Your Homes Matter
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Tenants work wonders with their
outstanding gardens
Green-ﬁngered tenants were rewarded for their
efforts in this year’s annual garden competition.
There were 25 entrants for the
Charnwood Borough Council-run
competition which was open to any
Council tenant.
The stunning gardens and displays
were entered into one of four
categories - the best hanging
basket/balcony, best sheltered court
garden, best communal garden and
best individual house/ﬂat garden.
Three judges, tenant Sheila Breed
and Charnwood Borough Council’s
Eleanor Montgomery and Marianna
Baker visited the gardens on July 10
and 11, 2014
Judge Sheila Breed said: “Judging
was much harder this year because
the standard was so high and people
had made such an effort.
“It was a real privilege to be able to
judge the competition this year.”
The winners were:
Mr Norman Kirk – best house / ﬂat
garden
Mrs Barradell The Mills even
numbered ﬂats – best communal
garden
Mr Jack Barkworth – best hanging
basket / balcony
St Paul’s Court – best sheltered
court garden
The Mayor of Charnwood, Councillor
Paul Day, presented the awards.
He said: “Our annual garden
competition celebrates the hard
work of our green-ﬁngered tenants,

whether they look after a simple
hanging basket or work together on
a communal garden”.

St Paul’s Court W
inners sheltered

court garden

“Gardening also beneﬁts the
community and makes people feel
good when they see the gardens.
Congratulations to all entrants.”
A special Outstanding Achievement
award was also given to Freehold
Street Bloomers who worked hard
on their garden to help reduce antisocial behaviour in their area.
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Chapman St

This award was sponsored by Wates
Living Space and presented by Kelly
Birkenshaw, Wates’ Senior Tenant
Liaison Ofﬁcer and Robert Marlow,
Wates’ Commercial Manager who
gave the winning group £100.
Joanne Jamieson, Regional
Managing Director of Wates
Living Space, said: “The garden
competition recognises and rewards
the residents who invest time and
effort to the beneﬁt of the local
community.

The Mills even nu

mbers winners of
communal
shared garden.

The Mills

“It’s been wonderful to see how
much pride people are taking in
their gardens and how dedicated
they are to making Charnwood
bright and beautiful.”
High street vouchers were awarded
to the winners and runners up
who were presented with their
prizes by the Mayor of Charnwood,
Councillor Paul Day at an event
at Loughborough Town Hall on
Tuesday, August 19, 2014.
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Annual Report 2013/14
Welcome to Charnwood Borough Council’s annual
report for 2013/14 for tenants and leaseholders. The
Landlord Services department manages more than
6,000 properties across the borough.

We are delighted that almost all council homes in the
borough now reach the Decent Homes standard and
we are continuing our programme to bring all housing
up to the higher, Charnwood Standard.

The report aims to let tenants know how we have
performed in that ﬁnancial year, from April 1, 2013 to
March 31, 2014.

We hope that you have noticed the developments
that have taken place. We will always welcome your
feedback to help us improve our services.

During that time we the council spent £4.6 million on
maintaining council homes and a further £10.2 million
on the Decent Homes Programme.

Eileen Mallon Strategic Director of Housing, Planning and Regeneration and Regulatory Services
Cllr Jane Hunt Lead Member for Housing
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What we’ve done . . .
• 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 to support
you in customer involvement opportunities including
Charnwood Housing Residents Forum, Senior Citizens Forum,
Leaseholders Forum, Housing Management
Advisory Board, Focus groups and Readers Panels.

What we’re going
to do . . .
We are reviewing our Customer
Engagement Strategy to look at
increasing opportunities for tenants
and leaseholders to get involved.
This can range, for example, from
participating in an e-mail survey to
taking part in formal meetings.

