 each (ie
£1,000 divided by 10 = £100 per
leaseholder)
The entire Section 20 Consultation
will take three to four months and
work cannot start until this process
is complete.

Help us to develop the service you receive
by attending our meetings. All meetings
are held at Charnwood Borough Council,
Southfield Road offices, Loughborough.
(Travel expenses can be reimbursed).

There are three basic notices that
need to be served by the Council to
leaseholders prior to works and these
will be sent by the officer dealing with
the new contract or planned/responsive
work. The notices will include:
• what work is being carried out
• why the work is being carried out

Future meeting:
• December 3 2013 – 5pm start

If you would like to join us or have items
you would like to see on the agenda please
contact Sarah Taylor on 01509 634830 or
Julie Anne Byrne on 01509 634955.

• which company has won the tender

• the invoice for actual cost of works
broken down to a property level
– after works are complete.
If Section 20 consultation is not carried
out then we cannot charge more than
£100 for a new contract or £250 for
planned/repair work for any leasehold
property that is included in the contract.
* Planned = five elements (external and
internal redecoration, paths, fences
and gates, brickwork and joinery).
* Responsive = Repairs that require
prompt attention eg guttering blocked

Reminder - Certified
Summaries 2012/13
You may have already received or will soon receive your Certified Summary
for 2012/13. Please remember you have 28 days from the date of the letter
to challenge it. After 28 days the Certified Summary stands as correct.

.
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Answer.

I have looked at the Repair Sheet
attached to the Certified Summary and
I haven’t seen the repair listed being
carried out recently?

The Certified Summaries you receive are for the period 1 April, 2012 to 31 March,
2013 so this repair would have been carried out within this time. If you look on
the repair sheet it will have a date of which the order was raised and a date of
when the repair was completed. This will give you a timescale of when the work
was carried out.

Question.

Answer.

There is an amount owing on my
Certified Summary 2012/13 – do I have
to pay this now?

No. Any credit or debit on your Certified Summary will be carried forward to your
Estimate of Service Charges for 2014/15. You will just pay your quarterly amounts
set on 1 April, 2013 for this financial year.

.
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Answer.

You have sent me a letter saying I need
a new front door – what do I need to get
and where can I buy one?

The specification you require is detailed on your letter and I
understand from other leaseholders that you can purchase the
doors from retailers including Wickes, B&Q and Howdens.

Gas Servicing for Leaseholders
This is just a reminder that Sure
Group is offering gas servicing to
leaseholders at a cost of £42.00
plus VAT (£52.50).

For more information or to book
a service, please call Sure direct
on 0800 84021 or 01509 634652
ask for Julie or Sarah.
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