• This year we have involved customers in selecting
new contractors for the Decent Homes contract
and the open spaces contract.
• We have established a Repairs Scrutiny Group to
help us to shape our repairs service and to review
our repairs priorities.
• We have also held a successful tenant recognition
awards event and committed £50,000 to estate
improvement schemes put forward by groups of
tenants through our Tenant Bid Policy.
At Charnwood Borough Council we look after our
customers and 1,018 customer satisfaction reports
were returned with 91 per cent of respondents
satisﬁed with the service.
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What we’re going to
do . . .
In this ﬁnancial year (2014/15) we aim to invest
£1.5m in upgrading kitchens
£939k in bathrooms
£402k in heating
£314k in doors
There will also be an investment of over
£200,000 on ﬁre safety works, replacing and
upgrading entrance doors on ﬂats. We have
started to install mains-linked smoke detectors
to council ﬂats.
We have asked tenants on the Repairs
Scrutiny Group to review the standard for void
properties and to make recommendations for
improvement. As part of this work, tenants have
inspected empty properties.

What we’ve done . . .
• We have continued to maintain and invest in council
homes. In April, Wates Living Space started work
as the new Decent Homes contractor. We worked
with tenants and carried out a long consultation
involving a panel of tenants before Wates was
appointed.
• We have looked at how contractors work in tenants’
homes and developed a new code of conduct which
was agreed and signed off by the Charnwood
Housing Residents Forum.
• We have carried out £1.8 million of energy efﬁciency
improvements to homes with solid walls.
• In 2013/2014 we completed:
520 kitchen replacements
482 bathrooms
575 heating systems

Repairs
What we’ve done . . .
• The repairs team at Charnwood Borough Council have conducted 14,875 repairs
in response to customer requests, 98.4 per cent of these repairs were
completed within the required time scales.
• Over 99 per cent of emergency call outs were completed within
24 hours – that’s 2,081 responses.
• Routine repairs for housing totalled 9,123 and 98.1per
cent were completed on time. The target for carrying
out repairs on empty properties is 10 days. However
our average is 8.9 days.
• We have ﬁtted 379 thermoplastic front and rear doors
to council properties.
• We have delivered more training to our staff in asbestos
and damp diagnosis and introduced automatic ordering of
materials from operatives’ hand held PDA devices.
• We have provided external wall insulation to over 400
properties to improve thermal comfort and reduce
heating bills.
• We carried out 3,657 urgent repairs and completed 98.7%
within target.
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What we’ve done . . .
• Serviced 5,341 properties - 99.57 per cent
of homes now hold a Landlord Gas Safety
Certiﬁcate.
• Installed 1,202 carbon monoxide detectors.
• When we service central heating boilers we check
smoke detectors to ensure they are working. If
there are no smoke detectors in place, we ﬁt them.
• Installed 575 energy efﬁcient boilers.
• Attended 3,093 boiler and central heating
breakdown repairs. 95 per cent of these we ﬁxed on
n
the ﬁrst visit (% ﬁgure based on average kpi ﬁgures)
s)
and 95.4 per cent of these we completed on time
(% ﬁgure based on average kpi ﬁgures).
• A total of 1,018 customer satisfaction reports were
e
returned with 91 per cent of respondents satisﬁed with
the service.
• While auditing gas safety, 99.8 per cent of you said
you were satisﬁed or extremely satisﬁed with our gas
contractor Sure. Of the 8,434 activities our gas contractor
Sure undertook we upheld nine complaints.
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What we’ve done . . .
• Last year, the Tenancy Support Service aimed to
continue to provide help and advice to the Council’s
most vulnerable tenants.
• A total of 557 tenants received help from Tenancy
Support Ofﬁcers and 100 per cent of tenants who
returned their customer satisfaction surveys were
satisﬁed with the service they received.

tenants manage their gardens. This has helped
improve the appearance of our estates.
• Our tenancy team between April 2013 and April
2014, has helped 48 people move to alternative
accommodation through the Mutual Exchange
Scheme. We provided support and advice to tenants
to maximise their chances of ﬁnding an exchange at a
Home Swapper Speed Dating event.

• We continued to work closely with our partner
agencies to maximise support for our vulnerable
tenants and we referred 41 tenants to external
partners who provide intensive and specialist tenancy
support.
• 94.7% of new tenancies were sustained for more than
12 months, compared to 91.2% for the previous year.
• We also promote the use of the Probation Service
Community Payback Scheme in Charnwood. We
have used the scheme to help vulnerable and elderly

What we’re going to do . . .
• We are strengthening our approach to ﬁre safety
by developing a strategy for communal areas in
consultation with Leicestershire Fire and Rescue. The
strategy includes advice for tenants on what can
and cannot be kept in communal areas and this is
supported by a programme of monthly inspections of
communal areas in our blocks of ﬂats to ensure these
areas comply with ﬁre safety regulations.
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What we’ve done . . .
• In 2013/14, 65.9% of tenants who reported ASB were satisﬁed
with the way their case was dealt with. This is a cumulative
ﬁgure for the whole year. The need for performance
improvement was identiﬁed during the year and in March
2014, 100% of tenants were satisﬁed with the way their case
was dealt with.
• In March 2014, 100% of tenants who reported ASB said they
would be willing to report ASB to us in future. This is an
improvement for the ﬁgure in March 2013 which was 94.7%.
• We want to continue ensuring that
our policies and practices meet
our Equality and Diversity legal
requirements. We ensure partner
agencies are involved with a
complainant or perpetrator when
deciding what interventions
are appropriate and tailor the
service to an individual’s needs.
We have also used a Court
Advocate in a legal case with a
vulnerable tenant.

What we’re going
to do . . .
• Review our tenancy agreement to
strengthen relationships with tenants and
the communities where they live.
• Review how we carry out neighbourhood
walks/estate inspections with our
customers and key partners.
• Sign up to the nationally-recognised ASB
Charter for housing demonstrating our
commitment to tackling
ASB.
• We intend to install
14 door entry
systems to further
improve security
and prevent ASB.
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Housing Income
What we’ve done . . .
• Our approach, based on ﬁnancial inclusion,
advice, support and maximising income for
tenants, enabled the rent arrears target to be
met. In 2013/14, we collected £20.8m which
amounted to 99.09% of the rent due.
• We have introduced an email-to-text system
as a new way of contacting tenants which is
much easier and cheaper.
• We have continued to build relationships
with our external partners to support our
tenants through welfare reform such as
working closely with Money Advice to
support fortnightly surgeries in the council,
improved relationships with Jobcentre Plus
and continuing to work closely with The
Bridge advice service, The Citizens Advice
Bureau, Clockwise Credit Union and Enquire
debt advice.

What we’re going to do . . .
• In 2014/15 we will improve the use of our computer rent
collection systems to ensure early intervention to resolve
debt problems and provide support as early as possible.
• We will extend the range of information available to
tenants about improving income and reducing costs and
continue preparations for the introduction of the new
beneﬁt Universal Credit.
• We intend to introduce paperless Direct Debits and
research ‘smarter’ ways of paying rent.

• We have looked for opportunities to identify
value for money and now use Possession
Claims on Line, former Tenants Arrears
collection has moved in house, and we have
introduced a text messaging service at one
third of the cost of normal texts.
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What we’ve done . . .
• In 2013/14, 98.9 per cent of customers said they
were satisﬁed with the Lifeline service.
• A total of 167 out-of-hours emergencies were
attended with 100 per cent meeting the target
response time of 45 minutes.

What we’re going to do . . .
• In 2014/2015 we will review the Lifeline and
Warden services to take into consideration the
changes to Supporting People funding.

Leasehold
What we’ve
done . . .
• Following consultation,
the leasehold satisfaction
survey was shortened .
The survey was reduced to
exclude other questions about
other services and concentrate on the service the Leasehold ofﬁcer
provides. This was approved at the December 2013 Leaseholders forum and was
used in January 2014.
• We are now using a larger font on the Leaseholders repair sheets. The whole sheet
was revamped and approved by the Leaseholders forum in December 2013. We
removed any information which the Leaseholders didn’t want and this in turn
allowed us to use a bigger font. The form has been in use since April 2014.
• We have listened to our leaseholders’ request for more information to assist them
when purchasing a Fire Door 30 for their ﬂats. Leaﬂets were sent out from Building
Control and an ofﬁcer was appointed to visit and give assistance when requested.
• We have offered gas servicing to all leaseholders from Sure group at a competitive
price of £42 plus VAT.
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Make the most of advice and support available to you
We have links with a number of local and national organisations which can give you information, advice or support
to help you manage your tenancy and rent payments.
Money Advice, which is government funded agency, runs sessions in our ofﬁce every other week. Advisors can
review your ﬁnances to see if you can increase your income or reduce costs to help you budget better. You can see
them just once or for a number of sessions. They have been very successful in resolving ﬁnancial problems in many
cases.
One customer said: “The simple bits of advice the Money Advice Service gave me had a massive impact. I have
started to make the changes my adviser suggested to tackle my debts and I am now paying £320 less a month. It has
made me feel like I can breathe again, like a black cloud has been lifted.”
Call our contact centre or Financial Inclusion Ofﬁcer to book an appointment, or contact Money Advice direct via
www.moneyadviceservice.org.uk. Tel: 0300 500 5000.
The Bridge is a local agency based in Leicester Road, Loughborough, which we have close links with. The Bridge
supplies a number of advice and support services ranging from quick drop-in advice to longer term support via
another housing provider. Tel: 01509 260500.
Citizens Advice Bureau has branches in Loughborough, Leicester and Melton and offers advice on a range of topics
and particularly offers specialist money advice.
Clockwise Credit Union provides credit union accounts. It also has a rent payment system to ensure your rent
payments are made regularly and on time
We also have information and contact details for other information and advice agencies in the Charnwood area
including Enquire Debt Advice, Step Change (debt charity) and Shelter Housing Aid and Research Project in Leicester.
Contact details for all of these are available on our website, in a leaﬂet available from our Income Team and are
listed on the back of most letters sent out about missed rent payments.
Contact the council for advice on 01509 634666. Please contact us as soon as you have money problems – don’t
delay as the problem may only get worse.

Beneﬁt Sanctions
We are seeing increasing numbers of cases where rent
payment or housing beneﬁt stops because a person’s claim
for Job Seeker’s Allowance, Employment and Support
Allowance or other income beneﬁt has been ‘Sanctioned’.
Sanctions happen when staff at Job Centre Plus identify
that a person hasn’t satisﬁed the full requirement to sign
on and to search for work.
A sanction may mean that weekly payments to that
person will stop for a set period of time, from one week, up
to three years.
If you are subject to a sanction there are some things you
should do:
• Contact Job Centre Plus immediately for advice
• If you are claiming Housing Beneﬁt, inform the Housing
Beneﬁt department on 0845 6091258 as soon as

possible that your JSA, ESA or other payments have
stopped because of the sanction - you may still be
eligible to get Housing Beneﬁt
• You must continue to sign on during the time you are
sanctioned
• You have a right to appeal if you feel the sanction is not
correct
• You may be entitled to a hardship payment which will
still give you some income to live on during the sanction
period. Contact Job Centre Plus to apply
• If you are in arrears, or face difﬁculty paying your rent,
contact the Council’s income team on 01509 634666 to
let them know what is happening and to seek further
advice.
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PRIZE DRAW

STOP Loan Sharks

We have four rent free weeks during the year when
you do not have to pay rent unless your account is in
arrears and you are paying to clear the debt.

Many of us will struggle with ﬁnances at some point in our lives
and for some people when times are tough they feel they have no
option but to borrow from loan sharks.

The next are two weeks are over Christmas – Monday
22 December and Monday 29 December. We also
have a prize draw linked to this period.

It is estimated that 310,000 households in the UK are borrowing
from these lenders who are unauthorised, often charge
extortionate rates and may resort to violence, threats and
intimidation to enforce their loans.

Anybody who has a clear rent account, or has being
paying in line with an agreement for 12 continuous
weeks or more by week ending 4 January 2014 will be
put in for the draw with prizes up to £200 to be won.

Direct Debits
Remember you can make your rent payments by
bank Direct Debit – there are big advantages
• You don’t have to remember payment dates
• You don’t have to make the actual payment
yourself; your bank will do it
• You don’t have to change payment arrangements
yourself; we can do it for you
• You can pay weekly or on three alternative dates in
the month
• If you are in arrears and on an agreed Direct Debit
payment plan arrears letters will stop (unless the
DD is cancelled or unpaid, but we’ll tell you if this
happens)
It’s easy to set up. We’ll send you a short one-side
form for you complete and return to us. Then
around two to three weeks later payments will start.
Tip: If you can’t pay by Direct Debit try to link your
payments to something you do every week – like
getting your pay packet or going for your weekly
shop.

The Illegal Money Lending Team (IMLT) is the agency that
prosecutes loan sharks and supports people affected by this crime.
One such case was that of Doris and Bob, who are both pensioners
living on disability living allowance beneﬁts. They were paying
their “family friend” £250 a week to pay off an £18,000 loan which
they were led to believe was borrowed on their behalf from the
bank.
However, the borrowed sum increased from £18,000 to £23,000
then £32,000, which the loan shark told them was interest added
from the bank.
Doris eventually decided to call the IMLT, when the stress of the
loan shark put a strain on their marriage, leading to her and her
husband constantly bickering.
She was surprised to discover that IMLT offered free advice. An
investigation found that Doris and Bob had paid the loan shark
£27,000 over two years. There was no bank loan.
The IMLT visited the loan shark and informed him of the offence
that he was committing, and that the debt collecting must stop.
Loan sharks will often appear very friendly in the ﬁrst instance
but should never be used under any circumstances. If you would
like to report an unauthorised lender or would simply like some
advice, speak to us in conﬁdence.
To report a loan shark:
Call the 24/7 conﬁdential hotline 0300 555 2222
Text ‘loan shark + your message’ to 60003
E-mail reportaloanshark@stoploansharks.gov.uk or you can send
us a message at www.facebook.com/stoploansharks

Increased cover for scooters
In previous issues of this newsletter we’ve talked about the importance of storing mobility scooters away from the
communal areas.
To ensure your scooters are insured when outside your property, our home insurance contents provider, Aon, is offering
existing customers an ‘add-on’ to your current contents insurance policy to cover scooters stored outside of your
property.
If you don’t already have home contents insurance, it’s something you should consider. You can insure your home
contents for less than you think.
The Aon Home Contents insurance offered by the Council covers accidental damage and theft for as little as 55p per
week for the over 60s and 82p per week for all other tenants.
For more details, please call 01509 634877/76.
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Repairs Scrutiny Group
Customers play a critical role in helping us shape our repairs service.
Some valuable work is being done through the Repairs Scrutiny
Group, involving customers (tenants and leaseholders) and key
ofﬁcers from our housing and repairs service. This group is:
• Being consulted on repair priorities for future years
• Looking at the service from the tenants’ point of view
• Telling us what is good about the service
• Making suggestions for improvement
• Making suggestions on how we might do things differently
• Looking at our performance
• Reviewing clauses in the tenancy agreement to gain access to tenants’ homes for gas servicing
So far, the group has made some notable achievements including:
• Reviewing repairs priorities for the Housing Capital programme for 2014/15
• Setting criteria for car parking schemes to determine the priority in which the schemes will be undertaken
The latest project is reviewing the standard the Council lets its home. The ‘Fit To Let standard’ aims to provide
homes that are safe, clean and welcoming.
The team is pictured outside one of the Council’s empty homes after carrying out an inspection. This was one of a
number of empty homes visited to assess the ‘Fit To Let standard’ as part of the review.
The results from the inspections are now being assessed with a view to considering if revisions are needed to the
current standard.
This is just one example of the contribution that our customers can make to the services we
provide. If you are interested in getting involved at whatever level suits you, please get in
touch with the Customer Engagement team on 01509 634955.

Toy Box Appeal
Charnwood Borough Council will again
be supporting a Christmas ToyBox
appeal at it’s Southﬁelds ofﬁces.
This year we have chosen to support
a new charity where all gifts and
donations go to vulnerable and
disadvantaged children living in Charnwood.
If you would like to drop off a gift then the boxes will be available
from November 2014.

10
w w w. c h a r n w o o d . g o v. u k

Leaseholder News
Message from your Leasehold Ofﬁcer
We are now in full autumnal mode and we have had a warm summer which has been nice.
I have enjoyed looking at the photographs of the communal gardens to see the impressive
results which tenants and leaseholders together have achieved – what a difference this
makes to the communal areas at the ﬂats.
We have also been busy within 2013/14 and 2014/15 carrying out work to the communal
areas which includes:
•
Periodic testing to the communal electrical services
•
Emergency lighting installation
•
Asbestos surveys
•
Internal redecoration to corridors
•
Installation of new communal doors with higher speciﬁcation
Nearly all leaseholders’ front doors which required upgrading to a FD30 have been replaced by leaseholders.
I once again thank you all for your hard work in ensuring you and your property is safe and conforms to the relevant
standard.
We are now starting to work with the asset team to ensure that you as a leaseholder are correctly consulted when
major work is being planned for the block or estate you live within. This will ensure that you are guided through the
Section 20 Consultation if the work to you will cost more than £250.
The next leaseholders Forum will be on December 3, 2014 in Committee Room 1 at Charnwood Borough Council’s
main ofﬁces in Southﬁeld Road, Loughborough. It starts at 2.30pm prompt. I look forward to seeing you there.
Regards

Sarah Taylor
Email me at sarah.taylor@charnwood.gov.uk or call me on 01509 634830

Hilda on her birth
day, with Jayne
Ward, Housekeepe
r and Sharon
Dunnill, Scheme
Manager.

Happy 100th Birthday Hilda!
Hilda May Harriman celebrated her 100th birthday on June 16, 2014.
Hilda, a resident at Dudley Court (our sheltered scheme in Sileby), was presented with
some ﬂowers on behalf of the Council to congratulate her on reaching this impressive
milestone.
Hilda has lived at Dudley Court for 33 years – longer than any other tenant there.
Hilda’s husband sadly passed away in 1990 and Hilda said that she is so glad to be at
Dudley Court where she feels safe and secure, even when on her own.
A local lady, Hilda was born in Queniborough and moved to Sileby when she was 17. She used to work in a hosiery
factory and says hard work is the key to a long life.
Hilda said: “I’ve kept busy all my life, working and looking after my three boys who kept me very busy!”
Hilda said the best thing about living at Dudley Court was the feeling of being safe and the social events.
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Wates creates work opportunities for local people
Wates Living Space is the council’s contractor for
delivering the Decent Homes programme.
The company has an apprenticeship scheme and is
committed to employing local people and giving them
opportunities.
One of those people is Tracey Riley who is a key part
of our Charnwood team, having joined Wates in
Spring this year as an Apprentice Resident Liaison
Ofﬁcer.

Tracey’s skills, her ability to work with the public as
well as her caring and determined manner made her
an excellent candidate to join Wates’ customer care
team.
Wates was delighted to offer her a full time training
role and get her into a paid job where she had a
chance to really develop her abilities.
Tracey is looking to the future and would like to work
with Wates as a fully qualiﬁed resident liaison ofﬁcer.

Tracey is a local resident living about 10 miles from
the site. Despite a positive attitude and a willingness
to work, she had been out of work for three years.

Tracey said: “As soon as I ﬁrst met the site team
while volunteering for Charnwood Borough Council, I
thought they were people I could identify with.

Wates was really impressed with her can-do spirit, as
she had taken on a number of demanding volunteer
roles in her community and was really making a
difference to local residents.

“As a tenant and customer on the scheme, I had not
even considered the prospect of a job, so as you can
imagine I was absolutely thrilled when they offered
me the chance to join them.”

Her voluntary roles included helping to run her local
community centre, assisting people into learning
when they had been out of work for a while and
she was also Vice Chair of the Resident Forum and a
member of the Advisory Board.

“I am really enjoying meeting new people and
working with the site team. The residents I have met
are lovely and most of them are so excited to have
a new kitchen or bathroom. The apprenticeship
I am doing is mostly on the job training, which is
really good for me, as I’m really pleased to have the
chance to learn something new without being stuck
in a classroom all day.”

Tracey also completed a number of useful
professional qualiﬁcations including a Level three
diploma in Housing Practice.

Construction Manager, Andy Brown said: “Wates are
committed to employing people that live close to the
sites where we’re working.

“When we interviewed Tracey it was plain to see
that she would be an asset to the team because
of her local knowledge and previous voluntary
work. We wish Tracey all the very best with her
Apprenticeship and will offer support and guidance
for her future career.”

Riley is key part of our Sho
reline te

h i
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